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CONCOURSE THEATER
Rules

• NO FOOD, BEVERAGES or SMOKING
in Theater

• Set PHONES and PAGERS on Vibrate or 
Silent

• RESTROOMS
Take a right out of theater entrance in the direction of 
the Sequoyah Building 
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INTRODUCTIONS
• Lynn Finch – Marsh
• Allen Gilley – Marsh
• Shelly Green – Marsh
• Patsy Irwin – Marsh
• Dan Daniel – Cunningham Lindsey
• Regina Selvidge – Cunningham Lindsey
• Dick Rogers – Cunningham Lindsey
• Susan Courtney – Cunningham Lindsey
• Evelyn Rawls – Cunningham Lindsey
• Kevin Lloyd – Cunningham Lindsey
• Shelley Travers – Cunningham Lindsey
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State Risk Management 
(SRM) Staff

• Lou Boggs-Claims
• Mona Condulle-Admin/Underwriting
• Mary Herrera-Admin/Underwriting/Fire Dist.
• Theresa Howell-Admin/Underwriting/Fire Dist.
• Matthew Johnson-Temp Claims
• Sara Kyte-Assistant Attorney General
• Gene Lidyard-RM Division Administrator
• Ed Manek-Admin/Underwriting
• Steve Pancoast-Risk Control
• Jack Roberts-Risk Control
• Nancy Westbrook-Claims
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SRM Staff Changes

• Sara Kyte, Assistant Attorney General

• Nancy Westbrook, Liability Claims Manager

• Jack Roberts, Manager of Risk Control

• Steve Pancoast, Risk Control Specialist
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SRM Division
Process Improvements

• Property

• Property Plan Review

• Risk Management Information System
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Property
Fire Protection Plan Review

• State Fire Marshal

• Construction & Properties

• Insurance Carrier Engineering Unit

• State Risk Management (SRM)
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Property Claims

• Cunningham Lindsey

• Construction & Properties

• Agency

• SRM
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It’s Here
Risk Management Information System

(RMIS)

• Implementation has begun
• Currently developing data base and 

screens
• Data conversion and mapping ongoing
• Training for SRM staff estimated to begin 

December/January
• March estimate for going live
• Agency access training estimate June
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RMIS
Features and Benefits

• Agency online incident reporting
– Quicker claims processing and turn around

• Agency online underwriting survey 
updates
– More convenient and timely updates

• Agency online review of historical loss 
summary
– More control
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Insurance Program 
Improvement

• Fine Arts
• Credits on Tort Liability and Property
• Allocation Model
• Possible reduction on D&O deductibles
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SRM’s Mission:

To protect the assets of the State of Oklahoma 
through professional programs in risk control, self-

insurance, insurance, claims management, and 
cost allocation
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Quick Review
Risk Management Fundamental 

Functions

1. Risk Identification and Assessment

2. Risk Control

3. Incident and Accident Investigation

4. Claims Management

5. Risk Financing
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Quick Review

• 2004:  SRM rolls out RM Fundamental 
Functions Seminars

– First seminar:  RM Process Overview and 
Introduction to the Five Fundamental 
Functions
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Quick Review

• 2005:  Second part of SRM series

– Risk Control: Fundamental Function 2
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Incident and Accident Investigation

Fundamental Function 3
The Controller

Of The Risk Management Process
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Seminar Objectives

• Gain your commitment to improve Incident and 
Accident Investigations

• Provide you with information to improve your 
investigations

• Stress the need for thorough investigations
• Demonstrate how effective investigations lead 

to quicker claim settlements and lower costs
• Property claims: mitigation; submission; 

investigation; settlement
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Accident/Incident
Investigation

Fundamental Function 3
The Controller

Of The Risk Management Process
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Incident Review
Process
Incident ReviIncident Reviewew
ProcessProcess
Allen M. Gilley
Marsh - Atlanta, Georgia
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Why Perform Incident 
Investigations?
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Purposes
• Protect the safety and health of employees

