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There has been significant
discussion within the
workers’ compensation
industry on which attributes
constitute a superior workers’
compensation medical
network.  We are pleased to
report that our clients
consider Horizon Casualty
Services, Inc.’s (HCS) medical
network strategy to be one of
the most effective nationwide.  

As a result of successful execution of our company’s
strategy, and the very important results achieved by
you, our participating physicians, HCS has attained:  

• 44 percent market share in workers’
compensation administrative services, 
based on the New Jersey Department of
Banking and Insurance (DOBI) reported
New Jersey workers’ compensation premiums.

• 36 percent market share in personal injury
protection administrative services based on
the DOBI-reported number of New Jersey
insured vehicles.  

Part of the growth includes the addition of the
Zurich North America Insurance Company, a new
workers’ compensation client, effective May 2011.
We anticipate additional growth in our workers’
compensation and personal injury protection (PIP)
market share within the coming months as more
insurance companies recognize the value we
achieve together.  

Since the early 1990s, the medical networks
with the largest number of physician practices
were considered ideal because there was a higher
probability that an injured worker would receive
treatment from a network participant, even if the
patient wasn’t specifically directed to a network
participant by the workers’ compensation insurer
or the agent responsible for medical management.
However, the tide is changing.  Workers’
compensation insurers are increasingly recognizing
the importance of a workers’ compensation medical
network that is limited in size, but focused on
high-performing network participants specializing in
treating musculoskeletal injuries and consistently
achieving optimal medical cost, utilization and overall
outcomes, including timely and safe return-to-work
outcomes.  Though PIP managed care is not a reality
at this point, the value of managed care to improve
medical and cost outcomes is under discussion 
within the DOBI. 

This new direction is favorable to HCS.  Since our
company was formed in 1994, our strategy is to:

• Contract with the highest quality physicians 
and health care professionals.  We’re focused 
on quality, not quantity. 

• Focus on the highest possible network
penetration (defined as percent of medical
billed charges in network) to optimize 
overall value.

To further increase the value of the HCS network,
we have several new initiatives underway – each of
which is discussed within this newsletter and
summarized here:   

100 percent use of in-network facilities
We have initiatives underway to ensure that only

in-network ambulatory surgery centers, both
freestanding and hospital-based, are used at all times
by participating surgeons.  This is such an important
issue that HCS will consider definitive actions if
participating surgeons do not comply with this
important network participation requirement.  

Appropriate use of physical therapy services
We work to ensure appropriate use of physical

therapy services.  Our goal is to have network
participants break away from automatically
prescribing a fixed number of physical therapy
visits as standard practice.  Rather, we seek to have
physicians customize the physical therapy treatment
plan and volume of visits for each patient based on
national guidelines and medical necessity.  

Pain management pilot programs to improve outcomes
Pain management pilot programs are underway

with the objective of developing industry-leading 
pain management medical home models.  These will
include coordinated care protocols that successfully
mitigate pain to speed healing and recovery, and help
achieve optimal medical and timely return-to-work
outcomes.  

HCS is proud of its achievements and is leading the
industry nationwide in achieving outstanding results.
Together, HCS and its network participants achieve a
unique value offering.  We are excited about working
closely with you in the future on our continuing
journey to excellence.  

Ilene Wachs
President
Horizon Casualty Services, Inc.

Ilene Wachs
President, HCS

President’s Message
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Optimizing Value –
Focus on 100 percent 
use of in-network facilities

Service Excellence

Within the past 10 years, 
many surgical procedures 
that required extended hospital
stays are now being performed
in ambulatory settings, including
same-day surgery centers
located within hospitals and
freestanding ambulatory
surgery centers. 

When referring patients for
treatment of a work-related injury,
network participants are required
to use in-network freestanding
ambulatory surgery centers and
hospital-based, same-day surgery
centers.  This is in accordance
with Horizon Casualty Services,
Inc., (HCS) policies contained 
in the HCS Physician and 
Health Care Professional
Office Manual.  

Network participants are required
to follow these guidelines when
treating claimants, whether
medical care is coordinated by
HCS case managers or case
managers based at our clients’
offices.

