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Directory data accuracy has been a longstanding issue that challenges both providers 
and health plans
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Similar inquiries from 
different health plans. 

Varied data submission 
requirements.

Incorrect provider contact 
information.

Provider 
unresponsiveness.

Incomplete information 
provided.

1

2

3Lack of standardized 
questions.

Provider Challenges Health Plan Challenges 
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Federal regulatory activity began calling for states to establish specific requirements 
around provider directories
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Regulation Requirement
HHS Final 2016 Letter to 
Insurers in the Federally-
Facilitated Marketplaces

• QHP issuers must update their provider directory information at least once a 
month. 

• Includes field-level requirements for data.
Medicare Advantage 2016 
Advance Notice

• MA organizations must maintain regular, ongoing communications and/or 
contact providers quarterly.

Medicaid Managed Care 2017 
Final Rule 

• Managed Care Plans must make available provider directories in paper and 
electronic formats and sets update standards for each.

• Requires collection of certain data elements for provider directories.
21st Century Cures Act, 2017 • States must publish a directory of physicians participating in the Medicaid 

program and update it annually (if the program participates in Fee-for-
Service or case management).

21st Century Cures Act, 2018 
Guidance to State Medicaid 
Directors

• Includes optional and required pieces of information to be included in 
provider directories (called data elements)

• Emphasizes the importance of reuse in the Medicaid Information 
Technology Architecture (MITA), interoperability, and provider directory 
ability to support multiple health initiatives.
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Recently published 2018 CMS Audit results indicate that directory accuracy across 
the industry has not improved over the past two years
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CMS MAO Audit Results 2016-20181
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 CMS has completed three audit 
rounds since 2016, and no significant 
improvement in accuracy has been 
identified. 

 In all three audit rounds provider 
location information represented the 
highest rates of deficiencies.

1CMS Medicare Advantage Online Provider Directory Review Report -November 28, 2018. 
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Increasing CMS Interest to Identify a Solution
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 CMS released its Medicare Advantage 
Online Provider Directory Review Report in 
November 2018, summarizing the results of 
the health plan directory audits. 

 In this report, CMS pointed out that little 
progress has been made in health plan 
directories (the industry is still averaging 
~50% accuracy), and that a “centralized 
repository” is “a key component 
missing.”

 These observations were echoed in the 
Medicare Advantage 2020 Call Letter 
Advance Notice, issued in February 2019.

2 Excerpt from CMS Medicare Advantage 2020 Call Letter Advance Notice – February 2019 

“One common struggle expressed by industry is that there is no 
centralized repository for provider directory data, often referred to as a 
‘source of truth’.  As a consequence, the current process of verifying 
the accuracy of provider information can present an undue burden on 
providers, as multiple plans, in an effort to validate their directory 
information, ask providers the same validation questions. CMS will 
continue its focus on and work with stakeholders to improve provider 
directory accuracy.” 2

CMS continues to feel MAOs are in the best position to ensure the 
accuracy of their provider directories. Through the insight gained from 
our reviews, it has become clear that a centralized repository for 
provider data is a key component missing from the accurate provider 
directory equation.” 1

1 Excerpt from the Medicare Advantage Online Provider Directory Review Report – November 2018. 
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CMS survey results highlight that practice location errors most commonly fall into the 
category “provider not practicing at this location”

• ‘Provider not practicing at location’ represents the most prevalent directory deficiency and is weighted most heavily in terms of deficiency scoring by CMS.
• Online Provider Directory Review Report.  Centers for Medicare and Medicaid Services, November 28, 2018.
• Other Error Types include: Provider IS accepting new patients, Specialty needs to be updated and Provider name needs to be updated.

Breakdown of error types
Overall error rate

Provider Not 
Practicing at 

Location 
66%

Inaccurate Phone 
Number 

13%

Address Incorrect
7%

Incorrect Suite 
Number 

5%

Not Accepting 
New Patients 

4%

Other
5%

Locations 
without 
errors
51%

Locations 
with errors

49%
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Keys to solving challenges in provider data gathering and validation
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Standardize the 
requested content

Streamline the number 
of requests to update or 

submit information.

Simplify the data submission 
and reconciliation requirements.
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The foundation for DirectAssure is the CAQH ProView system, which has been widely 
adopted by providers and health plans over the last 16 years

 1.5 million unique provider users of all types, including non-
physicians know, use and trust the Solution (~7,000 new 
providers register each month). 

