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TXHCN@travelers.com E-Mailing: 

1-866-245-6472 
Available 24 hours a day 

Calling toll-free: 

First Health/Travelers HCN 
P. O. Box 660456 
Dallas, TX 75266-0456 
Attn: HCN Coordinator 

Writing: 

 
 
 

 
 

First Health/Travelers 
Health Care Network for Workers Compensation 

 
Texas Law requires your employer to provide, and pay for, medical treatment related to a 
work-related illness or injury. 

 
Your employer has chosen to provide this medical care using a certified workers 
compensation program called the First Health/Travelers Health Care Network (HCN). This 
program has been certified by the Texas Department of Insurance. 
This notice describes the program and your rights in choosing medical care for work-related 
injuries and illnesses. 
If you want information about the HCN you can contact our HCN Coordinator by: 

 
 

The HCN Coordinator will: 
• Answer your questions about the HCN; 
• Help you find the names of HCN providers within your area; 
• Help you get an appointment with a HCN provider if you are having trouble. 

What is a Health Care Network (HCN)? 
A Health Care Network (HCN) is a program that helps manage medical care for work- 
related illnesses and injuries. The HCN requires you to use network hospitals and doctors if 
you incur a work-related illness or injury. 

 
Each HCN is required to have enough participating hospitals and doctors in the area where 
you live. These hospitals and doctors specialize in work-related injuries. HCN providers 
must meet quality standards and provide care according to standard treatment guidelines. 

Important Information for Employees 
Regarding Medical Treatment for a Work-Related Injury or Illness 

mailto:TXHCN@travelers.com


First Health/Travelers HCN 
12/21 2 

 

 

 

Where is the HCN certified to operate? 
The HCN is certified in the counties shown on the attached map. Each county is in a larger 
area called a geographic service area. The attached map also outlines the geographic 
service area that the HCN covers. 

What happens if I am injured at work? 
If you incur a work-related injury or illness that is: 
• An emergency; or if you need emergency care after normal business hours, call 911 or 

go to the nearest emergency room or urgent care center. Notify your employer as 
soon as possible after any emergency treatment. Your claim will not cover any 
payment for care provided outside the HCN that is determined not to be emergency 
care. 

• Not an emergency, notify your employer right away. The treating provider you choose 
must be from within the HCN. If you need after hours care for a non-emergency, you 
can get a list of HCN hospitals and urgent care centers by calling 1-866-245-6472; or 
by accessing a list on the website at www.travelers.com/injuredemployee. 

What is a treating doctor? 
A treating doctor is the primary doctor who is specially trained in workers compensation that 
will: 
1. Provide and coordinate care for your work-related illness or injury; 
2. Refer you to a specialist within the network for specialty care if needed; 
3. Participate in case management activities with the HCN; 
4. Specially trained to provide maximum medical improvement and impairment ratings; 

and 
5. Have agreed to provide workers compensation services under the HCN. 

How do I choose a treating doctor? 
You must choose a treating doctor from the list of HCN doctors that are near where you 
live. 
Treating doctors can be: 

• Family practitioners; 
• General practitioners; 
• Internal medicine specialists; 
• Occupational medicine specialists 
• Occupational medical clinics; and 
• Urgent care clinics. 

 
If you need help in finding a treating doctor or other network provider you can contact your 
Case Manager or the HCN Coordinator at 1-866-245-6472 or log onto the website 
www.travelers.com/injuredemployee. If you call the HCN outside of normal business hours, 
you may leave a message and your call will be returned on the next business day. You can 
also ask your Employer for a copy of the HCN provider list. 

 
The list of network providers is updated at least quarterly. The provider list will provide you 
with the names and addresses of network providers grouped by specialty. All treating 
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doctors will be identified and listed separately from specialists. Those providers eligible to 
assess maximum medical improvement and render impairment ratings will also be 
identified. The provider list will also state any limits to the accessibility and referrals to 
specialists and will identify those providers that are accepting new patients. 

 
Network providers have agreed to look only to the HCN for payment for the compensable 
medical care that they provide to you. You will not have to pay for medically necessary care 
you get from an HCN provider related to your compensable work-related injury. However, if 
you receive medical care from providers who are not in the network you may have to pay 
for that care. 

 
If you are currently enrolled in a health maintenance organization (HMO), you may ask your 
primary care provider (PCP) to be your treating doctor for your work-related illness orinjury. 
However, your PCP must: agree to provide care according to the terms of the network’s 
contract; and abide by all applicable HCN laws and regulations. You must tell your 
employer if you want your PCP to be your treating doctor for a work-related illness or injury. 

