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Agenda

• Welcome, Introductions, and Webinar Objective

• Improvement Cycle and Recent Activities

• Results and Opportunities for Further Progress

• MMP Best Practices and Lessons Learned

• Updates to CY 2019 Directories

• Questions and Answers (Q&A)

• Next Steps and Closing Remarks
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Webinar Objective

Use information from this webinar 

to make 3-5 improvements

in CY 2019 Provider and Pharmacy Directories

that aid enrollees and prospective enrollees 

in making informed decisions about their health care choices

and

support ongoing burden reduction efforts
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Improvement Cycle and Recent Activities
(1 of 2)

Directory Monitoring Process and Purpose

• Assess results from monitoring efforts along with feedback 
and inquiries from MMPs and states 

• Consider input from conducting beneficiary interviews and 
testing model materials

• Update national templates and state-specific models 

• Provide ongoing support and assistance

• Distill and assimilate best practices and lessons learned

4



Improvement Cycle and Recent Activities
(2 of 2)

Sep-Oct 2017
Updated monitoring 
approach and review 
tools and issued 
HPMS memo

Nov 2017-Jan 2018 
Reviewed MMP 
online Provider and 
Pharmacy 
Directories

Feb 2018    
Compiled and 
analyzed results

Mar 2018        
Issued monitoring 
results letters and 
released HPMS 
memo update

Apr-Sep 2018 
Updated directory 
models for CY 2019 
and continue to 
provide assistance to 
MMPs and states

5



Results and Opportunities for Further Progress
(1 of 8)

MMPs Improved in the Following Areas

• Including location-specific requirements for each provider with 
more than one address 

• Reflecting provider or facility name, address, and phone number 
within provider listings

• Identifying facility type within provider listings

• Providing pharmacy name, address, and phone number within 
pharmacy listings

• Indicating if facility’s location is on a public transportation route

6



Results and Opportunities for Further Progress
(2 of 8)

MMPs Improved in the Following Areas

• Advising members that mail-order pharmacies are to obtain 
consent before shipping or delivering prescriptions the member 
does not personally initiate

• Indicating estimated length of time for a mail-order delivery and 
how to contact plan to cancel an order or get a refund 

• Stating whether or not a pharmacy type or individual pharmacy is 
available to all members

• Listing non-English languages (including ASL) spoken at the facility 
or offered onsite by skilled medical interpreters
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Results and Opportunities for Further Progress
(3 of 8)

Remaining Gaps

• Ensuring the presence of disclaimers in a prominent location on the 
online directory landing page or search tool

• Providing additional information, including counties in service area, 
about home infusion and long-term care pharmacy services

• Including specific accommodations at the provider’s facility for 
individuals with physical disabilities

• Indicating if a provider has completed cultural competence training

• Clarifying information about providers and facilities on public 
transportation routes

Note: Remaining slides in this section illustrate several examples that address these gaps. 8



Results and Opportunities for Further Progress
(4 of 8)

Remaining Gap: Ensuring the presence of disclaimers in a prominent 
location on the online directory landing page or search tool
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Results and Opportunities for Further Progress
(5 of 8)

Remaining Gap: Providing additional information, including 
counties in service area, about home infusion and long-term care 
pharmacy services
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Results and Opportunities for Further Progress
(6 of 8)

11

Remaining Gap: Including specific accommodations at the 
provider’s facility for individuals with physical disabilities



Results and Opportunities for Further Progress
(7 of 8)

Remaining Gap: Indicating if a provider has completed cultural 
competence training
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Results and Opportunities for Further Progress
(8 of 8)

Remaining Gap: Clarifying information about providers and 
facilities on public transportation routes
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MMP Best Practices and Lessons Learned

• Sought input from MMPs with high performance scores in CY 
2018 or year-over-year improvement to illustrate best 
practices and provide examples

• Invited two MMPs to share online directory best practices and 
insights: 
– Superior Health Plan, Inc. (TX)
– Absolute Total Care, Inc. (SC)
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MMP Provider and Pharmacy 
Directory Review



Introduction

The Centene team appreciates the opportunity to present our work on Provider and 
Pharmacy Directory improvements.