Network participants treating
personal injury protection (PIP)
claimants covered by HCS clients
are required to suggest the use of
network physicians, facilities and
other network professionals
because of their expertise in the
treatment of musculoskeletal
injuries.  Claimants who have PIP
coverage should also be made
aware that they can maximize
their PIP benefits allowed under
their coverage ceiling by accessing
the quality care delivered by 
HCS network participants at 
HCS-contracted network rates.  

Under New Jersey PIP
regulations, patients have the right
to seek medical care of their own
choosing.  However, it is important
to inform them of their options and
how the HCS network might be of
an overall benefit to them.   

To access a list of both
freestanding ambulatory surgery
centers and HCS-participating
hospitals, including contact
information that you can use
when scheduling ambulatory
procedures, visit
www.HorizonCasualty.com
and click HCS Network Directory. 

Addressing Health Care Cost and Quality

www.HorizonCasualty.com


Physical therapy initiatives 

Integral to this program is an
initiative to influence network
physicians to move away from the
practice of prescribing a standard
number of initial visits.  Based on
Presley Reed’s nationally
recognized MD GuidelinesTM, this
direction enables our participating
physicians to be more strategic in
their approach to prescribing
physical therapy (PT).  For
example, some diagnoses are best
treated with a total of five PT
visits.  In other cases, 11 PT visits
may be appropriate.  Similarly, if
additional PT visits are required,
HCS wants physicians to consider
not automatically prescribing the
standard 12 PT visits.  As medical
costs continue to rise, it is
important that we all help control
costs while achieving optimal
medical and return-to-work
outcomes.  

To support appropriate
utilization, all precertification
requests for physical and
occupational therapy services 
for state of New Jersey workers’
compensation claimants are
reviewed within the framework
of Presley Reed’s nationally
recognized MD Guidelines.  
When submitting a request for
precertification, the prescribing
physician must include the
appropriate rationale and
documentation to support the
request.  Any PT or occupational
therapy (OT) orders outside the
guidelines will be reviewed by
an HCS medical consultant for
medical necessity and the
prescribing physician will be
contacted to review the PT or
OT plan.

Since communication between
the physician and therapist is
integral to successful medical
management, HCS requires
therapy notes to be forwarded to

the prescribing physician’s 
office before each patient’s 
re-evaluation.  This gives the
prescribing physician an
opportunity to evaluate the
patient’s progress and make an
informed decision about
subsequent treatment. 

As part of our quality initiative,
HCS Network Relations
Representatives will continue to
schedule on-site office visits to
network PT/OT practices.  These
visits are designed to promote best
practices and set standards in the
areas of scheduling, patient care,
equipment, safety and
documentation. 

At HCS, we are committed 
to providing access to quality 
care.  On behalf of HCS and our
clients, thank you for your 
network participation and the 
important role you play in 
Making Healthcare Work. 
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Horizon Casualty Services, Inc.
(HCS) is committed to a utilization
management program supported
by evidence-based medicine to
promote optimal clinical outcomes
and quality patient care.  HCS is
advancing the consistent and
appropriate use of physical and
occupational therapy services
through the use of evidence-based 
guidelines and a robust medical
consultant program. 

Addressing Health Care Cost and Quality



4

Written policy/procedure standards 

The office must have written standards requiring
policies and procedures describing purpose, goals and
requirements.  The office must ensure that all staff
understand these policies and procedures and follow
them in a consistent manner. 

At a minimum, standards for all written policies
and procedures must:

• Be reviewed regularly and updated accordingly.

• Meet the requirements of federal and state law.

• Be followed consistently by staff.

Patient management 

This policy must include specific guidelines to
describe a patient’s medical condition upon initiation
of treatment; ensure that goals are consistently set;
document progress against goals; and include
documented discharge and patient education plans. 

Key elements include: 

• Criteria for access to care.

• Initial evaluation assessment.

• Goal setting.

• Plan of care, including treatment
guidelines/protocols.

• Legible documentation and progress notes.

• Progress in achieving goals.

• Timely communication with prescribing 
physician and case manager.