• Uncover basic (or root) causes, both conditions 
and behaviors

• Identify and implement appropriate interventions

• Minimize probability of recurrence

• Ensure that all incidents/injuries are reported and 
investigated

• Accurately record vital information for future use
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Incident Investigation
Definition

Incident - An unplanned or unintended 
occurrence that caused or had the 
potential to cause injury, illness, 
property and/or material damage
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Incident Investigation
Definition

Root Cause Analysis - A technique used to lead an 
investigator to the basic or root 
cause of an incident
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Why Aren’t Effective 
Investigations 
Consistently Performed?
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Why Incident Investigations
Often Miss the Target

• Time Constraints

• Experience of the Investigator

• R+ for simply getting them done

• Fear of Punishment

• Focusing only on Conditions
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Safety efforts, including incident 
investigations, have historically 
focused on physical conditions 
rather than behavioral elements
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Heinrich’s 
88:10:2 Ratio

Unsafe 
Acts/Behaviors

88%

Conditions
10%

Unpreventable 
Causes

2%

Contributing Factors in 75,000
Accidents Studied
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While we don’t want to ignore 
physical conditions, we should 
add behavioral factors to our 
list of potential basic causes
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Types of
At-Risk Behaviors

• Forced

• Unforced

• Influenced
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Forced
At-Risk Behavior

• Dictated by the system that makes it 
impossible to do the job in a safe 
manner.

• Usually “Hard” system issues
- Workstation Design
- Tool/Equipment Design
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Unforced 
At-Risk Behavior

• No explanation or payoff

• Error

• The corresponding safe behavior 
would not impede the task
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Influenced
At-Risk Behavior

• Largest percent of at risk behaviors

• Usually involves some impediment to 
getting the job done

• Involves a potential reward for risk taking
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The Anatomy of an Incident

 Incident
 Direct 
Cause

 Indirect 
Cause

 Indirect 
Cause

 Basic
 Cause

 Indirect 
Cause

 Basic
 Cause

 Basic
 Cause
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Direct Cause

The actual or potential harm inflicting 
contact or action
• Caught in Auger

• Fall from Ladder

• Contact with Caustic

• Lifting a Box

• Pushing a Cart
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Indirect Causes

Behaviors and conditions that contribute to the 
direct cause or other indirect causes:

Behaviors:
• Improper use of equipment

• Working in undesirable 
posture/position

• Not wearing PPE

• Removing/not replacing guard

• Poor housekeeping

Conditions:
• Exposed point of operation

• Poor workstation design

• Slick walking surface

• Tools on floor

• Damaged ladder
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Basic Causes
System weaknesses that allow or encourage at-
risk behaviors and/or conditions to exist:

• Ineffective training

• Poor workstation design

• Poor motivation (R+, extinction, punishment)

• Inadequate maintenance

• Lack of procedures

• Lack of necessary tools/equipment
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Finding root causes

• In order to find root causes, we must 
continue to ask “Why” until there are no 
more answers.

• Effective intervention and corrective 
actions cannot be determined or 
implemented until the root cause are 
identified.
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Corrective Actions
Identify those interventions that can eliminate or 
minimize the recurrence of the incident

• Physical Conditions

• System/Process Issues

• Behavioral Issues

Should be relevant to basic causes
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Incident 
Review 
Process For Each 

 At-Risk Behavior

 Did Condition 
Result from a 

Behavior?

Incident

 Yes

 For Each UnSafe 
Condition

 No

 Forced Behavior
 Was the Behavior Out of Control 

of the Employees?

 Explore “Hard” System Issues
•Workstation Design

•Tool/Equipment Design
•Tool/Equipment Availability

 Influenced Behavior
 Was there a Risk/Reward 
Influence on the Behavior?

 Conduct ABC Analysis to 
Determine What Drives the

 At-Risk Behavior

 Unforced Behavior
 Was the Behavior Simply Error 
by the Employee?

