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Uncovering an Industry Problem of Inaccurate Provider Directories

2

Highlights from JAMA Dermatology 
• Among 4,754 total dermatologist listings in the 

largest MA plans in 12 metropolitan areas, 45.5% 
represented duplicates in the same plan directory

• Among remaining unique listings, 48.9% of 
dermatologists were reachable, accepted the listed 
plan, and was able to offer an appointment

The 2014 JAMA study on physician directories cast a 
spotlight on the directory problem and served as a 

catalyst for increased regulatory scrutiny and action.
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CMS Provider Directory Audit Results
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 CMS has completed three audit 
rounds since 2016 of health plan 
provider directories, and no 
significant improvement in accuracy 
has been identified.

 In Round 3, 49% of directory 
locations were found inaccurate, with 
66% of errors attributed to 'Provider is 
not practicing at location’.

 Majority of Medicare Advantage plans 
have between 30% to 60% 
inaccurate locations.

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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State-Level Draft Legislation: Relevant Provider Directory Implications

 Maryland: Insurance Commissioner may elect to select a designated online provider directory information 
system for use by carriers in the state. 

 Massachusetts: Require plans to take steps to ensure directory accuracy and include minimum data in their 
directories. 

 Minnesota: Require health plans to notify providers and any enrollees who received service from those 
providers during the past 12 months before it can switch the participation status from in-network to out-of-
network. 

 Oklahoma: Require health plans to include minimum data in their directories. 

 New Jersey: Establish oversight program that would audit directory accuracy for Medicaid MCOs annually. 

 Washington: Requires health plans to indicate which providers in its directory are accepting new patients, to 
implement a directory data quality process, and to make updates to its directory within seven days after 
determining that information is inaccurate. 

State Activity Related to Provider Directories

5
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Rationale for Support for a Primary Channel for Demographic Updates
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Improved Provider 
Relations

Improved Data Quality

Operational Cost Savings

Enable Constructive 
Regulator Dialogue

 Providers benefit from a simple, fast way to submit demographic updates for 
multiple health plans at the same time.

 Multi-state health plans, as well as those with both state and federal 
business, are challenged to support multiple operating requirements and 
interfaces. 

 Coordinated industry action is needed to fully leverage the combination of 
technology and provider engagement to address pervasive and long-standing 
data quality issues. 

 Health plan alignment will help drive constructive cross-industry dialogue 
about how best to achieve improved provider directory and enrollment 
outcomes quickly, economically and with minimal provider abrasion. 
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A. Yes
B. No

Do you think providers prefer one standardized method to submit demographic data updates? 
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Audience Question:



© 2019 CAQH, All Rights Reserved.

A Multi-Stakeholder Collaborative Solution: CAQH ProView

 Initially designed to standardize, centralize and 
automate paper credentialing and enrollment 
forms. 

 Spearheaded by CAQH member health plans 
at first, leading to broad industry-wide adoption 
by nearly 1,000 health plans, hospitals and 
other organizations participating.

 The CAQH ProView solution has since 
evolved to help address the directory 
challenge and serves as a one-stop shop 
solution for providers to submit both 
credentialing and demographic data updates.

 Plans implementing ProView to process 
demographic data updates have seen 25%+ 
improvements in their directory accuracy.

8
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Enhancements to CAQH ProView to Address the Directory Challenge
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Easy-to-use and very familiar 
web-based process.

Provider views “directory 
snapshot” in CAQH ProView and 

updates data as needed.

Plans receive updated 
provider directory 

information via 
CAQH ProView.

Health Plan #2

1 2 3

Over the past few years, CAQH has made usability enhancements to 
ProView with a specific focus on directory data accuracy. 
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Enhancements to CAQH ProView to Address the Directory Challenge (continued)

 In its audits, CMS identified “provider not at 
location” as the most important and prevalent 
directory deficiency.

 CAQH worked with health plans and providers 
to define more detailed questions as to how 
this practice location information is 
communicated to health plans.

 In ProView, specific questions are asked about 
the nature of a provider’s practice, helping 
separate publishable addresses from those that 
should be suppressed.

10
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Enhancements to CAQH ProView to Address the Directory Challenge (continued)

 The practice location feature compares provider-
reported practice location data to health plan-
supplied data.

 Health plan directory data is loaded into ProView 
and compared to a provider’s existing CAQH 
ProView profile. 

 The provider is asked to review and confirm any 
discrepancies.

 Any inactive locations flagged by the provider are 
sent back to the submitting health plan for 
processing. 