• Patient education and self-help 
technique instruction.

• Patient rights.

• Treating health care professional sign-off
requirements.

• Criteria for discharge of care.

• Patient satisfaction survey.

Patient safety 

This policy must state the acceptable standards 
for appropriate maintenance, sanitation and
calibration of equipment.

Key elements include: 

• Equipment maintenance.

• Infection control.

• Equipment calibration.

Continuous quality-of-care improvement 

This policy must include criteria for optimum
patient outcomes and a defined process for 
identifying success metrics.

Key elements include:

• Chart review.

• Peer review.

• Clinical outcomes.

• Success metrics.

• Coaching and feedback to improve 
future results.

HCS promotes the standards of practice for 
physical therapy set by the American Physical
Therapy Association (APTA).

HCS is proud of its network participants who
are focused on delivering quality outcomes and
exceptional patient care. 

Horizon Casualty Services, Inc. (HCS) is conducting on-site physical and occupational therapy office
assessments to promote administrative and clinical quality best practices at appropriate levels of utilization.
These best practice recommendations are essential elements that contribute to quality of service and
optimum clinical and return-to-work outcomes. 

Some key quality indicators reviewed in the assessments include policies and procedures, environmental
safety and quality of patient care.  Below is a list of HCS’ minimum recommended administrative standards
that should be documented in policies and procedures and adhered to in the course of clinical practice and
patient care. 

Minimum recommended
administrative standards for physical
and occupational therapy

Addressing Health Care Cost and Quality
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Addressing Health Care Cost and Quality

Usual and customary charges
When submitting medical bills to Horizon Casualty Services, Inc. (HCS) or its clients, 
network participants are required to bill using their usual and customary (U&C) charges.  

U&C is defined as the price that would normally
be charged by a health care professional for the
specific services rendered, regardless of any
preferred provider agreements that may be in
place.  The U&C charge amount can be
thought of as the “list price” for the services
offered by a health care professional. 

It is important to note that U&C amounts
from health care professionals are used by
insurance companies and health care
information vendors to develop regional
and national pricing databases.  These
databases are used extensively within the
insurance industry to determine reasonable
payment allowances in cases where a
preferred provider agreement is not in place
with a health care professional.  Therefore,
failure to submit your U&C amounts to HCS, 
or any other payor, may contribute to the
understating of the reasonable payment
allowances for the services you render at 
some point in the future.

Please contact your HCS Network
Relations Representative if you have any
questions on this requirement.
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Workers’ compensation
claim management reports

Patient treatment and referral form

Also referred to as a “quick note,” this form 
includes the claimant’s diagnosis, treatment and
return-to-work plan.  This form must be submitted 
to HCS within 24 hours of an office visit.  

The form should include:

• Patient’s full name and HCS claim number. 

• Date of service.

• Diagnosis.

• Subjective/objective of the assessment – 
what the patient says happened and physical
examination results.

• Psychosocial assessment – job type, smoking
history, alcohol, depression history, etc.

• Legible treatment plan and legible physician
name.

• Date of next office visit.

• Return-to-work date or work status with
restrictions, if any.

• Causal relationship:  If related to the injury, 
how is it related?

Work status note 

The work status note describes the health care
professional’s recommendation regarding the patient’s
ability to return to work. 

A copy of this note must be given to the patient 
with each office visit with instructions to provide 
this document to their work supervisor.  

The note must include the:

• Patient’s full name.

• Date of service.

• Work status with restrictions, if any.

• Projected return-to-work date.

• Date of next office visit.

Narrative report

A typewritten medical report of the office visit 
must be submitted within one week of the visit.

Additionally, notifications of no-show
appointments must be faxed directly to  
the claimant’s case manager.

HCS values your contribution toward optimizing
patient care management and clinical outcomes.

Horizon Casualty Services, Inc. (HCS) requires physicians and other health care professionals to
submit medical documentation related to the diagnosis and treatment of claimants’ injuries so that
progress can be effectively tracked.  This requirement helps ensure a focus on safe and fast 
return-to-work and achievement of optimal recovery.  Below is a list of the required documentation.  