 Explore “Soft” System Issues
•Procedures

•Training
•Human Factors

 Yes
 Yes  Yes

 No  No

•Redesign Workstation
•Redesign Tool/Equipment

•Purchase Necessary 
Tool/Equipment

 Identify and Implement 
Antecedents and Consequences 
that Support Desired Behaviors 
and Reduce At-Risk Behaviors

 Corrective 
Measures

 Make Improvements to:
•Procedures

•Training
•Human Factors
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Incident Review
Exercise

• Review the incident described 

• Identify the conditions and behaviors that 
contributed to the injury

• Identify the root causes

• Identify relevant corrective actions
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Actual Incident Investigation
Process
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We Need to Determine the Following:

• Who
• What
• When
• Where
• How
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Who Should Perform the
Investigation?

• Onsite Supervisor or Manager
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When Should the 
Investigation be performed?
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Why should the investigation, its 
findings, and recommendations 
be documented?
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• Process won’t work as intended 
without documentation

• Documentation enables Process to 
survive the “Hit by a Bus” test

• Documentation permits Quality 
Assurance of Process
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How should the process, its 
findings, and recommendations 
be documented and 
communicated?
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Investigation Tools
– Standardized Forms
– Basic/Root Cause Identification Tools

• Brainstorming
• Cause and Effect (Fishbone) Diagram
• Flow Charts
• Failure Mode, Effect, and Criticality Analysis 

(FMEAC)
• Fault Tree Analysis
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Summary
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Questions and 
Comments?
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Accident/Incident
Investigation

Fundamental Function 3
The Controller

Of The Risk Management Process
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CONTINUOUS RISK IMPROVEMENT PROCESS

Search for the cause by
collecting and analyzing 
data related to the incident

ANALYZE

Evaluate the results of the
change to see if there are
enhancements or
improvements that can be 
made

MEASURE
Explore the situation or 
incident and form initial 
hypotheses of problem

IDENTIFY

EXECUTE

Create, implement, and
manage the change

Commitment

CRI
Process
Measurement

DESIGN
Identify solutions to the 
problem and the risk associated
with each, then identify the
“best” solution, and establish a 
commitment to change
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Loss Control:
Post-Loss

Investigation

Control and Mitigation

Communication

Coordination
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Policies And Procedures
Current
– Notification procedures
– Inventories
– Property and content values

Employee selection and orientation
Designation of responsibilities 
establishes accountability
Employee education and training
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Self Inspections

Roof inspections
Inspection and testing of Fire Protection 
Systems
Review and practice of emergency 
procedures
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Other Prevention Measures
• Comprehensive Preventive Maintenance 

Program
• Regular inspection and testing of 

protective and early warning systems
– Fire Alarm Systems
– Sprinkler Systems and Fire Pumps
– Fire Suppression Systems
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Definitions
• Incident: an unexpected, unintended, 

undesirable event that does not result in 
financial loss or bodily injury

• Claim: a formal monetary demand 
as a result of financial loss or bodily injury
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Incident Investigations 
Prepare Us To:

• Prevent future losses

• Mitigate losses that do occur

• Expedite claims management
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Initiating The Process
• Have a system in place that insures every 

incident is reported (every incident has the 
potential to become a loss)

• Educate every employee in how the process 
works and inform them of their role

• Hold all employees accountable for system 
utilization
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Documentation

• Take pictures
• Make drawings
• Take measurements
• Keep notes on observations
• Develop a timeline
• Get accurate descriptions



60

Standardized Forms
• Employee Guide for Vehicular Accidents

• Standard Liability Incident Report

• Scope of Employment Form

• Property Loss Notice
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Property Claims
• Contact SRM within 24 hours of loss at 

(405) 521-4999

• 24 hour Answering Service

• Follow up with a written Property Loss 
form within 3 working days
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Property Claims

• Cunningham Lindsey

• Construction & Properties

• Agency

• SRM (Risk Control & Claims)
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When Should Information Be 
Gathered And By Whom

• As soon as practicable after notification
• The Agency Supervisor nearest the scene



66

Liability Incident Reporting 
Guidelines

Who

What

When

Where

How

Gather Facts
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Who Was There?

