V Interior Health Administrative Policy Manual

Code: AK Quiality/Risk Management

AKO0300 - CLAIMS MANAGEMENT

Interior Health would like to recognize and acknowledge the traditional,ancestral,and unceded
territories of the Dakelh Dené, Ktunaxa, Nlaka'pamux, Secwépemc, St'at'imc, Syilx,and Tsilhgot'in
Nations,where we live, learn, collaborate and work together.

Interior Health recognizesthatdiversity in the workplace shapesvalues, attitudes, expectations,
perception ofselfand othersand inturnimpactsbehaviorsin the workplace. The dimensionsofa
diverse workplaceincludesthe protected characteristics underthe humanrightscode of: race,
color,ancestry, place oforigin, political belief, religion, marital status, family status, physical
disability, mental disability, sex, sexual orientation, genderidentity or expression, age, criminal or
summary conviction unrelated toemployment.

1.0 PURPOSE

To minimizerisktolnterior Health (IH) through reporting and management of Claims.

2.0 DEFINITIONS

TERM DEFINITION
Claim Anyactionagainst IH in pursuit ofcompensationfollowing
an Eventasdefined by thisPolicy.
Claimant Any patient, ortheirrepresentative,memtberofthe public

or Employee, whoinstructsa solicitortoact ontheirbehalf
or acts on theirown behalftopursuea Claim against IH,
enterslegal proceedingsagainst IH, orwho pursues
compensation.

Disclosure Theimparting ofinformation toa Patientand/or family
pertainingtoharm.
Event An incidentwhere:

e therewasharmorinjurytoa patientasaresultof
care provided orlack of care provided;

e harmorinjurytoa personwhile onIH Property;
and/or

e damageorlossto Property which mayresultin
servicedisruptionsorfinancial lossto IH.

See Appendix Bforlistof Eventsto reportto Risk

Management
Health Care Governmentself-insurance program for all publicly funded
Protection Plan health care entitiesin British Columbia. The programis
(HCPP) administered by the Risk Management Branchwithinthe

Ministry of Finance andisfundedbythe Ministry of Health.
HCPP provides Claims, insurance andrisk management
services.
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AKO0300 - CLAIMS MANAGEMENT

Just Culture Organizational behaviour, supported by policy, which
promotestransparency, fairness, accountability, Disclosure
andafocuson learningand improvement by creatinga
supportive, non-punitive environment.

Patient A person who isreceiving, hasreceived, or hasrequested
health careinan IH facility and/or program.

Property Buildingsand equipmentowned or leased by IH.

Risk The effect of uncertainty on objectives.

Responsible Leader Person most responsibleforassisting IH Risk Management

and HCPPin managing the Claim. Typically thisisthe
Directoratthe site wherethe Eventoccurred.

Employee All IH staff, medical staffspecifically doingadministrative
work on behalfoflH,and volunteers.

Visitor A person (not a Patientor Employee)whoison IH Property
orinanlH ownedorleased building.

Insured Patient Patient property with a replacement value of >$1000.00

Property wherethe conditionsin 4.2.2have beenmetand agreed

upon by the HCPP.

3.0 POLICY

e RiskManagementisnotified immediately ofall Eventsoutlinedin Appendix B.
Claimsare reported and investigated promptly and steps are taken toavoid future
occurrence.

e InteriorHealthiscommitted to preventing Claimsand where preventionisnot
possible, effortsare made to minimize Risk tothe organization, Employees,
Patientsand Visitors.

e InteriorHealth promotesaJust Culture andiscommitted toimproving the quality
and safety of patientcare.

4.0 PROCEDURES
4] Roles& Responsibilities (Appendix A)

All IH Employees

e Immediatelyreportall Claimsand Eventstoone'sManager/Supervisor.

e Participateininvestigationsofa Claim orrelated legal proceedings per
ALO500.

Site Contact, Program Manager or Designate

e Immediatelyreportall Claimsand Eventsto Risk Management.

e SupportEmployeesinvolvedinaninvestigation ofa Claimandrelated
legal proceedings.

e Participateininvestigationsofa Claim andrelated legal proceedings per
ALO500.
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AKO0300 - CLAIMS MANAGEMENT

Risk Management

Support programsto respond to Eventswhere Patientsorvisitorshave
sufferedinjuryorloss.