What if I already have a workers compensation injury? 
If you were injured at work before your employer chose the HCN and you live in a network 
service area, you may be required to choose a treating doctor from the network. You must 
make your choice within 14 days of receiving this notice. If you do not make a choice, the 
HCN will select a treating doctor for you. All future care for your workers compensation 
injury must be provided by your new HCN treating doctor. 

Can I change my treating doctor? 
If you want to change your initial treating doctor you must notify the HCN. You can then 
select an alternate treating doctor from the network. The HCN cannot deny your request. If 
you want to change the alternate treating doctor you selected, you must get approval from 
the HCN. If the HCN denies your request for a subsequent doctor, you can file complaint by 
following the process described in this notice. 

How do I change my treating doctor? 
You may change your treating doctor once. You must select an alternate treating doctor 
from within the HCN based on where you live. 
You can choose an alternate doctor if: 
1. You are unhappy with your treating doctor; 
2. You want a second opinion; 
3. Your provider dies; retires; leaves the HCN; or 
4. You move and no longer live within the geographic service area of your doctor. 
In order to change to an alternate doctor, you must notify your Case Manager. The HCN 
cannot deny your request for an alternate treating doctor. 
If you are not satisfied with the alternate treating doctor you selected and you want to 
change providers again, you must receive approval to select a subsequent doctor. The 
HCN will approve your request for a subsequent doctor if: 
1. Treatment by the current treating doctor is not medically appropriate; 
2. You are not receiving appropriate medical care to reach maximum medical 

improvement; 
3. Treatment you are receiving is not in compliance within the network’s treatmentguidelines; 
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4. A conflict exists between you and the current treating doctor so that thedoctor-patient 
relationship is jeopardized or impaired. 

 
You may file an appeal using the complaint process described in this document if the HCN 
denies your request for change to a subsequent doctor. 

What if my treating doctor says I need services from a specialist? 
Except for emergency services, your treating doctor will provide all treatment related to your 
workers compensation injury. If necessary, your treating doctor may refer you to an HCN 
specialist. If you are referred to a specialist, you should be able to get an appointment with 
that specialist within a timeframe appropriate for your condition but not later than 21 
calendar days after the date of the referral. If you need help getting an appointment within 
those 21 calendar days, call the HCN at 1-866-245-6472 for help. 

What happens if my treating doctor leaves the network? 
The HCN has a Continuity of Care plan to ensure that you receive the necessary medical 
care in the event your treating doctor leaves the network. 

• If your treating doctor decides to leave the network you will be notified via telephone 
and in writing by the HCN. You must then select another treating doctor from the 
network. However, if you are being treated for a life-threatening condition; or an acute 
condition for which disruption of care could harm you, the HCN will let you continue 
treatment with that doctor for an additional 90 days if requested by your treating 
provider. 

• If your treating doctor is terminated by the HCN, you will be notified via telephone and 
in writing by the HCN. If this happens you will have to select an alternate HCN treating 
doctor right away. 

What if there are no treating doctors or providers in my area? 
The HCN is designed to provide adequate access to care. HCN doctors must make 
referrals to other HCN doctors or request approval to refer to a non-network doctor. You 
may receive treatment from a non-network doctor with HCN approval. The HCN will 
consider you for approval to treat with a non-network doctor if: 
• You don’t currently live in the HCN service area; 
• You need medical services not provided by the HCN; 
• You need to see a specialist who is not available within the HCN service area; 
• You are injured and decide to temporarily reside outside of the HCN service area. 

If any of these situations apply to you, call the HCN at 1-866-245-6472 to request approval 
for non-network care. 

 
Unless it is an emergency you should not obtain medical services outside of the HCN 
without approval. 
The HCN will make a decision related to a referral to a non-network doctor within seven 
days of the request. A written notice of the HCN’s decision will be sent within seven days of 
the request. If your request is denied you will be sent notice of the network requirements 
and you must choose a treating doctor from the list provided to you. 

 
If you do not agree with the HCN’s decision, you may file a complaint with the Texas 
Department of Insurance (TDI). Your complaint must include: your name, address and 
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telephone number; a copy of the HCN’s determination; and a copy of any evidence you sent 
the HCN supporting your request. The Department’s complaint form can be obtained on 
their website www.tdi.texas.gov or by writing to Consumer Protection, MC 111-1A, Texas 
Department of Insurance, P. O. Box 149091, Austin, Texas 78714-9091. 