Addressing Health Care Cost and Quality



7

The PMMH team consists of physical medicine and
rehabilitation physicians, anesthesiologists, pain management
psychologists, physical therapists and case managers.
Complementary treatments such as acupuncture and massage
therapy may be incorporated into the care plan.  This
multidisciplinary team will focus on both the physical and
psychological components of chronic pain to manage early
symptoms through a coordinated effort.  Injured workers who
have complaints of ongoing neck and back pain are the target
population for the pilot program.

Traditionally, the delivery of pain management treatment has
been variable, fragmented and sometimes one-dimensional
with delayed intervention.  The focus was on the physical
treatment without consideration for psychosocial aspects of
chronic pain.

HCS believes the PMMH has the potential to improve the
delivery of fiscally responsible, quality care for patients who
have chronic pain.  The pilot programs began in 2011.  HCS
plans to offer its clients the opportunity for their claimants to
participate in the HCS PMMH program after an evaluation of
our pilot programs.  

Our pilot programs:
• Define an appropriate
structure of a comprehensive
and multidisciplinary PMMH.

• Establish two new PMMH
pilots, one in northern 
New Jersey and one in
southern New Jersey.

• Identify potential patients for
participation in the program.

• Determine appropriate
metrics to assess program
effectiveness.

• Will enable us to evaluate the
expansion of this care model
based upon the measured
outcomes.

In the spirit of health care
reform and the awareness by our
clients of opportunities for medical
treatment improvement, Horizon
Casualty Services, Inc. (HCS) has
developed a quality initiative to
create an innovative health care
delivery model for pain
management services.  Based on
the concept of patient-centered
medical homes, HCS has initiated
two pilot programs for the delivery
of pain management services.
We envision the pain management
medical home (PMMH) as the
optimal delivery system of a
patient-focused, multidisciplinary
and outcome-driven pain
management program.  Faster
recovery, early return to work,
addiction avoidance and improved
quality of life will be the key indicators of success for the pilot programs.

Our hypothesis is that participation in a PMMH, which provides early physical, psychological 
and functional rehabilitation intervention, will promote optimal management of pain with 
improved outcomes.  This HCS initiative is charged with proving this concept is effective.

Pain management 
medical home program 

Addressing Health Care Cost and Quality



You may request an appeal if you disagree with a
Horizon Casualty Services, Inc. (HCS) medical
consultant’s determination not to certify medical
treatment.  Noncertifications represent
a decision by a medical consultant
that the requested treatment is
not appropriate for the
covered injury.  

The workers’
compensation medical
treatment appeals process
requires that you submit a
letter to HCS indicating the
reason for the appeal and
include documentation to
support the appeal.  HCS will
review the documentation
supplied and issue an appeal
decision within five days of receipt.

If you disagree with the appeal decision, 
you may submit a secondary level appeal to the
attention of the HCS Manager of Clinical Quality.
The secondary level appeal may include new
information that was not available at the time

the original decision was made.  HCS will respond to
the secondary appeal within five days of receipt. 

Personal Injury Protection (PIP)
reconsiderations

If you disagree with a decision made by
HCS not to certify a prior authorization
request related to the treatment of an
automobile accident injury, you may seek a
reconsideration of the decision from HCS
within 30 days of the date shown on the
decision letter. 

You may fax your reconsideration request to
1-973-622-7265 or mail it to the address below.
HCS will respond to your request within three
business days.

Secondary PIP reconsiderations must be sent to
the attention of the automobile insurance carrier.

Please call HCS at 1-800-249-0062 to obtain
the appropriate mailing address.  

Refer to New Jersey’s Department of
Banking and Insurance website to access the

latest information regarding the proposed
expanded PIP regulations.  

Medical treatment appeals process
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Medical bill payment appeals process
If you disagree with the way a medical bill was

processed, we encourage you to submit a medical
bill payment appeal directly to Horizon Casualty
Services, Inc. (HCS).  A medical bill payment appeal
is defined as a formal written request to review a
previously processed bill payment determination. 

Appeals must be submitted in writing 
and include: 

• A cover letter explaining the rationale 
for the appeal.