We look forward to a great discussion and sharing of best practices to ensure we 
are aligned and continue servicing our patient population and delivering great health 
outcomes.

Absolute Total Care – South Carolina
• Jennifer Marchant – Director, Medicare Operations

Superior Health Plan – Texas
• Patrick Kovalik – SVP, Business Systems & Data Management
• Ben Hamm – Sr. Director, Provider Data Management and Credentialing

Centene Corporation
• Joel Portman – Sr. Director, Network Development & Analysis
• Tim Sommerhauser – Manager, Network Development & Operations
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Overview

CMS supplied the first MMP results in 2016. We knew we needed a solution that allowed provider and 
pharmacy directory initiatives to
• Meet state requirements
• Be scalable across our growing organization
• Improve our results and processes

With this in mind we set internal goals to ensure quality results:

• Showcase continued improvement
• Compliance
• Data accuracy
• User experience

• Improve information flow
• One source of information, timely, scalable, auditable, etc…

• Repeatable
• We want this for all lines of service for all Health Plans
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Where We Are

Today Centene has one enterprise Provider Data Management (PDM) solution and 
one enterprise online directory search (Find-a-Provider).

• Scalable solution allows all different health plans to maintain individual 
networks and specific directory information, but has a common data dictionary 
and enterprise training and data entry support.

• All information is consolidated into a single solution to enable more efficient 
reporting, operational reviews, and data extracts for the online directory.

• Enhancements for an improved user experience and alignment to CMS or State 
oversight compliance requirements are coordinated thru a single team 
(business and IT) with inputs from each MMP health plan.

• Requests for improvement in data field presentations and functionality are 
governed by a central oversight team with regular input from health plan PDM 
operations leadership.  
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How We Got Here

• Online Provider Directory information is sourced from a single enterprise PDM 
solution daily for all state health plans. Provider record updates entered today are 
reflected next day in the online Provider Directory search.

• Recently established an Online Provider Directory Steering Committee to increase 
collaboration across business units and IT resources, establish objectives for a more 
user-friendly online experience, and help prioritize deployment focus to align with 
compliance requirements

• Established an internal Secret Shopper program to review online directories and 
simulate what CMS or state agencies would be targeting. Approach helps establish 
internal scorecards for risk mitigation and data trending to target provider types or 
specific data elements that need attention
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How We Got Here

• Established partnerships with multiple industry leading 3rd party Provider Data 
Integrity solutions:

• Offers SC and TX additional data sources that can be leveraged for quality 
reviews against our network information to automatically process appropriate 
updates or prioritize outreach to provider offices for information confirmation.

• Offers objective data comparison against consolidated information sources 
(NPPES*, State Medicaid Provider Files, claims information history) and direct 
attestation reviews from network Providers.

• Offers an opportunity to validate what we have and affords more scalable 
sources of supplemental information such as additional languages or ADA 
information.

* NPPES - National Plan and Provider Enumeration System
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CMS MMP Results

The MMP Provider-Pharmacy online directory monitoring from CMS has shown 
considerable improvement in the information contained in our CY 2018 directory since 
initial reviews in CY 2016 directories. 

Year-over-
Year

Comparison

Base
Performance

Score (1)

Improvement
Component (2)

Weighted
Improvement

Component (3)

CY 2016 70%
CY 2016 vs.