11
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 CAQH is working in target markets to achieve alignment behind CAQH ProView as a primary channel for 
demographic updates

 Initial target markets include:  Massachusetts, Tennessee, Texas, New Jersey, and the 
Maryland/Virginia/Washington DC market area.  These markets were chosen based on the following:

Strategy to Drive Industry Alignment

Health Plan Participation
Strong participation in 

CAQH ProView by both 
local and national health 

plans with business in the 
specific market.

Provider Adoption
Within all initial markets, 

greater than 80% of 
licensed, active physicians 

are using ProView.

Stakeholder Support
Significant support is present 
by key stakeholders within the 

market, e.g. health plan 
association, legislature, 

Medicaid association, etc.

12
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A. Health Plan Participation
B. Provider Adoption
C. Stakeholder Support

What is most important to successfully establishing a primary channel for demographic 
updates? 

Audience Question:

13
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Critical Market Milestones
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1. Confirm Plan 
Alignment

• Draft press release to 
educate stakeholders 
on the provider 
directory challenge and 
to promote health plan 
collaboration within the 
state.

• Finalize press release 
and schedule 
publishing date.

2. Health Plan 
Implementation 

• Assist health plans with  
implementation to use 
ProView for 
demographic data 
needs.

• Determine date when 
health plans are able to 
accept provider 
demographic updates 
from ProView.

3. Provider 
Communication 

• Distribute draft provider 
communication 
templates to health 
plans to help educate 
providers and increase 
engagement.

• Assist health plans with 
updating provider 
communication 
channels (website, 
newsletters, provider 
manuals, etc.).
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Market Progress
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Market State Specific Activity Next Steps 

MA

 Market press release announcing plans working together to address 
problem was released.

 All plans in market are participating and CAQH assisting plans with 
implementation.

 CAQH is engaging with HCAS, Mass Collaborative, local health plans, 
regulators and legislators to educate stakeholders.

 CAQH at the invitation of the Medical Society 
and the Hospital Association is hosting two 
provider-facing webinars in June to continue 
the provider education campaign. 

TN

 Market press release announcing plans working together to address 
problem was released.

 CAQH assisting several health plans with implementation.
 CAQH and BCBST-TN very active in driving provider awareness, 

leveraging MGMA, Medical Society and TAMSS organizations. 

 Continue with implementation and provider 
education efforts.

TX
 Several major health plans in the state are already leveraging 

DirectAssure for demographic updates.
 Market specific press release is in final stages of approval. 

 Publish press release and continue with 
provider and stakeholder education efforts.

NJ
 Market specific press release is in final stages of approval. 
 CAQH is working with Health Plan Association and the New Jersey 

Healthcare Quality Institute. 

 Publish press release and continue with 
provider and stakeholder education efforts.

DC/MD/VA  Market specific press release is in final stages of approval.
 CAQH monitoring MD law (that has yet to be implemented) authorizing the 

DOI to designate a provider directory system 

 Obtain approval on press release from key 
stakeholders. 
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Tennessee Case Study
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Tennessee Adoption of CAQH ProView
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Provider Adoption
 48k+ unique providers using CAQH ProView.
 97%1 ProView market share for registered and 

complete physicians in the system.

Delegate Group Adoption
 5 delegated groups (over 1800 providers) are using 

ProView for Groups.

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. 

Provider Satisfaction 
 94.2% CSAT Score
 Over 60% NPS Score 

Plan Adoption 
 6.0 plan to provider 

adoption. 
 >15 plans with at least 

3,000 providers rostered.

https://www.kff.org/state-category/providers-service-use/
https://www.bls.gov/oes/
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Industry Collaboration in Tennessee

The goals of this effort include:

 Increased provider awareness that 
ProView is being used for directory 
updates.

 Increased provider engagement in 
submitting demographic updates to 
ProView in a timely manner.

 Increased directory accuracy for 
those seeking care in the state of 
Tennessee.

 Reduced provider abrasion as the 
volume of validation calls decrease.

18
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BlueCross BlueShield of Tennessee Implementation Plans

 BCBS of Tennessee is in the process of implementing CAQH ProView to enable easy access to provider 
demographic updates.

19

Provider

Provider submits 
demographic updates 

to CAQH ProView.

Receives CAQH ProView 
data profile with updated 
demographic information.
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Next Steps
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Educate regulators 
and other health 
plans that ProView 
can be used to help 
improve directory 
accuracy and reduce 
administrative 
burden.

Continue to promote 
widespread adoption 
and industry 
progress towards 
improved provider 
data quality.

Educate providers 
that ProView data 
is leveraged for 
both credentialing 
and provider 
directory needs.
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Contact Us
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Tal Cohen
Manager, Provider Data
Blue Cross Blue Shield - Tennessee
tal_cohen@bcbst.com

Sorin Davis 
Senior Vice President, Industry Relations
CAQH
sdavis@caqh.org
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