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Halifax is located on Mi’kmaw territory, the 
ancestral and unceded territory of the 
Mi’kmaq people. The people of the 
Mi’kmaw Nation have lived on this territory 
for millennia, and we acknowledge them as 
the past, present, and future caretakers of 
this land.
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Managing Crises and Surges

Navigating Challenges with Resilience
The HIROC Experience 

Presented by:
Nataly Farshait
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Healthcare Insurance Reciprocal of Canada (HIROC)

Patient 
Safety
& Risk

Service 
Excellence

Innovation
& Culture

Strategic 
Priorities

Our 
Mission

To provide insurance, risk management, and innovative 
solutions supporting safety and collaboration in healthcare.
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Insurance landscape
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The LEADS Framework provides a 
structured approach to engage others during 

challenging times.
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Crises and surges in healthcare demand systems thinking 

“Complex systems cannot be understood by 
studying parts in isolation. The very essence of 
the system lies in the interactions between its 
parts and the overall behavior that emerges 
from the interactions. The system must be 

analyzed as a whole.”
Ottino, J. M. (2003). Complex systems. American Institute of Chemical Engineers. AIChE Journal, 49(2), 292.
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Engaging Others in Crisis Management

•Clear, transparent communication 

fosters trust and unity.

•Engaging diverse stakeholders promotes 

shared decision-making.

•Empowering frontline staff enhances 

resilience and adaptability.
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Leadership in Crisis Situations

•Inspiring a shared vision of 
resilience and recovery.
•Making timely, informed 
decisions to mitigate risks 
and address challenges.
•Providing guidance, 
resources, and emotional 
support to teams.
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Leadership in Crisis Situations

HIROC Intelligence 
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Building Relationships

•Establishing trust through honesty, empathy, and reliability.

•Fostering a culture of collaboration and mutual respect.

•Valuing diverse perspectives and experiences in decision-making 

processes.
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Achieving Results Through Engagement

•Leveraging available 
resources efficiently to meet 
increasing demands.
•Remaining flexible and 
responsive to changing 
circumstances.
•Learning from experiences 
and refining strategies for 
future crises.

Risk Assessment Checklists
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Strategies for Engaging Stakeholders

•Providing timely updates on 

developments and decisions.

•Soliciting feedback and incorporating 

input from stakeholders.

•Acknowledging and celebrating the 

contributions of individuals and teams.

Risk Reference Sheets
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Developing Capabilities for Resilience

•Providing ongoing training in 
crisis management and 
response.
•Pairing experienced leaders 
with emerging talent to 
cultivate leadership skills.
•Promoting wellness initiatives 
to support the physical and 
mental well-being of staff.
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Developing Capabilities for Resilience

Applied safety service
• Collaboration with our Subscribers within identified 

loss ratios through applied projects to improve safety

Safety grants 
• Since 2018, 65 grants have been awarded for a total 

of $967,000 investment in safety innovation 
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Let us not be defined by the 
challenges we face, but by the 

resilience we exhibit in 
overcoming them
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Thank you
nfarshait@hiroc.com