Persons who were directly involved
Those who were injured
Those who gave aid
Those who witnessed the incident
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Who 
(continued)

• Who Was Notified?

• Who Responded? 

• Who Needs To Be Notified?
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What Did They See

• What was the environment (dark, cloudy, 
wet, dry, windy, etc.)?

• What was the task or activity
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When?

• Date and time of the incident

• Before what/After what
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Where?

• Where exactly did the incident take place?
• Where were they coming from?
• Where were they going?
• Where were they taken?
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How

• How did it happen?
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Anatomy Of An Incident
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Business Occupancy
Educational Facility

January 7
Time Line

7:05 A.M. Building opened, employees begin 
arriving for work

7:11 A.M. Alarm monitoring company receives a 
trouble signal from the facility 

7:12 A.M. Alarm company notifies Facility 
Manager of receipt of the signal, but 
qualifies it as “probably nothing”, and 
“no need to hurry”, and “call us back 
and let us know what is happening 
when you get there”
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Alarm Sounding In The Building
Timeline

7:50 A.M. Facilities Manager arrives 
fire alarm sounding

8:15 A.M. Local Fire Department notified of the 
alarm but advised that they were not 
needed

8:20 A.M. Control valve located by employees 
but keys could not be found to unlock 
the chain holding the valve in the open 
position
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Sprinkler System Control 
Valve
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Water Still Flowing
Time Line

8:50 A.M. Fire Department receives second 
call for assistance

8:55 A.M. Fire Department arrives on scene

9:05 A.M. Fire Department uses bolt cutters 
on chain and shuts sprinkler 
system control valve

12:30 P.M. Restoration Company arrives 
and begins clean up
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What Was The Direct Cause?

What Were The Indirect 
Causes? 

• Broken fire sprinkler pipes
• Poor system design
• Inadequate maintenance
• Ineffective or lack of training
• Lack of necessary tools/equipment
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Investigation Analysis
(Identify Accident Causal Factors)

What conditions or actions were not 
acceptable?

What conditions must be changed?
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Relevance To Basic Causes

• Physical Conditions

• System/Process Issues

• Behaviors and decisions
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Protect Valuable Files
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Protect Valuable Files
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Investigation Factors
Behavior (skills, abilities, and decisions)

Environmental (physical conditions of 
materials, tools, equipment, and weather, 
etc.)

Management policies and procedures 
(regulations, training, supervision, and 
maintenance, etc.)



85

Investigation Factors

• Time factors

• Employee characteristics

• Task characteristics

• Preventive measures

• Incident severity
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Investigation Analysis
(Identify And Design Solutions)

Determine corrective actions to prevent a 
recurrence

Seek solutions that are feasible to implement
-identify short-term remedies, if necessary
-identify solutions that are cost effective
-identify those responsible for correction
Influence decision makers who can facilitate the 
implementation of corrections
Measure and evaluate the results
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Things You Should Know 

The incident investigation, documentation, 
and reporting process including timeline

Keep current and accurate records

Develop and be prepared to implement a 
business continuity plan
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What If?
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Things You Should Know
Know your coverage and exclusions
Know your mitigation resources 

Internal (maintenance, custodial, etc.)
External (restoration company, SRM, 
other specialists)

Know the role of the players
Agency
SRM
Adjuster
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Break !



91

Delivering the 
promises
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About Cunningham 
Lindsey

• Cunningham Lindsey U.S. (CLUS) is a leading 
independent insurance claims services 
company, providing a wide range of claims 
adjusting services including commercial property 
and liability, personal lines, catastrophe 
response, and environmental assessment and 
remediation
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About Cunningham 
Lindsey (cont’d)

• In addition to our U.S. headquarters in Dallas, 
Texas we have a network of over 140 branch 
offices ready to meet the needs of our clients 
from coast-to-coast. We offer traditional risk 
management and claims adjusting expertise, 
plus service solutions to handle high volume, 
low severity property claims.

