
7/18/2024

WED_BS_S2_Public Safety Issues and Updates_v06 1

Public Safety Issues
and Updates

Tim Heinze
SVP & Chief Loss 
Control Officer

Amy Shanahan
Managing Director

AEGIS Insurance Services, Inc. Culver Company

Wendy Ellyn
Senior Content Innovator

Culver Company

Breakout Session

Melissa Wood
President

Advanta Consulting

ModeratorModerator
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• Proving the ROI of Public Safety Engagement Programs

• What the Best Public Safety Engagement Programs Do Differently

• Take the Next Step
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* Adjusted to account for expanded limits

Average Incurred Losses – Excess Liability
Increasing Ultimate Net Loss (UNL) reveals the public’s rising intolerance for utility safety accidents
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The Power of a Timely Phone Call
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AEGIS Claims Data

Contacting 811 to have lines marked and placing a timely phone call to report the leak to the gas 
utility would have made a difference

The Power of a Timely Phone Call

Repair initiated
Gas crews located the 
source of the natural gas 
leak and began repairs

Public evacuated
Leak was reported to 911; 
emergency responders 
arrived and evacuated 
residents

Failed to have lines 
located/marked

The municipality failed to call 
in a proper 811 locate 
request during sewer line 
installation 

Explosion caused 
life-threatening 
injuries
A gas explosion during 
repairs injured firefighters 
and utility workers

Delayed notification 
of gas utility workers

Natural gas company 
notified by emergency 
responders approximately 
30 minutes later

Water / Sewer Utilities are a Major Culprit of Gas Dig Ins

Percent of Damages

Gas lines account for 39% of facilities damaged; Water / sewer utilities cause 27% of these 
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Percent of Gas Line Damages

Organizations Causing the
Damage to Gas Lines

Agricultural workers

Landscapers

Fencing companies

Street/roadway construction organizations

Energy utilities

Construction/development firms

Telecom/CATV providers

Water/sewer utilities

Common Ground Alliance DIRT Annual Report for 2022

Gas
39

Electric
8

Other
53

Type of Facilities Damaged
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Excavator failed to shore excavation support facilities

Excavator dug prior to verifying marks

Marked inaccurately due to locator error

Improper excavation practice (misc.)

Excavator failed to maintain
clearance after verifying marks

Facility not marked due to locator error

No notification made to 811 center

Percent of Damages

Root Cause of Damages

Failure to Notify 811 is a Problem
25% of all gas line utility damages occur because the excavator fails to notify 811, a preventable cause of 
damage

Common Ground Alliance DIRT Annual Report for 2022

Culver Company Third-Party Effectiveness Study, 2022-2023

94 Percent of third-party contractors are familiar with 
their local 811 service

However, 2 out of 10 admit someone from their organization 
failed to have lines located and marked before digging

Percent of Respondents

811 Awareness and Compliance Aren’t Synonymous
Just because third-party contractors know what’s right doesn’t mean they’ll do it



7/18/2024

WED_BS_S2_Public Safety Issues and Updates_v06 5

5

7

13

15

15

19

26

56

Takes too much time

Didn't think about it

On private property

Can tell where infrastructure is on our own

Not digging that deep

Unsure/don't know

Someone else did it/someone else's job

Not necessary/not required

Percent of Respondents

Why Someone in Their Organization Failed to Request Line Location
Base: Respondents Whose Organizations Don’t Always Have Their Lines Located / Marked

Failure to Prioritize Safety is the Problem
Third-party contractors put themselves at risk when they do only what they feel is required 

Culver Company Third-Party Effectiveness Study, 2022-2023
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Third-Party Contractors’ Top Preferences for Receiving Safety
Training Materials

Despite waning somewhat since 2019, email remains the second-most valued channel and proves 
effective for seasonal reminders

Digital Communication Attracts Contractor Interest

Print sent through 
conventional mail

Email

Website content

Significantly differs at a 95% confidence level from previous research wave

Culver Company Third-Party Effectiveness Study, 2022-2023
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Not losing sight of the basics remains important; We can’t let up on building 811 awareness
Basic Blocking and Tackling

Quarterly Tips of the Trade Focus on Specific Training Topics
Brand-aligned email bulletins augment annual baseline mailers 
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Using a Variety of Digital Channels Ensures Messages Get Heard
Tips drive traffic to a comprehensive utility safety website

About one-third report a pipeline break or leak recently occurred in their community

34

Awareness of a Pipeline Break or Leak in Their Community 
Over the Past 12 Months

Percent of Respondents

percent who say their   
community experienced 
a leak / break

“We don’t have many gas lines in this 
area, but that information is still useful.”