 
While waiting for a service area decision to be made you must seek care from network 
providers. If you choose to receive medical care from outside the network while you are 
waiting for a service area decision to be made, and the HCN or TDI determines that you do 
live in the network service area, you may be required to pay for those health care services 
you received outside the network. 

Who decides whether or not I live in the HCN service area? 
The HCN will tell you which service area applies to the area where you live. The HCN 
provides access to treating doctors or hospitals within 30 miles of non-rural areas; or 60 
miles in rural areas; and access to specialists and specialty hospitals within 75 miles. If you 
believe you live outside the service area or if you think there are not enough providers or no 
providers in your area within the mile ranges noted above, contact the HCN to request 
approval for non-network care and provide evidence to support your claim. 

 
The HCN will review your request and send you a written decision within seven days. While 
your request is being reviewed, you may choose to receive health care services from a non- 
network doctor. If you make this choice, you may be responsible for payment if it is found 
that you live within the HCN service area. If it is found that you do live within the service 
area and appropriate providers are available to you, the HCN will send you notice of the 
network requirements and you must choose a treating doctor from the list provided to you. 
Access to non-network care may be approved: 
• For emergency care; 
• If you are living permanently or temporarily outside the geographic servicearea; 
• If referrals to specialists are not available within the HCN; 
• For care you received before you were provided the HCN notice of network 

requirements and the employee information. 
Access to non-network care will not be approved for: 
• A referral request that is not medically necessary; 
• A referral where the provider’s specialty is available within the HCN. 

Do any medical services require pre-authorization? 
Yes. Certain types of medical care require authorization from the HCN before they can be 
performed. Your treating doctor will request that the HCN pre-authorize those services. The 
HCN will review treatment requests from your treating doctor against standard treatment 
guidelines to determine medical necessity. 
The following services require pre-authorization: 
• Drugs identified with a status of "N" in the current edition of the ODG Treatment in 

Workers' Comp (ODG); 
• Any prescription drug created through compounding; 
• Inpatient hospital stay; 
• Outpatient surgical or ambulatory surgical services; 
• Spinal surgery; 

http://www.tdi.texas.gov/
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• Psychological testing and psychotherapy, repeat interviews, and biofeedback unless 
the service is part of a preauthorized or exempt rehabilitation program; 

• All external and implantable bone growth stimulators; 
• All chemonucleolysis; 
• All myelograms, discograms, or surface electromyograms; 
• All injections; 
• All repeat individual diagnostic studies; 
• All work hardening and work conditioning programs; 
• Rehabilitation programs that include (a) outpatient medical rehabilitation and (b) 

chronic pain management / interdisciplinary pain rehabilitation; 
• All purchased or rented durable medical equipment (DME) in excess of $200 and all 

transcutaneous electrical nerve stimulator (TENS) unit; 
• Nursing home, convalescent, residential, and all home health care services and 

treatments; 
• Chemical dependency or weight loss programs; 
• Any investigational or experimental services or device for which there is early, 

developing scientific or clinical evidence demonstrating the potential value of the 
treatment, service, or device but that is not yet broadly accepted as the standard of 
care; 

• Physical and occupational therapy services; and 
• Physical Medicine and Rehabilitation after first two visits following an examination 

when the treatments are provided within the first two weeks following the date of injury 
or a surgical intervention previously approved by the HCN. 

 
The following services require concurrent review by the HCN if your treating doctor requests 
an extension of already approved services: 
• Inpatient length of stay; 
• Work hardening or work conditioning services; 
• Investigational or experimental services or devices or use of such devices; 
• Rehabilitation programs; 
• Durable Medical Equipment (DME) more than $200 per item and TENS usage; 
• Nursing home, convalescent, residential, and home health care services; 
• Chemical dependency or weight loss programs; and 
• Physical and occupational therapy services. 

What happens if my treating doctor’s request for care isn’t approved? 
 

If any of your proposed medical care is determined not to be medically necessary, you 
will be notified in writing. This decision is called an adverse determination. The adverse 
determination notice will include instructions for submission of a reconsideration. 

 
You will receive a notice following any request for reconsideration. If that notice upholds the 
adverse determination it will include instructions on how to request and obtain an 
independent review (IRO). NOTE: The Division of Workers’ Compensation and The 
Department of Insurance will not be considered parties to a medical dispute. 