• For more information, please visit us at 
www.cunninghamlindsey.com.



95

State of OK Team 
Members

Dan Daniel – Manager
Dallas, Tx

Susan Courtney – Area
Supervisor

Evelyn Rawls, Acct Executive

Regina Selvidge, Adjuster
Oklahoma City

Kevin Lloyd, Adjuster
Oklahoma City

Dick Rogers – Adjuster
Tulsa, OK

Shelley Travers – Adjuster
Tulsa, OK
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Our Mission is to assist 
in presentation and 
submission of property 
claims for YOU and to 
assist in dealing with 
third party claimants for 
YOU.
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Property Claims Handling

• Depreciation - What is is?  How is it 
calculated?

• RCV vs. ACV
• How do we resolve disagreement?
• Scope
• Cause
• Pricing
• Timeliness
• Who has final determination?

Property
Claims

Handling



98

Coverages

• Property Damage
– Structural
– Contents

• Extra Expense (expenses which are “over 
and above” what “normally” would be 
incurred.  

• Business Interruption
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Life of a Property Claim
Occurrence – Sudden and Accidental

Agency Assessment –1.  Is this a covered peril and 2.  Is it likely over the deductible?

If so, complete PROPERTY LOSS NOTICE

Risk Management 

To Cunningham Lindsey – Assigned to appropriate team member

Contact – Same day or within 24 hours

Inspect – with Risk Mgmt, DCS Construction and Properites and Agency

Work with Agency closely to outline all insured damages

Make Recommendations to Risk Management

Claim Resolution with AgencyRisk Management
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Agency notice to Risk 
Mgmt

• Prompt notice in proper format
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ADJUSTMENT PROCESS

AGREEMENT ON SCOPE OF DAMAGE
Inspection performed by:

CL Adjuster
Risk Management Representative
DCS Construction and Properties
Agency Representative
Experts/Contractors as needed
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ADJUSTMENT PROCESS
PERILS COVERED

• Fire
• Lightning
• Hail
• Water, Ice
• Wind
• Burglary
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ADJUSTMENT PROCESS 
(cont’d)

PERILS COVERED

• Boiler and Machinery
• Flood
• Earthquake
• Vandalism
• Theft
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ADJUSTMENT PROCESS 
(CONT’D)

PERILS EXCLUDED 

• Interruption of business

• Loss of market or loss of use

• Loss or damage or deterioration arising 
from any delay
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ADJUSTMENT PROCESS 
(CONT’D)

PERILS EXCLUDED (cont’d)

• Mysterious disappearance
• Loss resulting from the voluntary parting with 

title or possession of property
• Loss or damage caused by or resulting from 

nuclear reaction or nuclear reaction or 
radioactive contamination

• Loss or damage caused by or resulting from 
warlike actions
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ADJUSTMENT PROCESS 
(CONT’D)

PERILS EXCLUDED (cont’d) 

• Loss or damage directly or indirectly caused by 
discharge, explosion or use of any nuclear 
device, weapon or material employing or 
involving nuclear fission, fusion or radioactive 
force

• Rebellion, revolution, civil war, usurped power or 
action taken by governmental authority in 
hindering, combating or defending against such 
occurrence
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ADJUSTMENT PROCESS 
(CONT’D)

PERILS EXCLUDED (cont’d) 

• Seizure or destruction by order of public 
authority

• Risk of contraband or illegal trade
• Fraudulent or dishonest act or acts of any officer 

or employee 
• Lack of incoming electricity, fuel, water, gas, 

steam, refrigerant, outgoing sewerage, incoming 
or outgoing voice, data, or video
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ADJUSTMENT PROCESS 
(CONT’D)

PERILS EXCLUDED (cont’d) 

• Cost of making good, defective design or 
specifications, faulty material, or faulty 
workmanship

