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How Did We Get Here
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* Non self-reported

Unengaged Providers

Significant 
Data Lag 

Multiple and Confusing 
Methods for Submitting 

Provider Data

Redundant Requests 
for Information

Questionable 
Data Integrity

Excessive Health 
Plan Resources

Varied Data Requirements 
from Health Plans
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Participate in Live Polling
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1. Open a web browser on your 
phone, tablet or laptop

2. Type in URL: 

3. Select your session –
DirectAssure:  Getting it Right –
The Latest Approach for Improving Directory 
Accuracy



CAQH ProView Symposium
© 2019 CAQH, All rights reserved. 

4

Poll Question #1

What are your current methods for improving accuracy?
A. Phone outreach

B. Fax outreach

C. Mail outreach

D. Health plan-specific web portal

E. Multi-payer web portal

F. Analytics-based approached

G. I don’t know

H. Other industry data sources
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Poll Question #2

How effective have those methods been in improving the accuracy of 
your provider directory?

A. Significant improvement (>20%)

B. Some improvement (< 20%)

C. No improvement at all
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UnitedHealthcare Overview
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 Contracts with 600k+ physicians and additional non-physician practitioners for 
commercial, Medicare, and Medicaid networks.

 Nationally distributed provider data management team.

 Services 40M members nationwide.
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UnitedHealthcare Provider Directory Improvement Challenges
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Phone call 
are costly

Inaccurate 
provider data

Response rates 
to provider 

requests are low
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Vendor Selection
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Proven record in provider engagement.

Manage data volume.

High quality, accurate, and proven results.

Competitively priced.

Support staff.
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Real Word Test Drive
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Bi-directional data cleanse.

Why DirectAssure Was Chosen

Practice location questions. Practice affiliation questions.
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Use Case #1 DirectAssure results for UnitedHealthCare
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 UHC used DirectAssure location reconciliation in the Texas 
market with 19,600 providers.

 60,000 provider location records.

UHC Provider at Location Comparison 
with CAQH ProView data
Providers listed locations match with 
CAQH data

43%

Providers listed locations do not appear in 
CAQH data

57%
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Provider Responses for Health Plan Locations Not In CAQH ProView
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16%

63%

21%

Breakdown of Provider Responses

* Sample audits have shown that 70% 
of “I don’t know” responses should not 
be displayed for directory use case.

Rejected address

I don’t know

Accepted address
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Why do Health Plans Have Inaccurate Provider Locations 
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55%

19%

14%

12%

Provider Reject Reason Breakdown

Never practices here, 
entered by mistake

Address is 
incorrect

No longer 
practice here

Never practices here, 
location is part of my group
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UHC Estimates that 26% of Provider Associated Addresses can be Removed From 
Directories Following DirectAssure Results. 
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 Explicit response from providers to 
remove associated location records from 
UHC’s directory systems

 73% response rate within 120 days 

 Scalable method to clean up directory 
data across all markets 

 Significant improvement in directory 
accuracy is expected 

0%

25%

50%

75%

100%

Before DirectAssure After DirectAssure

Location Records in UCH Directories

Data clean-up from DirectAssure
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DirectAssure Shows Significant Provider Directory Data Improvement
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50%

55%

60%

65%

70%

75%

80%

85%

Day 1 Day 30 Day 60 Day 90 Day 120

Projected Accuracy Improvement Using DirectAssure *

Regional Plan National Commercial Plan National Vision Plan

* Starting Accuracy was plotted at the industry average of 55% per CMS studies unless otherwise provided by plan. 

 DirectAssure significantly reduces 
audit risk specific to each health 
plan and provides immediate relief.

 Accuracy gains are directly related 
to reducing the total pool of 
directory records based on 
provider responses

 A national health plan commented 
on the new capabilities of 
DirectAssure: “…each location 
rejected by providers in 
DirectAssure saves me an audit 
phone call.”
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Summary of success in Texas:

 Actionable Results: 63% of health plan records 
identified as erroneous by providers.

 Fast: 73% response rate in 120 days.

 Improvement: Estimated 30%+ data accuracy 
increase after erroneous records suppressed.

 Provider Preference: NPS score and other 
feedback reveal providers prefer CAQH.

UHC moved to scale solution nationally:

 DirectAssure has been deployed in all 50 states.

 300k+ providers currently reporting data and 
cleansing UHC’s directory via DirectAssure.

Success in Texas motivated UHC to scale DirectAssure nationally

16
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Strategically Integrating DirectAssure into Your Provider Data 
Management Process
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DirectAssure provides a large amount of data for health plans which can be staged into existing workflows 
and processes. 

 Rejected locations.
 Archived locations.
 Affiliation scenarios.

 I don’t know responses.
 Provider notes they do 

not participate with a 
health plan at a location.

 Change in office hours, 
phone numbers, and 
other practice location 
attributes.

 Utilize CAQH output to 
determine if the location is 
applicable for directories. 

 Ensure the reported TIN 
and NPIs are applicable 
for your health plan.

Terminations and 
suppressions will 
achieve accuracy 

improvement.

Capture specific 
scenarios where 
providers need 

additional 
touches.

Update to 
existing records.

New locations 
from CAQH.
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Poll Question #3
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How much does the effort to implement a solution impact your 
selection or preference for a provider directory solution? 

A. Significantly – Whether or not we have resources available to implement will 
decide whether we can purchase a solution, regardless of how good it is.

B. Somewhat – If it works, then we can allocate the budget to implement.

C.Not at all – It doesn’t affect my decision at all.
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Poll Question #4
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How do you gauge the effort to implement a directory solution?

A. Have my technical team assess the effort.

B. Engage my PDM or other system vendor to see if they can integrate.

C.Research how other health plans have implemented the solution.

D.Review internal support tools.
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CAQH has Released DirectAssure Portal Capabilities to Improve Usability
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 View your current DirectAssure 
roster on-demand. 

 Roster providers one-off or in 
bulk using a template.

 View historical roster activity for 
previous 30 days.  

 Search and look-up for 
providers in ProView.

 View key directory data 
including practice locations, 
affiliation status, office hours 
and plan participation.  

 Useful for plans with manual 
touchpoints in their provider 
data workflows. 

 View provider status by 
market.

 View a provider authorization 
report.

 Schedule a Return Roster.

 View a Location 
Reconciliation Report.       
(COMING SOON)

Roster Management Provider Look-up Reports
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DirectAssure Portal Capabilities Will Make it Easier for Plans to Adopt
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 Many plans are seeking to use the portal to 
prove out the value of DirectAssure before 
investing in system automation.

 Plans with agent-based workflows are also 
leveraging the portal for audit and quality 
control support for their processes.

 Portal reports can be made accessible to 
management to help further reinforce the work 
and return-on-investment of the solution.
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Explore the Portfolio of Solutions That Can Support Your Directories
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DirectAssure Machine 
Learning Scores

CAQH ProView 
for Groups
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Session Questions
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Contact For a Free Provider Directory Error Rate or Process Assessment
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Warren Chang
Manager, Business Development
CAQH
WChang@CAQH.org

Jyoti Jalali
Sr. Manager, Business Development
CAQH
JJalali@CAQH.org

Kelly McNair
Manager, Business Development
CAQH
KMcNair@CAQH.org

Scott Everline
Manager, Business Development
CAQH
Severline@CAQH.org

Michelle Toscano
Sr. Manager, Business Development
CAQH
MToscano@CAQH.org
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