
A consistent safety and health approach: 
enhancing the customer experience



Agenda

4/10/2024©SAIF 2

Historical Overview

Professional Consulting 
Series (PCS)

Core Tenets

Group activity

Strategic Alignment of 
Workflow (SAW)

Recommendations, Correspondence, 

and Snapshot Assessments



Historical overview
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SAIF supports professional 

development and education

20 years of data – most 

common request: consulting 

skills

Gap: needed a standardized 

consulting curriculum and 

consulting approach

Data analyzed by an outside 

consultant



The result…

Professional Consulting Series (PCS)

Developed in-house

• Debra Ringold, JELD-WEN Professor of Free Enterprise and Dean Emeritus      
Atkinson Graduate School of Management, Willamette University

• Judi Croft, Safety Services Manager

• Mary Ann Potter, Corporate Trainer

• Paula Jones, Regional Safety & Health Manager

4/10/2024©SAIF 4



Professional Consulting Series (PCS)

Personal Efficacy – listen for the outcomes policyholders value 
and connect to effective safety and health alternatives

Persuasion on the merits

• Preparation, Humble Inquiry, and Effective Alternatives

Don’t let the perfect be enemy of the good

• Incremental successes, patience and persistence, develop program change over time

Behavioral change is our objective

• Meaningful behavioral change can lead to the impact we desire
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Professional Consulting Series (PCS)

Dealing with Resistance – reduce policyholder resistance by genuinely 

appreciating their priorities and constraints while being demonstrably 
committed to their organization's success

Policyholders must see the ROI associated with your efforts

• Preparation, Humble Inquiry, and Improving Organization Performance through S&H change

Negotiate using the alternatives you offer

• Give the policyholder choice among useful alternatives

Never blame the policyholder

• We have not compelled on the merits if we don’t achieve success

Impact NOT Activity

• Maintenance vs. meaningful behavioral change
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Professional Consulting Series (PCS)

Achieving Engagement and Commitment – both policyholders 

and consultants share responsibility for both successes and failures

Network “Up”

• Active pursuit vs. passive acceptance

Make a compelling case for change

• Develop an implementation plan and see it through to completion

Hold yourself and the policyholder accountable for keeping commitments

• Meaningful behavioral change can lead to the impact we desire

Authenticity means investing in the considerable work necessary
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Small group discussion (5 min)

Think of a time when there was a significant safety issue 
identified at one of your policyholders.

• Where have you used one of the PCS principles? 

• Which one did you use and how did it help?

• What other PCS principles could you use?
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What are SAW & PCS?
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Strategic Alignment of Workflow and Professional Consulting Series.
This work will help SAIF make progress on our vision to make Oregon the 

safest and healthiest state.

PCS is the expectation for how we work with 
policyholders, and SAW is the documentation of 
that work and communication to stakeholders.

SAW 

A revision of our 
S&H service 

documentation 
process

PCS 

A new consulting 
approach with 

policyholders 



Benefits for agents and policyholders

1. Consistent approach for consulting with greater respect for 
values and goals of the policyholder

2. Clear, direct, concise correspondence

3. Follow-up on impactful recommendations

4. Easier for policyholders, agents, and underwriting to see the 
progress by a policyholder on recommendations
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Issuing and tracking impactful 
recommendations

Provide policyholders with professional guidance on focus 
areas to prevent injury and illness

▪ Facilitate meaningful safety and health improvements

▪ Learn what makes a difference to shape future efforts

Provide underwriting with information to support sound 
pricing practices
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Track progress on recommendations 
that make a difference. 



Example 1

May include 
suggestions where 
no follow-up is 
planned

Policy number 
and meeting topic 
in subject line

Closing statement.  
Include planned 
follow-up

May include links 
or resources

For each, include 
recommendation title, 
and target date.

Brief greeting 
including when the 
meeting occurred 
and the topic



Example 2

14

Policy number and 
meeting topic in 
subject line

When recs are 
given, reference 
the attached PDF

Brief greeting 
including when the 
meeting occurred 
and the topic

Closing statement.  
Include planned 
follow-up



Example 2: Sample attachment



Address policyholder’s needs

Correspondence can vary from above:

• Policyholder contact wants a detailed summary of the 
meeting because key decision maker wasn’t in attendance

• Policyholder asks for hazard walk-through with a detailed list 
of everything noted 



Small Group Discussion (5 min)

Think of a time when there was a significant safety issue 
identified at one of your policyholders.

• What was the issue and what was one action you took to help 
them address the issue?

• What are some ways agents and SAIF staff can partner to help 
a policyholder improve?
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Snapshot Assessment

The purpose of the snapshot is to assess the 
policyholder’s safety and health management 
systems and identify trends and opportunities 

through the data collected.



Part one: Safety program diagnostics

Business 
operations

Safety program 
elements

Employee training 
and education
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Assessment of a policyholder's safety program across 3 categories: 



Examples of snapshot questions

• Is there a process for reporting and analyzing near misses or 
close calls?

• Are periodic safety and health inspections conducted?

• Are PPE assessments conducted?

• Is CPR/AED training provided to employees?



Phase 4

Comparative 
analytics dashboard

Fully integrated policy 
and claims data with 

industry comparisons

Phase 2

Industry specific 
add-on questions

Healthcare
Construction

Agriculture
Manufacturing
Food and Bev

Logging

Snapshot 7-year vision

Phase 1

Standard form

Foundational data 

collection with basic 
output functionality

Current Future

Phase 3

Weighted scoring

Weighted score 

leveraging Snapshot 
answers and 

recommendation 

status



What is your one word take away from 
this session?
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