Work with the Responsible Leaderand HCPP, or theirdesignate to
manage allactual or potential Claims.

Support Employeesinvolved in aninvestigation ofa Claim and related
legal proceedings.

Provide the IH Board Quality Committee with quarterly reportson Claims
Management.

Early Reporting,Management & Follow Up of Claims

4.21

Liability Claims (Detailed Processin Appendix B)

Liability Claims may arise from:

o An Evententeredintothe Patient Safety Learning System
(PSLS);
Aclientconcern made through the Patient Care Quality
Office (PCQO);
Directly from a Notice of Civil Claim (NoCC);
Coroner'sOrderto Seize;
A Demand Letter;
Arequestfor the health record from the Patientorlegal
counsel; or
o Anycombinationofthese

o

O O O O

In keeping with AKO400 Guideline 1.3— Disclosure of Harm, the
responsible program leaderand physicianleadershipwill support
Disclosure conversationswith clientsand familieswhen the
threshold for Disclosure hasbeen met. Please see AKO400 —
Recognizing and Responding to Hazards, Near Misses and Adverse
Events, for detailson managing adverse Events.

Risk Managementwill be notifiedimmediately ofanyactual Claims
(e.g.Notice of Civil Claim, Notice of Motion or Notice of Acceptance
fromm the Human Rights Tribunal) oras soon as itisidentified that
an Eventor complaintmay be compensable (see Appendix B).

Risk Management will work with HCPP and the Responsible Leader
to gatherinformation. HCPP may assign otherstoassist,suchasan
adjusterorlawyer.

Employees may be asked to provide informationor be interviewed
by the assigned adjuster or defense counsel. Employeesare
required toco-operate fully with the investigation undertakenand
with appointed external adjusters/lawyer asrequired.Please see
ALO500 - [ egal/Court Documents and Legal Proceedings for
additionalinformation on legal proceedings.
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422 PatientProperty Loss

See |H Policy AKO700 Client VValuables & Personal Effects for details
on responding tolossof Patient belongings.

For Patientvaluablesloss, the Responsible Leader or designateswill
contact Risk Managementin instanceswhere the following criteria
are metinrelationto Patient property loss:
o Whenadutyof careisowed andthe breachresultsinlossor
damage (i.e.whenthereisnegligence);
o Whentheactual cash value ofthe property exceeds $1,000;
and/or
o Whenthe propertyisNOTdentures, hearing aidsor
eyeglasses.

Note: The deductible for HCPP coverage of Patient property lossis $1000.00. If
the loss of Patient propertyislessthanthe $1,000 deductible thereisno

coverage

423 Rental VehicleClaim

Please see IH Policy APO300 Travel and Meeting Expense, for
detailsonrenting vehicles.

In the eventofa Claim where the vehicle wasrented usingan IH
MasterCard, therenteristo fill out the rental company's Claim form
and contact MasterCard toreportthe Claim.

If the rental vehicle was not paid with a corporate MasterCard, the
renteristo fill outthe rental company'sClaimform and contact
Risk Managementstaffasthereisinsurance coverage whenthe
vehicle hasbeen rentedunderthe Provincial Government Rental
Agreementwith designated vendors.

In the eventthe accidenthasresulted in death orseriousdisability,
please advise Risk Management.

4.24 Personal Vehicle Claim

Please see IH Policy APO300 Travel and Meeting Expense, for
detailson using personal vehiclesfor business purposes.

As per Policy APO300,damage to private vehiclesisthe
responsibility ofthe owner. The owneristo ensure the vehicle has
the appropriate insurance andthatthedriver hasavalid driver's
license. IH recommendsthatownersdiscussinsurance coverage
with a qualified insurance professional toensure appropriate
coverage based ontheirusage andneeds.
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In the eventtheaccidenthasresulted in death orseriousdisability,
please advise Risk Management.

4.2.5 |H Property Loss or Damage (Follow Appendix C)

All Property lossesare to be reported by the Responsible Leader
(Directoror Management of Plant Maintenance, Business
Integration Development orthe P3 Project CO) to HCPP assoon as
possible, evenifthe Site Contactisunsureiftheloss will be greater
thanthe $10,000deductible.

HCPPisto approve all quotesorinvoices priortowork
commencing, unlessdelayinrepairswillcause furtherdamage.