• A copy of the original medical bill.

• A copy of the Explanation of Payment (EOP).  

HCS will respond to medical bill payment 
appeals within 14 days of receipt.

Personal Injury Protection network
participants should always use the medical
bill payment appeal process prior to 
submitting bill payment disputes through
the arbitration process.

If you need additional information, please 
call your Network Relations Representative 
at 1-800-985-7777, extension 87107 or 87286, 
Monday through Friday, between 8 a.m. 
and 5 p.m., Eastern Time.

Appeals and Reconsiderations must be submitted to: 
Horizon Casualty Services
33 Washington Street, 11th Floor
Newark, NJ 07102-3194

Ease of Navigating the Health Care System
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Ease of Navigating the Health Care System

The Horizon Casualty Services, Inc. (HCS) Physician and Health
Care Professional Office Manual is available online.  The manual
contains information about our policies and procedures and
administrative information to assist you in your day-to-day
interactions with HCS.  

To access a copy the HCS Physician and Health Care Professional
Office Manual, please visit www.HorizonCasualty.com and click
Provider Resources.

Physician and Health Care
Professional Office Manual
is available online

National Provider Identifier
The Health Insurance Portability and

Accountability Act of 1996 (HIPAA) requires
physicians, facilities and other health care
professionals to adopt a simplified National
Provider Identifier (NPI).  Currently, NPI
applies to HIPAA-covered health care
professionals.  These are health care
professionals who transmit health information
electronically.  Professionals who do not 
submit health information electronically are
exempt from having to use the NPI.  

Horizon Casualty Services, Inc. (HCS) and
our clients encourage network health care
professionals to include their NPI numbers
with all their bill submissions to pave 
the way for future electronic HIPAA-compliant
submissions and assurance of payment
appropriateness.

Health care professionals and facilities 
can apply for a NPI by visiting
<www.cms.hhs.gov/nationalprovidentstand>.

www.cms.gov/nationalprovidentstand
www.HorizonCasualty.com


Access to Effective and Safe Care

We are pleased to announce additions to the Horizon Casualty
Services, Inc. (HCS) Hospital Network. 

Bayonne Medical Center returned to the HCS Hospital Network,
effective October 1, 2011.  Bayonne Medical Center is a 278-bed,
fully accredited, acute-care facility located in Hudson County,
New Jersey. 

St. Joseph’s Regional Medical Center and St. Joseph’s Wayne
Hospital returned to the HCS Hospital Network, effective
December 14, 2011.  St. Joseph’s Regional Medical Center is a
651-bed, fully accredited, acute-care facility located in Passaic
County, New Jersey.  St. Joseph’s Wayne Hospital is a division
of St. Joseph’s Regional Medical Center.  It is a 229-bed, fully
accredited, acute-care community facility.  Both facilities are part
of of the St. Joseph’s Healthcare System.

For more information about these facilities or other facilities
within our network, please call your HCS Network Relations
Representativeat 1-800-985-7777, extension 87107 or 87286, 
or visit www.HorizonCasualty.com and click
HCS Network Directory.

Hospital network updates
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New client updates
Horizon Casualty Services, Inc. (HCS) has a new client.  

Effective May 1, 2011, HCS is performing workers’ compensation
administrative services for Zurich North America Insurance
Company and its affiliates.

Some of the services administered by HCS include:

• Medical bill analysis, pricing and processing.

• Customer service support for network participants.

• Hospital utilization management.

• Data reporting and analysis.

• Medical necessity and bill 
payment audits.

• Medical network credentialing, 
contracting and data management. 

• Account service management.

An updated, easy-to-use list 
of HCS Workers’ Compensation and 
Personal Injury Protection clients can 
be found on pages 12 and 13.  