 
The HCN is prohibited from retaliating against you, or your employer; your doctor; or any 
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person who files a reconsideration for you. 

How do I file a complaint? 
You have the right to file a complaint with the HCN. You may file a complaint about services 
provided by the HCN or its network providers, within 90 days of the event or occurrence 
that is the basis for the complaint. You may file a complaint by using one of the following 
methods: 
Writing: First Health/Travelers HCN 

P. O. Box 660456 
Dallas, TX 75266-0456 
Attn: HCN Coordinator 

Calling toll-free: 1-866-245-6472 
E-Mailing: txhcn@travelers.com 
The HCN is prohibited from retaliating against you, or your employer; your doctor; or any 
person who files a complaint for you. 

 
The HCN will send you an acknowledgment letter within seven days of receipt of your 
complaint. The letter will describe the complaint procedures and deadlines. The HCN 
Coordinator will review and resolve the complaint within 30 days of receipt. 

 
If you disagree with the HCN’s resolution of your complaint, you may file a complaint with 
the Texas Insurance Department. You can get a copy of the complaint form at 
www.tdi.texas.gov; or by sending a request to Consumer Protection, MC 111-1A, Texas 
Department of Insurance, P.O. Box 149091 Austin, Texas 78714-9091. Include the 
following information in your request: your name; current physical address; telephone 
number; copy of the determination; and any information you provided to make the 
determination. 

Further Information 
If you have concerns, complaints, or questions regarding the HCN, the notification process, 
or your medical care following an injury at work, you can call the Texas Department of 
Insurance (TDI), Division of Workers’ Compensation at 1-800-252-7031. 

 
You will be sent this notice again if you incur an injury at work to make sure you understand 
the program. 

mailto:txhcn@travelers.com
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F i r st H ea l t h / T r av el er s T  ex as N et w o r k S er v i c e A r ea 
Anderson Andrews Angelina Aransas Archer Armstrong Atascosa Austin 
Bailey Bandera Bastrop Baylor Bee Bell Bexar Blanco 
Borden Bosque Bowie Brazoria Brazos Briscoe Brooks Brown 
Burleson Burnet Caldwell Calhoun Callahan Cameron Camp Carson 
Cass Castro Chambers Cherokee Clay Cochran Coke Coleman 
Collin Colorado Comal Comanche Concho Cooke Coryell Crane 
Crosby Dallam Dallas Dawson Deaf Smith Delta Denton DeWitt 
Dickens Donley Duval Eastland Ector Ellis El Paso Erath 
Falls Fannin Fayette Fisher Floyd Fort Bend Franklin Freestone 
Frio Gaines Galveston Garza Gillespie Glasscock Goliad Gonzales 
Gray Grayson Gregg Grimes Guadalupe Hale Hall Hamilton 
Hansford Hardin Harris Harrison Hartley Haskell Hays Hemphill 
Henderson Hidalgo Hill Hockley Hood Hopkins Houston Howard 
Hudspeth Hunt Hutchinson Irion Jack Jackson Jasper Jefferson 
Jim Hogg Jim Wells Johnson Jones Karnes Kaufman Kendall Kenedy 
Kent Kerr Kimble Kleberg Lamar Lamb Lampasas Lavaca 
Lee Leon Liberty Limestone Lipscomb Live Oak Llano Loving 
Lubbock Lynn McCulloch McLennan McMullen Madison Marion Martin 
Mason Matagorda Medina Menard Midland Milam Mills Mitchell 
Montague Montgomery Moore Morris Motley Nacogdoches Navarro Newton 
Nolan Nueces Ochiltree Oldham Orange Palo Pinto Panola Parker 
Parmer Pecos Polk Potter Rains Randall Reagan Real 
Red River Reeves Refugio Roberts Robertson Rockwall Runnels Rusk 

Sabine San 
Augustine San Jacinto San Patricio San Saba Schleicher Scurry Shackelford 

Shelby Sherman Smith Somervell Starr Stephens Sterling Stonewall 

Swisher Tarrant Taylor Terry Throckmorton Titus Tom 
Green Travis 

Trinity Tyler Upshur Upton Uvalde Van Zandt Victoria Walker 
Waller Ward Washington Webb Wharton Wichita Wilbarger Willacy 
Williamson Wilson Winkler Wise Wood Yoakum Young  
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F ir st H ea l t h / T r av el er s T ex as 
N e t w o r k S er vi c e Ar e a M ap 
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