Major lossesare to be reported to HCPP immediately (24 hoursa
day/7 daysa week) at (250) 356-1794.

4.26 Personal Injury Voluntary Settlement (Follow Appendix D)

Patients/visitorswho have sustained minor personal injuries
potentiallyarising outofthe operationsof IH may be provided
reimbursementfor medicalexpensestheyincurasa resultoftheir
injury. IH isauthorized by the HCPP tovoluntarily settle Claims of
upto $1000.00.The typesof expenses considered by thispolicy are
those non-emergent, non-Property, medical relatedexpenses, such
as physiotherapy,chiropractic services, mobility aides, etc. For
consideration of other expenses please contact Risk Management.

Provision ofexpense reimbursement doesnotrequire a
determination of liability, asitisa good faith gesture. Authority to
provide reimbursementwillbe provided by the Program Director in
consultation with Risk Management. Reimbursementwill be from a
cost centre determinedby the Program Director.

To facilitate Disclosure, Patientsand families may be offered
supportfor expensesrelatedtoattending a Disclosure meeting.
Thismayinclude reimbursement for parking andtravel expenses.

427 Crime

Alllossesrelated tocriminal activity must be reported promptly to
Risk Management.

Theft, fraud, corruption, extortionand non-compliantactivities
pleasereferto IH Policy AU4000 - Theft, Fraud, Corruption and
Extortion

4.3 Internal Reporting to Leadership
4.31 Risk Managementwill provide Claimsreportstothe IH Board Quality
Committee.
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5.0 REFERENCES

1.

HCPP Risk Note Checklist for Early Reporting of Potential Claims

2. HCPPRIisk Note Insurance Coverage for Vehicles Owned by or Licensed in the
name ofthe Health Care Agency (HCA)

3. HCPPRIisk Note Insurance Coverage for Health Care Agency Employees’and
Volunteers’' Use of Their Own Automobiles

4. HCPPRIisk Note Managing Small Third Party Property Claims

5. IH Policy AKO400 Recognizing and Responding to Hazards, Near Missesand
Adverse Events

6. |IH Policy AKO400 Guideline 1.3 Disclosure OfHarm

7. IH Policy AKO700 Client Valuables & Personal Effects

8. IH Policy ALO500 Legal/Court Documents and Legal Proceedings

9. IH Policy APO300 Travel Expense

10. IH Policy APO700 Signing Authority

1. IH Policy AQ1101 Vehicles Responsibility Code for Use of Interior Health Fleet
Vehicles

12. IH Policy AU4000 Theft, Fraud, Corruptionand Extortion

13. IH Policy AVII00 Employee Incident Reporting and Investigation

14. Northern Health Administrative Policy and Procedure 4-2-1-060 Minor Personal
Injury Claims: Non-Staff
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Type of Claim or Loss

Site Contact

Risk Management Contact

Patient property loss

Manager

Contact Risk Management
RiskManagement@interiorhealth
.ca todeterminecoverage.
Valuableslessthan $1000are
belowthe deductibleandare not
claimable.

Patient personal belongings
loss including; dentures,
glassesor hearing aids

Manager

Refer to AKO700 -Client
Valuables & Personal Effects.

Employeeinjury or bodily
harm

Manager

See |H Policy AVII00 Employee

Incident Reporting and

Investigation

e Staffsafetyincidentsare
reported tothe Workplace
Health Call Centre 1-866-922-
9464

e Forseriousincidentscontact
Workplace Health and Safety
at
workplaceinjuryprevention@i
nteriorhealth.ca forguidance.
Someincidentsare
immediately reportable to
WorkSafeBC.

Theft, fraud, corruptionand
non-compliantactivities

Varies

See IH Policy AU4000 Theft,
Fraud, Corruption and Extortion

Patient/Visitor liability claims

Program Director

Risk Managementstaff

Corporate liability claims

CEO or designate

Leader, Risk Management

Receipt of Notice of Civil Claim,
Small Claims, Notice of Motion,
Human RightsClaims,
Coroner'sOrderto Seize,
Notice of Human Rights
Tribunal Acceptance, Demand
Letterandall otherlegal tools

Program Director or designate

Risk Management Employee -
RiskManagement@interiorhealth
-Cca

Fleetvehicledamageand
vehicle crimeclaims

Managerordesignate

Please contact Fleet Vehicle
CoordinatorasperIH Policy
AQ1101 Responsibility Code for
Use of Interior Health Fleet
Vehicles