- Emergency Official

Culver Company Emergency Officials Effectiveness Study, 2022-2023 & Culver Company Emergency Officials Pulse Research, 2022

Emergency Responders Must Be Prepared for Gas Emergencies
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99

Know They Must Ensure the Local Gas 
Utility is Called if Faced with a Natural

Gas Emergency

percent who know to 
call the utility

Percent of Respondents

While notifying the utility of a pipeline break is nearly universal, knowing where to get the phone number 
is equally as important

Phone numbers typically rank first 
of the content emergency officials are 
most likely to remember from the 
mailing

Mailings Help Keep Phone Numbers Top of Mind

Culver Company Emergency Officials Effectiveness Study, 2023

Top-of-poster placement increases information recall
Prominent Placement
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Culver Company’s first responder safety website reinforces the need to validate utility notification
Specify Desired Behaviors

Not Knowing The Next Move Can Be Deadly
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AEGIS Claims Data

Maintaining a safe distance from infrastructure is crucial; however, in situations involving power line 
contact, the instinct may be to panic and react in an unsafe matter

The Safest Alternative May Not Always Be Obvious

Tractor energized

Unbeknownst to the 
worker, the tractor was 
energized

Electric contact 
ignited a fire
As a result of the auger’s 
electric contact, the back 
tires of the cart blew out 
igniting a fire

Equipment too close to 
power lines
A young farm worker was 
driving a tractor pulling a 
grain cart when the auger 
contacted an energized 
primary conductor

Electrocuted upon 
returning to tractor

Farm worker returned 
to the tractor, his body 
making multiple points 
of contact 

Worker exited vehicle 
to extinguish flames

The worker hastily 
exited the vehicle to 
stop the flames

5.5 million
miles of local distribution lines 

and 200,000 miles of 
transmission lines in the US

88 million 
utility poles in the US

#2
utility poles are the second 
most common object struck 
in fatal fixed-object collisions

1,100 deaths 
60,000 injuries

in the US occur annually from 
utility pole collisions

Involve utility pole 
infrastructure

85%

Worcester Polytechnical Institute, U.S. Department of Transportation’s Fatality Analysis Reporting System (FARS); Culver Company Analysis of 46,000 Utility claims

Worsening weather conditions lead to more damaged power lines and vehicular accidents resulting 
in downed wires; The public must be made aware of how to manage electrical incidents

Electric Infrastructure is Omnipresent

10%

Vehicle-related 
incidents

Auto, General, and Excess Liability Incident Claims:
46,000 Claims Across 13 States and Ten Utility Operating Companies
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Segmented mailers engage agricultural workers with relevant visuals and text 
Agricultural Worker 

Fulfillment materials and streaming videos are also provided in Spanish
Bilingual Mailings Are Key for This Segment
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Straightforward guidance simplifies the hazards of touch and step potential 
All Segments Benefit from Power Line Contact Guidance

What’s Changed?

• Smartphone use

• Opioid epidemic/legalized 
marijuana

• Sunbelt population growth 
(fewer sidewalks) – poles closer
to the roadways

• Teenage drivers fare even worse

Death Rate Per 100 Million Vehicle Miles Travelled

US

South Korea
Canada
Australia
UK

While vehicle deaths have decreased by 90% since the 1920s, the US has witnessed a rise that is 
not observed in other high-income nations

The US is Moving in the Wrong Direction

Centers for Disease Control and Prevention (CDC), 2001 to 2021
The Rise in U.S. Traffic Deaths: What’s behind America’s unique problem with vehicle crashes? The New York Times, December 2023
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UTILITIES

Integrated proven 
channel approach to 

public safety outreach

NEW 
DRIVERS

Digital and print content

Relatable photos of teens

DRIVING 
INSTRUCTORS
Turnkey content that 
fits into an already-
packed curriculum

(10 minutes to 
deliver)

PARENTS / 
GUARDIANS

Accurate information 
parents / guardians 
may not be aware 

of themselves

The solution considers stakeholder needs to produce content and materials that support all 
stakeholders’ objectives

Most Drivers Ed Programs Don’t Cover Electric Infrastructure Incidents

Print and digital resources target teen drivers and their parents 
New Driver Safety Program
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Website features dynamic visual cues that will stick with new drivers
New Driver Safety Program

Embracing Accountability Matters
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AEGIS Claims Data

Numerous opportunities existed to avoid tragedy from the dangerous shrub placement, to 
contractors repairing leaks without expertise/authority, and lack of reporting on everyone’s part

Unreported Gas Leaks Devastate Lives

Tenant lights 
match
Tenant suffered serious 
burns from fire ignited in 
apartment

Complaints of gas 
odor for months
Tenants complained of gas odor 
for months to maintenance 
company, but not one reported it 
to utility

Shrub planted too 
close to gas meter
Plastic gas service line 
failed due to pressure 
from large bush planted 
next to gas meter

Fire destroys 8-unit 
apartment complex

Entire building is 
destroyed by the fire

Gas company 
never notified
The workers discovered 
and repaired small 
leaks on a sewer line 
next to the building, 
“fixing” the problem

