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Dear Subscribers,
As you are all aware, annual reports are actually drafted well 
after the end of the year. Given the effects of COVID-19 on our 
communities and the healthcare system across our country, it 
seems surreal to be writing about 2019. So before doing so, 
we want to express how truly appreciative HIROC is for the 
exemplary, dedicated and compassionate services provided by 
our frontline healthcare workers and all employees, directors 
and officers of healthcare organizations across Canada. When 
our own safety is in jeopardy, it is incredibly difficult to put 
the needs of others first. But you, our healthcare providers do 
that without hesitation. It makes us proud to be associated 
with you, and if we can help it is truly an honour to do so. 
Thank you for everything you do!

For us at HIROC, 2019 was framed by optimism as we made 
final preparations for launching our 2020 Strategic Plan. This 
optimism underscored our drive to be of increased service to 
you, as together we navigate some concerning trends in claims 
costs, resulting claims reserves requirements and medical 
malpractice insurance generally.  

We believe our new strategic plan has captured your priorities 
and we look forward to sharing how we will incorporate you and 
your teams in every element of our plan in the coming months.

2019 was also a year that saw HIROC being called upon by 
many of you, our valued Subscribers, our dedicated partners and 
also government from various jurisdictions to consult, provide 

recommendations, and guidance. It’s a privilege to be chosen as 
your trusted healthcare safety advisor and we’re strengthened 
by your resolve to do what is necessary to ensure Canada has 
the safest healthcare system in the world.

I’m proud to say, HIROC provided assistance in moving the dial 
on patient safety and risk mitigation. One shining example is 
how the HIROC Safety Grants rallied teams to think outside the 
box and shift culture. In this report, you’ll learn how healthcare 
change maker Michelle Hoffe and her team applied their grant 
to create something special, while leveraging the knowledge of 
a fellow HIROC Subscriber. 

That is exactly what the reciprocal model is all about – a shared 
purpose, ensuring a focus on the safety of those we serve and 
their families and the many dedicated healthcare professionals 
across the country.

So, on to 2020. I am certain that together we will turn the corner 
on patient safety and that our collective efforts will serve to 
control the risk of harm to those we serve. We thank you for 
your trust in us and for your patronage.

In the coming months, you’ll be seeing and hearing more from 
HIROC as we reach out to pinpoint exactly how we plan on 
supporting you and your teams. From sharing knowledge so 
you can scale tactics, connecting with your boards to convey 
the importance of risk and safety culture in good governance, to  

sitting down with you to demonstrate how HIROC’s world-class 
tools and resources can help you make better decisions – we are 
here for you. 

At the end of the day, the reciprocal model was created by you 
to support the collective – we’re here to help and to make an 
impact.

Sincerely, 

Catherine Gaulton, Chief Executive Officer

WE’RE HERE FOR YOU

Team HIROC is here for you.
Celebrating Shireen’s 20th Anniversary 

at HIROC with our VP Claims, Mike Boyce 
who will be retiring in 2020 after 30 years.
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Tapping into peer experience
Hoffe says one of the team’s first challenges was 
mimicking the UK’s paper-based early warning score 
in their Meditech system – she knew there had to be 
a better way. In Hoffe’s research she came across the 
work of Dr. Alison Fox-Robichaud, Director of Medical 
Education at Hamilton Health Sciences. As a fellow 
Subscriber, Dr. Fox-Robichaud presented Hamilton’s 
story at the 2017 HIROC Conference – connecting the 
dots for Hoffe.

“We were almost building the exact same thing,” said 
Hoffe, who connected early on with Dr. Fox-Robichaud.

Hamilton has since modified the national early warning 
score to suit their needs – creating the Hamilton Early 
Warning Score (HEWS). Hamilton has also implemented 
alarm triggering on mobile devices, alerting providers in 
real-time.

Hoffe credits the ingenuity of Dr. Fox-Robichaud’s team 
and their advanced technology with keeping Central 
Health on their toes. “It helps us to have a vision of where 
we need to get to and to keep fighting for it.”

“When our Subscribers lean on each other and share 
knowledge to advance patient safety in their own 
organizations, it is inspiring and speaks directly to 
HIROC’s vision of partnering to create the safest 
healthcare system,” said Catherine Gaulton, CEO of 
HIROC. 

HIROC’s Safety Grant Helps
When Michelle Hoffe and her team at Central Health in Newfoundland 
recognized a rise in patient deterioration, it became clear that issues 
were not being detected early enough. 

Hoffe and her team immediately started thinking outside the box. 
In that way, they function like a startup – focusing on what they can 
change, and tapping into the expertise of partner organizations like 
HIROC and CIHI. 

In 2016, as Clinical Patient Safety Coordinator, Hoffe jumped into 
research and created a plan to develop an early warning score and 
escalation system at Central Newfoundland Regional Health Centre’s 
Medical Unit. 

When HIROC’s Risk Reference Sheet on patient deterioration was 
released in 2016, Hoffe and her team were able to validate the 
project and use it as a benchmark for next steps. 

In 2018 Central Health was one of six healthcare organizations to 
receive a HIROC Safety Grant in the program’s inaugural year. In 
a sector where budget constraints are a daily barrier, the grant 
assisted Central Health in integrating an Early Warning Score 
(EWS) with their Meditech Electronic Health Record system, 
purchasing equipment and developing education for unit staff.

Innovative education
Another barrier, says Hoffe, was staff education on early warning scores and 
deteriorating patients. Much of the training and education was happening 
on the sides of providers’ desks. Hoffe and the team developed a creative 
solution, launching an escape room scenario on the early warning score 
and escalation pathway, where nursing staff received an hour of dedicated 
training in small groups. 