Personal vehicledamage and

Manager ordesignate

Risk Management
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vehiclecrimeclaims

Rental vehicle damageand

. . A Managerordesignate Risk Management
vehicle crime claims

PlantMaintenance
manager/designate, or;
BusinessIntegration
Developmentand contractor

Propertyloss or damage Risk Management
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Appendix B - Early Reporting of Potential Liability Claims involving Patients and/or Visitors

Process

Responsible Leader
becomes aware of an event
that poses risk of liability to
Interior Health

Responsible
Leader notifies
Risk
Management

Responsible Leader
enters PSLS Event if
applicable (Refer to
AKO0400 - Recognizing
and Responding to
Hazards, Near Misses
and Adverse Events

A 4
Responsible Leader
collaborates with
Risk Management to
gather critical
information in
anticipation of
litigation

Responsible Leader to
consider if any additional
departments should
be notified:

- Patient Safety,
- Senior Leadership,
- Communications,

- Workplace Health & Safety,
- Senior Physician
Leadership,

- Facilities Management

- Employee & Labour
Relations

Reportable Events

Death or brain damage that is unexpected or unexplained, while the patient is receiving
care;

Hospital incurred trauma, resulting from any treatment or procedure, failure to provide
care or treatment, or failure of hospital equipment;

Surgery or other treatment for the repair of lacerations, tears or punctures discovered
subsequent to the performance of an invasive treatment in the same body area;

Surgical intervention which was not anticipated or planned when the consent for surgery
was obtained or which was required as a result of activities occurring during the surgery;

Completed or attempted suicide resulting in injury;
The presence of a neurological deficit which may be related to treatment;
Obstetrics: unusually complicated delivery or any delivery with a poor outcome;

The patient, their family, and/or other representative (such as legal counsel) has complained
that hospital care resulted in injury or death;

Patient falls which result in injury;

Any injury to a patient, visitor or the public that occurs as a result of the condition of the
property or failure to properly maintain hospital premises;

Medication or other treatment errors which result in injury;

Uninsured health professional involvement in patient care where the potential for liability
exists;

Error in identification of the patient or the site in any surgical or radiological procedure;
Unintended foreign object left inside a patient following a procedure;

Hospital incurred infection which results in extended hospital stay or therapeutic
intervention;

Patient death or serious harm arising from the use of improperly sterilized instruments or
equipment;

Breach of privacy where at least one of the following applies:
- Compensation is sought;

- A breach by hospital personnel was intentional;

- There are numerous victims (how many?) of the breach;

Wrongful Imprisonment or Unlawful Detention: usually in the context of in-patient
mental health care, or Emergency Measures implemented to protect a vulnerable adult
under the Adult Guardianship Act;

Human Rights: where a patient, client, or visitor expresses concern about, or alleges
discrimination or harassment based on any one or more protected grounds under the
human rights code;

Coroner, Ombudsperson and PCQO investigations where at least one of the other bullets
above also applies;

Receipt of a Notice of Civil Claim;

Media reports indicating a patient has filed a Notice of Civil Claim or indicates they
experienced harm as a result of care provided by IH;

Any request for information from a law firm.

Allegations from an individual of theft, and sexual or physical assault by an IH employee.
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Appendix C - Interior Health Property Insurance Claim Process

Business
Consultant

Plant Services
Manager

Clinical
Operations

IH Risk
Manage-

ment

HCPP

Initiate any necessary
emergency work/clean-up,
taking necessary steps to
protect and secure the
property/premises

Complete HCPP
Claim Reporting
Form & submit
to HCPP and
IH Risk
Management

Code all insurance
claim costs to the

Forward the File
Number to Risk

Management if Ly insurance

not copied on department

the email from provided by Business
HCPP Consultant

Work with the
HCPP Claims
Examiner or

assigned
Adjuster to
complete the
required work

Submit all supporting
documentation to HCPP
Claims Examiner or
Adjuster, cc. Business
Consultant and Risk
Management

Obtain new insurance
claim cost centre from
Accounting and
distribute to Plant
Manager

Contact Regional
Director, Facilities
Management &
Operations to set up a
Maintenance
Improvement Project #
(MIP) for the insurance
deductible