Culver Company Affected Public Effectiveness Study, 2023

Community members must understand and embrace personal safety accountability near gas and 
electric infrastructure

Accountability Acceptance Varies
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Agree They Play Role in Keeping Themselves Safe Around Natural Gas

Strongly agree

Agree
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Consider the stakeholder relationship ecosystem to get information into the right hands
Targeted Communications

Take initiative and call local utility directly, not just 911
Affected Public Mailers Reinforce Personal Responsibility 
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Proving the ROI of Public Safety Engagement Programs
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Culver Company Third-Party Contractors Effectiveness Study 2022-2023

Communication Makes a Measurable Difference
Community members who recall a mailing demonstrate higher safety knowledge levels

Aware of 811 By Whether Respondent Recalls Receiving Utility Safety Mailing
Over the Past 3 Months
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Authorized Return on Equity By 
Customer Satisfaction Quartile

(2015-2021)

Safety image and reputation helps drive customer satisfaction, which is in turn associated with 
favorable regulatory treatment and higher return on equity (ROE)

Safety Communication is a Worthwhile Investment

Satisfied 
Customers

Favorable 
Regulatory 
Outcomes

Support for Investments 
that Satisfy Customers

Safety and 
Reliability

J.D. Power Utility Residential Customer Satisfaction Study, S&P Global Community Insights, 2022

1959 1981
Looking 20 years out

How utilities craft messages is as important as what they say. Messages need to be accurate and aligned 
with public sentiment

Safety Image and Reputation
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Connecting with audiences means understanding and aligning with their beliefs in a way that avoids 
distracting them from vital messages

Safety Messages are Too Important to Get “Lost”
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Support Transition to Renewable 
Energy from Fossil Fuels

Pew Research May 30-June 4, 2023

What the Best Public Safety Engagement Programs Do Differently
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Content based on audience research, incident data, and emerging trends sets the stage for 
successful safety programs

Best Practices

• Ensure your program is risk-responsive

• Create research-based materials

• Tailor communication to your target audience

• Consider the influencer ecosystem

• Reinforce messages with integrated campaigns

Ensure Your Program is Risk-Responsive
Safety content must keep pace with evolving technology
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Feedback from teachers, utilities, and students serve as a foundation for ensuring gas safety materials 
continue to hit the mark

WHO WE TALKED TO
Teachers Utilities Students

WHAT
WE

LEARNED

 Align gas safety content with 
standards-based curriculum and 
learning styles

 Identify regional differences 
in public perceptions of 
natural gas

 Capture trends associated 
with weather impact

 Understand safety content 
priorities 

 Determine most appealing 
designs 

 Identify most engaging activities

 Assess message clarity

Create Research-Based Materials

Teacher and Student Draft Book Reviews (2023)

None
48

Electric
only
16

Electric
& gas

27

Gas
only

9

A Gap Exists Around Energy Safety Topics 
Currently Taught at Their Schools
Base: Total Respondents (n=101) Percent of Respondents

Alignment with educators’ preferences and academic standards entices teachers to order and use; 
age-appropriate safety tips ensure relevance to students

Tailor to Your Target Audience
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From fire chiefs responsible for training to public officials and even “kidfluencers,” asking stakeholders 
to share information gives utilities more bang for the buck

Consider the Stakeholder Ecosystem

11%
56%

26%

Percent of Community Members Who Recall Receiving Natural Gas Safety Information
Over the Past 12 Months

Culver Company  Proprietary Adjacent Service Territory Community Member Study, 2022

A wide variation exists in utilities’ commitment to keeping energy safety information in front 
of community members

Reinforce Messages with Integrated Campaigns

Costs this utility $1 per customer per year, translating to 
8 cents monthly on customer bills

Utilities A, B
(Basic Communication Program)

Utility D
(Comprehensive Communication Program)

Utility C
(More Typical Communication Program)
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Take the Next Step

Regardless of where you are in your program evolution, there’s always an opportunity to take the next 
step

Take the Next Step

Leverage self-
insured data
(You have a 
gold mine of 
data available!)

Identify key 
risks and make 
the case for 
improvement 
investment

Address existing/
emerging 
knowledge gaps 
by worker type 

Speak to the 
local audience

Predict changes 
and prove safety 
education is a 
worthwhile 
investment

Assess where 
you are

Set improvement 
targets and 

make the ROI 
case

Identify current 
and future gaps 
for your specific 

audience

Develop an 
integrated 

program suitable 
for your 

geography and 
pressing issues

Evaluate 
annually and use 
pulse research 

to stay ahead of 
emerging issues 

or test 
messaging
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The AEGIS and Culver Quick Start Guides are free online resources
Resources to Get You Started

Scan now to access the
free quick start guides!