Client  Updates 



Workers’ Compensation Administrative Services

The Hartford Insurance Company

• Fitchburg Mutual Insurance Company
• Hartford Accident and Indemnity Company
• Hartford Casualty Insurance Company
• Hartford Fire Insurance Company 
• Hartford Insurance Company of  the Midwest
•  Hartford Underwriters Insurance Company
• Twin City Fire Insurance Company

Liberty Mutual Insurance Group

• America First Insurance Company
•  Colorado Casualty Insurance Company
•  Consolidated Insurance Company
• Employers Insurance Company of Wausau
• Excelsior Insurance Company
• The First Liberty Insurance Corporation
• Golden Eagle Insurance Corporation
• Hawkeye-Security Insurance Company 
• Helmsman Management Services, Inc.
• Indiana Insurance Company
• Liberty Insurance Company of America
• Liberty Insurance Corporation
• Liberty Lloyd’s of Texas Insurance Company
• Liberty Mutual Fire Insurance Company
• Liberty Mutual Insurance Company
• Liberty Mutual Managed Care, LLC
• Liberty Northwest Insurance Corporation
• LM Insurance Corporation
•  Mid-American Fire and Casualty Company
• The Midwestern Indemnity Company
• Montgomery Mutual Insurance Company
• The Netherlands Insurance Company
• Peerless Indemnity Insurance Company
• Peerless Insurance Company
• Wausau Business Insurance Company
• Wausau General Insurance Company
• Wausau Underwriters Insurance Company

* Limited to acute care hospitals, skilled nursing facilities, 
inpatient rehabilitation facilities and hospital-owned ancillaries.

** For all workers’ compensation injuries with dates of service 
on or after May 1, 2011.
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Client Updates

New Jersey Manufacturers Insurance Company*

•  New Jersey Casualty Insurance Company
• New Jersey Indemnity Insurance Company
• New Jersey Re-Insurance Company

State of New Jersey

Zurich North America Insurance Company**

• American Guarantee and Liability Insurance Company
• American Zurich Insurance Company
• Assurance Company of America
•  Colonial American Casualty and Surety Company
• Empire Fire and Marine Insurance Company
•  Empire Indemnity Insurance Company
•  The Fidelity and Deposit Company of Maryland
• Maryland Casualty Company
• Maryland Insurance Company
•  Northern Insurance Company of New York
•  Steadfast Insurance Company
• Universal Underwriters Insurance Company
• Universal Underwriters Life Insurance Company
• Universal Underwriters of Texas Insurance Company
• UUBVI, Limited
• Zurich American Insurance Company
•  Zurich American Insurance Company of Illinois

The following Horizon Casualty Services, Inc. client list is accurate as of the date of printing.

Horizon Casualty Services, Inc. client listing

(Continues on next page.)
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Client Updates

Esurance Insurance Company*

The Hanover Insurance Group

• Allmerica Financial Alliance Insurance Company 
• Allmerica Financial Benefit Insurance Company 
• Citizens Insurance Company of America
• The Hanover Insurance Company
•  Hanover New Jersey Insurance Company
•  Massachusetts Bay Insurance Company

IFA Insurance Company

Liberty Mutual Insurance Group

• Liberty Insurance Corporation
• Liberty Mutual Fire Insurance Company
• Liberty Mutual Insurance Company 
• Liberty Mutual Mid-Atlantic Insurance Company

The following Horizon Casualty Services, Inc. client listing is accurate as of the date of printing.

New Jersey Manufacturers Insurance Company**

•  New Jersey Casualty Insurance Company
• New Jersey Indemnity Insurance Company
•  New Jersey Re-Insurance Company

New Jersey Skylands Insurance Association

Plymouth Rock Management Company of New Jersey 

• High Point Preferred Insurance Company
• High Point Property and Casualty Insurance Company
•  High Point Safety and Insurance Company
•  Palisades Insurance Company
• Palisades Property and Casualty Insurance Company
• Palisades Safety and Insurance Association
•  Teachers’ Insurance Company of New Jersey
•  Twin Lights Insurance Company

Personal Injury Protection Administrative Services

* For all PIP-related medical bills in connection with covered injuries where the date of injury is on or before July 31, 2010.
** Limited to acute care hospitals, skilled nursing facilities, inpatient rehabilitation facilities and hospital-owned ancillaries. 

All medical bills should be mailed to:

Horizon Casualty Services, Inc. 
33 Washington Street, 11th Floor

Newark, NJ 07102-3194
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