For costs >$10,000,
create MIP # and link
to the Insurance
claim cost centre

Initiate
Emergency
Response

Take photos of and
document damaged
equipment and

contents including:
age, make, model, and
original purchase price

Gather all Code all insurance
supporting claim costs to the
p documentation > Insurance
i department
for claim related { .
costs provided by Business
Consultant

Submit all supporting
documentation to HCPP
Claims Examiner or
Adjuster, cc. Business
Consultant and Risk
Management

Assist claims
examiner and/or
adjuster as
needed

Forward Statement of
Damages to the Plant
Services Manager (or

other responsible leader)
and Business Consultant
for review and signature

Contact Plant Services
Manager (or other
responsible leadership),
Business Consultant and
Accounting to determine cost
centre for recovery and
deposit cheque

Supporting documentation:
- Provide original proof of
purchase (receipt or purchase
order)

- Provide estimates to repair/

Assign claim file number

independent insurance
adjuster as needed

and claim examiner. Assign

Review and
approve all
claim related
costs

Draft a Statement
of Damage

outlining the
amount HCPP
will reimburse IH

Forward the cheque for
reimbursement to IH
Risk Management

replace the damaged items

- The repair estimate must include
a clear description of the work
required to repair and a
breakdown of labour and material
costs involved.

Insurance
Coverage

HCPP covers costs to
repair/replace any
damaged IH property.
Coverage is extended to
various other expenses,
such as:

Extra expense: Costs to
expedite repairs including
overtime, the rental of
alternate premises and
equipment, cost of
transportation such as
bussing to alternate
locations, etc.

Debris Removal: Cost of
removal of the destroyed
property; including non-
owned property
deposited by flood or
windstorm on a HCA
premises.

Bylaws coverage:
Increased cost of
reconstruction to comply
with municipal ordinance
and by-laws necessitated
by loss or damage to
property covered and
arising from a covered
event.

Employee Personal
Property: Provides some
limited coverage for
personal possessions of
employees which are
used in the course of their
employment which are
lost due to an event.
Coverage is in excess of
personal insurance.

*Consult with the claims
examiner or adjuster
regarding insurance
coverage questions
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Appendix D - Personal Injury Settlement Standard Operating Procedure

Purpose

To provide IH Leadershipguidelinesand instructionsin dealingwith Voluntary Personal
Injury Settlements. These guidelinesaim to ensure thatall patient/visitor personal injury
settlementsare handled in a consistentand timely manner. The documentisdesigned to
equip Leadership with the knowledge to navigate and mitigate potential risks associated
with the voluntary personalinjury settlement process.

Procedure

1. AllIH employeeswill report patient/visitor personalinjury claimsto
RiskManagement@interiorhealth.ca andthe Director ofthe program area.

2. Theprogram Director (PD) or designate will arrangean investigationintothe
circumstancesoftheinjuryand documentfindingsin PSLS.

3. Ifapplicable the PD documentsstrategiesto preventfuture occurrencein PSLS.

4. In consultation with Risk Management, the PD ordesignate will have disclosure
conversation with the claimant. Please referto AKO400 Disclosure of Harm Guideline
or Patient Safety staff for disclosure support.

a. Duringthe conversation donotadmitfault orliability on behalfoflH asthis
couldimpact HCPP'sabilitytodefend againsta future claim.

5. The PD or designate obtainsreceiptsand supporting documentation from the
claimantforexpensesincurred.

a. Ifthe claimanthassustaineda personal injury buthasnotyetincurred
expenses,itisreasonabletoreferthemto IH programsthat may mitigate the
expense: outpatient physiotherapy, socialwork and counselling services, IH
donated mobility aids.

b. Intheeventtheclaimantisunableto pay for requiredservices,the PD may
paythevendordirectly.

6. Risk Managementwill consultwiththe HCPPtodetermineifafinal release waiveris
required. Ifrequired the PD will have the claimantsign the document priorto
expensesbeingreimbursed.

7. The PD or designate preparesa cheque requisition and sendsthe cheque requisition
andallaccompanying receiptstoaccounts payabletoissue a cheque.

8. Acopy ofthefinalreleaseiskeptinthe PSLSfileandcopyissentto
RiskManagement@interiorhealth.ca

Policy Sponsor: Vice President, Chief Financial Officer TofN

Policy Steward: Leader, Risk Management
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