Having their undivided attention and allowing staff to ask questions before 
implementation had a strong impact on the success of the project. Staff are 
also able to provide feedback as the program develops in dedicated binders 
on the unit. “We are constantly iterating,” said Hoffe, who added that it’s 
important to clearly articulate the why when developing new programs that 
will change the way staff work. 

Hoffe says the next step for the program is to develop a way for patients 
and families to escalate care concerns. “This came out of HIROC’s Risk 
Assessment Checklists, with regard to deteriorating patient,” said Hoffe. 

Today, while reflecting on the project, Hoffe appreciates the support of her 
manager, Melanie Hewlett, who was instrumental in this work as both a 
mentor and in providing great leadership in moving the work forward.

When asked what advice Hoffe has for other healthcare teams looking to 
tackle big projects like mitigating the risk of patient deterioration, she said it’s 
about focusing on one project and sticking with it. Investing in staff, following 
quality improvement methodology, and getting key stakeholders on board is 
also critical for improving a project’s success factor.  
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We are pleased to report that as of December 31, 2019, HIROC’s 
financial position continues to be strong. Surplus grew during 
the year by 10% to $524 million. At year-end the Minimum 
Capital Test (MCT), a ratio that regulators use to measure the 
financial strength of an insurance organization, is 198%, in 
line with our target of 200%. While most jurisdictions do not 
have MCT targets for reciprocals, HIROC’s MCT is well above 
150%, the regulatory target for non-reciprocal insurers.

It is, however, noted that 2019 continued to show financial 
challenges from a malpractice claims cost perspective. While 

claims frequency is stabilizing, since 2018 medical malpractice 
claims costs are trending higher for HIROC as they are across 
North America and the U.K.  

During 2019, investment returns were very strong at 10.6% 
due to strong equity and bond markets, this return was slightly 
ahead of our benchmark return of 10%. HIROC’s longer term 
5-year return of 4.8% exceeds both the 5-year benchmark 
return of 4.3% and our target range of 3.5% to 4%. Operating 
expenses remain low at 8 cents for every dollar of claims, which 
is much lower than the insurance industry average of 21 cents. 

While surplus continues to be strong, HIROC reduced the 2019 
surplus distribution to eligible Subscribers to $13.5 million 
(2018 - $21 million) due to concerns about the aforementioned 
claims trends and high-equity valuations. Funds available 
for distribution arise largely from strong investment returns. 
HIROC is also closely watching the capital market downturns 
related to the COVID-19 pandemic and the resulting impact on 
decision-making in relation to surplus distribution.

2019 Finance Snapshot

INSURANCE COST COMPARISON 
BASED ON $1 OF CLAIMS*

* Based on 4-year average of Property & Casualty industry data (2016-2019). 
Source: Office of the Superintendent of Financial Institutions

INDUSTRY
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HIROC

Total Cost = $1.11

8¢  Operating Expenses

3¢ Premium Tax

$1 Claims

INVESTMENT RETURN

HIROC Benchmark

12%

10%

8%

6%

4%

2%

0

-2%

2016 2017 2018 2019 5 Year Average2015



2019 ANNUAL REVIEW

5HIROC.com

CONNECTED WITH YOU



2019 ANNUAL REVIEW

6HIROC.com

2019 BOARD OF DIRECTORS
Kim L. Baker

Chief Executive Officer
Central Local Health Integration Network

Markham, ON

Karen Dunlop
Chair, Board of Directors

Winnipeg Regional Health Authority
Winnipeg, MB

Michael Nader
Executive Vice-President and Chief Operating Officer

University Health Network
Toronto, ON

David Barlow
Independent Director

Toronto, ON

Remi Ejiwunmi
Senior Partner, Registered Midwife

Midwives of Mississauga
Mississauga, ON

Wendy Nicklin
Independent Director

Ottawa, ON

Elizabeth Beader
Executive Director

Kitchener Downtown Community Health Centre
Kitchener, ON

Jo-anne Marr
President and Chief Executive Officer

Markham Stouffville Hospital
Markham, ON

Robbie Peters
Vice-President, Finance and Chief Financial Officer

Saskatchewan Health Authority
Regina, SK

Sarah Chow
Vice-President Corporate Support and 

Chief Financial Officer
Michael Garron Hospital

Toronto, ON

Alex Munter
President and Chief Executive Officer
Children’s Hospital of Eastern Ontario

Ottawa, ON

Kristin Taylor
Vice-President, Legal Services and General Counsel

Centre for Addiction and Mental Health
Toronto, ON

Back (from left): Kristin Taylor, Karen Dunlop, Richard Wilson, Remi Ejiwunmi,  
Michael Nader, Wendy Nicklin, Elizabeth Beader, Jo-anne Marr, Alex Munter

Front (from left): Robert Andrews, Catherine Gaulton, Kim L. Baker, David Barlow

Missing: Sarah Chow, Robbie Peters

Richard Wilson, Board Chair
Trustee

Pembroke Regional Hospital
Pembroke, ON

Robert (Bob) Andrews, Vice-Chair
Trustee

Eastern Regional Integrated Health Authority
St. John’s, NL

Your trusted healthcare safety advisor
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4711 Yonge Street, Suite 1600
Toronto, ON  M2N 6K8
416.733.2773
Toll Free: 1.800.465.7357

HIROC.com
1200 Rothesay Street 
Winnipeg, MB  R2G 1T7
204.943.4125
Toll Free: 1.800.442.7751

HIROC is a trusted healthcare safety advisor, committed to offering a 
full spectrum of insurance products and support throughout a claim. 

Combined with sage counsel and risk management solutions, 
HIROC works with its partners to increase safety.

PARTNERING TO CREATE THE SAFEST HEALTHCARE SYSTEM


