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Hanover Eldercare Advantage

Eldercare Incident Reporting 
What Is an Incident? 
An incident is an accident or unexpected event 
resulting from your professional services. 

What to do when an incident occurs: 

• Fill out The Hanover Insurance Group’s Specialty 
Healthcare Claim Form enclosed with this fact sheet 

• Fax to The Hanover Claims Department within  
24 hours at (508) 926-1279 or email to  
incidents@hanover.com

Why Report an Incident or a 
Request for Patient Information 
• Request for medical records can often turn into a 

claim against your facility.  Our team can provide 
guidance on responding to these requests. 

• Timely reporting allows for timely investigation 
which can minimize potential losses

• Early investigation is critical to ensure that the 
most accurate information is obtained from key 
witnesses and parties involved when the details of  
the event are fresh. As time passes, memories can 
fade, witnesses may move away, and employees 
can seek employment elsewhere.  

• You have a legal obligation, per your insurance 
policy, to report any incident that may result in a 
claim as soon as possible

• Provide statistical data for Risk Management 

What Is a Claim? 
A claim is an oral or written demand or lawsuit 
received by the insured on behalf of a person, 
resident, or client seeking monetary damages 
because of an occurrence.

Read your policy carefully. The actual terms,  
conditions, and exclusions can be found in your 
policy and these terms, conditions, and exclusions 
will govern any claim determination.

What Is a Suit? 
A suit is a civil proceeding in which monetary 
damages are requested because of injury to which 
this insurance applies are alleged. “Suit” includes 
arbitration proceedings and alternative dispute 
resolutions. 

What Is an Injury? 
Injury means bodily injury, sickness, or disease 
sustained by a person, including death resulting 
from any of these at any time. It can also include 
mental anguish. 

Fax Claim Report Form to:

(508) 926-1279
Phone: 800-628-0250, ext 855-6025 # 

Email: incidents@hanover.com



SEGMENT BAND

Why The Hanover?

The Hanover is a leading property and casualty insurance company dedicated to achieving world-class performance. 

Our commitment is to deliver the products, services, and technology offered by the best national companies with the 

responsiveness, market focus, and local decision making of the best regional companies. This powerful combination 

has been a proven success since our founding in 1852, and all insurance company subsidiaries are rated “A” (Excellent) 

by A.M. Best Company.

All products are underwritten by The Hanover Insurance Company or one of its insurance company subsidiaries or affiliates (“The Hanover”). Coverage may not be available in all jurisdictions  
and is subject to the company underwriting guidelines and the issued policy. This material is provided for informational purposes only and does not provide any coverage. For more  
information about The Hanover visit our website at www.hanover.com
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HANOVER ELDERCARE ADVANTAGE

If a claim or suit is received by an 
Insured, the insurance policy requires 
the Insured to: 
1. Notify The Hanover Insurance Group as soon as possible  

by faxing The Hanover Insurance Group Specialty 
Healthcare Claim Form to 508-926-1279 or email it  
to incidents@hanover.com. 

2. The Insured must include copies of any demands, 
notices, summonses or legal papers received in  
connection with the claim or suit. 

3. Maintain all related documents and equipment in a 
secure location.

4. The insured must cooperate with The Hanover Insurance 
Group in the investigation, settlement of the claim, or 
defense against the suit. 

5. Do not attempt to communicate with the resident/ 
claimant family member about the claim/lawsuit.

6. Do not discuss the claim with anyone, including  
fellow employees.

7. Do not make any changes to the resident record.

8. Do not voluntarily make a payment, assume any  
obligation, or incur any expense without The Hanover 
Insurance Group’s consent.

Immediately record the manner, date in which the claim 
or lawsuit was received.

Reporting of an incident or claim is not a guarantee 
of coverage. 

Examples of events to be  
reported to The Hanover 
when you become aware  
of the following:
• All attorney requests for records 

• All incidents which are likely to result in a claim 

• All hospitalizations resulting from an injury or  
incident 

• All allegations of abuse or molestation 

• All medication errors requiring treatment 

• All deaths which happened in unusual or 
suspicious circumstances 

• All equipment-related incidents which result in  
an injury 

• All outbreaks of communicable disease that 
were required to be reported to local or state 
health departments

• All threats of litigation or complaints of negligent 
care by a resident or family member 

• All negative media releases 

• All resident-to-resident altercations with  
psychological or physical injuries 

• All visitor incidents resulting in an injury or  
alleged injury 

• All elopements, suicide, or attempted suicide
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