 Over 900 participating health plans, hospitals, provider 
groups, state Medicaid agencies and other organizations.

 Twelve states and the District of Columbia have adopted 
the CAQH Standard Provider Credentialing Application.

 Contains more than 225 self-reported and attested data 
elements, including those required for provider directories.

 Providers are reminded to regularly re-attest.  One million 
providers have done so in the past 120 days.

 Provider directory information is presented to Providers via 
the Direct Assure functionality which is prompted by the 
submission of a Health Plan API file.

 The CAQH ProView system is result of more than 16 years 
of collaboration with plans, providers and other 
stakeholders to address inefficiencies and redundancies in 
collection, maintenance and distribution of provider data.

8
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ProView is already widely adopted by Massachusetts market providers and payers

 More than 70k providers are currently registered with the ProView system.
- CAQH ProView maintains over 85% (34,253) of the total number of physicians registered in the state.1

 A number of major health plans in Massachusetts and bordering states are currently using ProView for provider 
data management needs. 

1. CAQH leveraged the Kaiser Family Foundation (https://www.kff.org/state-category/providers-service-use/) for MD, DO, DDS and DMD data and the Bureau of Labor Statistics (https://www.bls.gov/oes/) to capture data for 
DC and DPM provider types. 
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https://www.kff.org/state-category/providers-service-use/
https://www.bls.gov/oes/
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DirectAssure provides a seamless experience for providers and a consistent and 
consolidated method for each Health Plan to receive Directory information
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Health Plan 1

Health Plan 2

Health Plan 3

Health Plan 4

Receive 
Updated 
Directory 

Information 
via CAQH.

 Consolidates multiple 
potential health plan 
outreaches into a single 
outreach for each provider.

 Easy-to-use, web-based 
confirmation process.
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DirectAssure 2.0 Solution Demonstration
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Upon login, providers who have new Practice Locations on their profile are prompted 
to reconcile the Practice Locations via DirectAssure
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Providers are first prompted for a decision regarding each new location as submitted 
by participating organizations
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If a Provider is not able to Accept or Reject a practice location the Provider has the 
ability to select ‘I don’t know’
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 Plans must include as a part of their 
implementation planning a business process step 
that captures scenarios where providers respond 
with ‘I don’t know’ 

 If a Provider selects ‘I don’t know’ they will 
prompted to answer this question the next time 
they login.



© 2019 CAQH, All Rights Reserved.
Confidential & Proprietary.

Practice Location addresses that are “Accepted” or entered manually by Providers 
are automatically run through USPS Standardization
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For each Practice Location address that is “Accepted”, Providers will specify the 
Practice Affiliation for that particular service location
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Locations “Accepted” by the provider require data entry to be completed
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Rejected Locations will appear in this table and 
have the ability to be “Restored”
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Providers will navigate through each of the tabs below to validate their information for 
every active practice location
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Tab Legend

General Information – general information related 

to the practice location

Health Plan Participation – participation and 

whether provider accepts new patients specific to 

each health plan

Hours – office hours for the practice location

Coverage & Contact – associate/colleague 

coverage and contact info related to practice 

location

Practice Limitations – limitations associated to 

practice location

Accessibility – accessibility (ADA, Handicap) 

related to practice location

Services – special services & languages offered 

at practice location
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Under the Health Plan Participation tab, Providers will specify their Health Plan 
Participation and if they Accept New Patients on behalf of each Health Plan
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Accessibility options for each Practice Location 
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Cultural Competency Training – located within the Professional Training section
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Behavioral Health special experience, skills and training
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DirectAssure provider outreach

23

Providers are emailed 
quarterly to review 

and attest their 
information.

Providers review and 
attest to their 

information within 
CAQH ProView.

A system-generated alert 
within CAQH ProView 

appear for providers who 
need to attest to their 

information.

Quarterly

Email Outreach:Dashboard Alert:

All communication attempts and responses are logged and delivered 
in a monthly Outreach Compliance Report for audit purposes. 
Participating plans are using this feature to demonstrate compliance 
with quarterly outreach requirements.

Phone Outreach:

The CAQH staff 
contact providers who 

do not attest.
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Providers rostered for DirectAssure receive reminder emails quarterly
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Questions & Answers
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