• Against loss, damage, costs or expenses in 
connection with any kind or description of 
seepage and/or pollution and/or contamination
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ADJUSTMENT PROCESS 
(CONT’D)

PERILS EXCLUDED (cont’d) 

• Munitions property stored at any Oklahoma 
Military Department location or while in transit

• Wear and tear, lack of maintenance, 
deterioration, inherent vice, latent defect, 
corrosion or erosion

• Settling, cracking, shrinking, bulging or 
expansion of foundations, walls, floors, 
pavements, walls, ceilings or roofs
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ADJUSTMENT PROCESS 
(CONT’D)

PERILS EXCLUDED (cont’d) 

• Loss or damage to the interior portion of 
buildings under construction or renovation from 
rain, sleet or snow

• Sidewalks, roadways, and pavements
• Damage to indoor plants
• Electronic Date Recognition Exclusion
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ADJUSTMENT PROCESS 
(CONT’D)

PERILS EXCLUDED (cont’d) 

• Asbestos Exclusion
• Terrorism
• Fungi Exclusion
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ADJUSTMENT PROCESS 
(CONT’D)

DUTIES OF THE INSURED 

• Take reasonable steps to protect covered 
property

• Notify the police if a law is broken
• Report to SRM within 24 hours
• Loss must be reported in writing to SRM within 

three workdays
• 90 day reporting limit
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ADJUSTMENT PROCESS 
(CONT’D)

DUTIES OF THE INSURED (cont’d)

• Complete inventories of damaged and 
undamaged property
– Quantities, cost, values and amount of loss 

claimed
• Permit SRM and its representative to inspect the 

property for loss assessment
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ADJUSTMENT PROCESS 
(CONT’D)

DUTIES OF THE INSURED (cont’d)

• Permit SRM to take samples
• Cooperate with SRM
• Provide bid specifications for repairs or 

replacements
• Provide SRM all requested documentation
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ADJUSTMENT PROCESS 
(CONT’D)

DUTIES OF THE INSURED (cont’d)

• Agency must respond to written request for 
information or documentation from SRM within 
ten working days of the date of the request. 
Failure of the agency to respond may result in 
denial

• Agency is responsible to see all repairs and/or 
replacement have been completed and a final 
claim submitted to SRM prior to two years from 
the date of the incident
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ESTIMATE OF DAMAGES
• Once inspected, CL adjuster will prepare an 

estimate of damages based on the scope of 
insurable damages (those not excluded).  The 
scope will be presented to Risk Management, 
who will in turn send to the Agency.

• Disputes must be presented within 30 days per 
10. EXTENT OF LOSS (Pg 16)
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SAMPLE PROPERTY 
ESTIMATE
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SAMPLE CLAIM PHOTOS
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SAMPLE CLAIM PHOTOS
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EXTENT OF LOSS
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CLAIM PAYMENT

• Amount payable shall be determined by 
SRM Administrator

• Loss affidavit and release of all claims 
properly executed by Agency

• SRM forwards warrant request to Finance 
Division of DCS
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CLAIM PAYMENT

• Finance Division will review all documents
• Issue a warrant
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Frequently Asked Questions

• Depreciation - What is it?  How is it 
calculated?

• RCV vs. ACV
• How do we resolve disagreement?
• Scope
• Cause
• Pricing
• Timeliness
• Who has final determination?
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Casualty Claims
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Role of Cunningham Lindsey

• Assisting State of Oklahoma Agency; 
SRM; and Attorney General

• Investigate claims for determination of 
liability

• Evaluate damages
• Make recommendation to claim 

resolution
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When Will CL Become 
Involved?

• Upon the request of Risk 
Management
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How is Investigation 
Performed?

• Scene investigation
• Witness/Interested party interviews
• Medical bill reviews
• Coordination of independent medical 

examination
• Damage estimates

Auto
Building

Personal Property
Other
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Conclusion of Casualty 
Claim

• Liability Assessment / Damage 
Estimates submit to SRM for final 
determination
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QUESTIONS?

Thank you very much
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