CY 2018
70% 21% 2% 92%

Final CY 2018
Score (4)

* ATC – was only reviewed in 2016 and 2018.
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South Carolina Improvements

Directory Front Page
• Decreased size while 

increasing value
• Removed barriers

Improvements
• Model language
• Pharmacy information
• Request “paper” 

Directory
• Google Maps

Value 
• Member experience
• Intuitive
• Compliant
• Current

22Confidential and Proprietary Information



South Carolina Improvements

Directory Search Page
• User friendly
• Detailed driven
• Timely

Improvements
• Tested usability
• Provider count
• User specific detail
• Printable
• Customizable

Value 
• Member experience
• Intuitive
• Compliant
• Current
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Texas Improvements

Model Language
• User friendly
• Updated
• Inclusive

Improvements
• Added content
• Removed ambiguity
• Provider specific detail
• Printable

Value 
• Member experience
• Intuitive
• Compliant
• Current
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Texas Improvements

CMS Results
• Non-English material
• Public transport
• Mail pharmacy consent
• Pharmacy type 

Improvements
• Added content
• Removed ambiguity
• Provider specific detail
• Printable

Value 
• Member experience
• Intuitive
• Compliant
• Current
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Future Opportunities & Recommendations

A few clarifications in regulations and changes in approach will go a long way in 
improving directory accuracy for the industry:

• Consistent definitions for “accurate” and “compliant” measurements

• Consistent reviewer experience to minimize individual variability or interpretative 
results

• Clarification and flexibility of review process and timing
– i.e.: are findings accurate at the time of review the only measure, or should the 

Payor be allowed 30 days to confirm findings and process changes to publication 
thru their online directory

• Shared accountability between insurers and providers, as opposed to current 
regulations that put the onus for data accuracy on insurance companies.
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Future Opportunities & Recommendations

• Establish a ‘single version of truth’ provider benchmark file such as NPPES or state 
Medicaid enrollment files for Payors to have something to compare against 
consistently

• Strategy would help shift some accountability to the Provider to communicate 
their changes

• Strategy would help lower the Provider administrative burden and only update 
a single source instead of every contracted Payor

• Endorsement of process controls or external data sources that Payors can use to 
establish quality controls against a consistent, empirical data benchmark and system 
benchmark (~online search)

• Continue forums such as this CMS Webinar that encourage honest/open 
collaborative dialogue that can clarify questions and foster idea share without anxiety 
of an on-demand review
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Questions & Contact Information

Plan or Parent 
Organization Contact Title Email

Absolute Total Care –
South Carolina Jennifer Marchant Director, Medicare Operations jmarchant@centene.com

Superior Health Plan –
Texas Patrick Kovalik SVP, Business Systems & Data 

Management patrick.kovalik@superiorhealthplan.com

Superior Health Plan –
Texas Ben Hamm Sr. Director, Provider Data Management 

and Credentialing ben.hamm@superiorhealthplan.com

Centene Corporation Joel Portman Sr. Director, Network Development & 
Analysis jportman@centene.com

Centene Corporation Tim Sommerhauser Manager, Network Development & 
Operations tsommerhauser@centene.com
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Updates to CY 2019 Directories 
(1 of 2)

Input from Medicare-Medicaid Beneficiary Interviews

• Insert a Table of Contents appearing early in the document

• Improve clarity and accuracy of section titles

• Clarify definitions and include examples (network, pharmacy 
types)

• Add prominent legends and symbols (instructions and footers)

• Use three-column layout to present listings (provider and 
pharmacy listings, service area) and tables to break up text
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Updates to CY 2019 Directories 
(2 of 2)

Directory Improvements

• Added formatting best practices 

• Inserted Introduction and Table of Contents 

• Applied consistency in formatting 

• Expanded definitions of key terms (prior authorization, 
referral, cultural competence)

• Incorporated flexibility in organization and provider listings

• Included optional Index of Providers and Pharmacies
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Questions and Answers (Q&A)

• Questions submitted before the webinar

• Questions related to the webinar:
– Recent directory activities
– Timelines
– Additional capacity-building opportunities
– Other questions

• Questions after the webinar: MMCOCapsModel@cms.hhs.gov
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Next Steps and Closing Remarks

• Preparation and Release of CY 2019 Materials

• Bridging Remaining Gaps

• Ongoing Improvement Efforts

• Closing Remarks
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