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 Culver Company Overview 

Culver Is Uniquely Qualified to Provide Insights into Utility 
Public Safety Outreach Programs 
• Our Heritage: Utility public safety strategists for 41 years 

• Our Offering: Strategic planning for utility public safety outreach 

– Litigation and regulatory support 
– Public safety risk assessment and tactical solutions to fill gaps 
– Risk management reporting 
– Program design, implementation, evaluation, and refinement 
– Primary research on program effectiveness (national benchmarks and company baseline) 
– Behavior change experts 

• Our Expertise: 

– Providing public safety programs, data, and services to utilities and industry partners in 50 states and Canada 
– Serving approximately 700 utilities annually 
– Reaching nearly 2 million at-risk third-party workers, 400,000 first responders, 3.5 million students, and 360,000 educators 

annually 
– Providing advisory services in support of AEGIS insurance assessments, state, and local regulatory proceedings and rate 

cases as well as in support of hearings before FERC, the National Transportation Safety Administration, and the Pipeline 
and Hazardous Materials Safety Administration 

• Some of Our Utility Partners Include: 
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Financial Operational

Public Safety Context 

Public Safety Risks and Opportunities Impact Utilities at 
Strategic, Cultural, and Functional Levels 

• Investment community • Performance gaps 
confidence • Operational inefficiencies 

• Credit risk • Risked infrastructure 
• Remediation • Workforce turnover 
• Litigation • Institutional knowledge

transfer 

 

 

 
 
  
 

 

  

Strategy
and 

Culture
• Fines • Negative media attention 
• Reduced license to • Special interest group attacks Image and operate Regulatory • Employee disengagement Reputational • Risk earning authorized • Customer dissatisfaction 
rate of return • Public confidence and trust 

• Required resources for • Key stakeholder
hearings relationships (e.g., public

officials, customers, 
emergency responders) 
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Public Safety Context 

Stakes Are High. Utilities’ Financial and Reputational Risks Around Public 
Safety Continue to Escalate, Driven Partly by Lack of Proactive Processes 

Issues True Cost of Failing to Adequately 
• 1 in 4 utilities report having had a “recent Manage Risk 

risk surprise” 

• Nearly 60% do not require a risk analysis 
to determine an acceptable resilience/recovery level 

• 2 out of 3 companies did not define when a risk issue 
needed to be escalated 

Impact 
• Reputational impacts from safety incidents can 

far exceed operational losses and are often times 
not fully considered 

Implications 
Identifying gaps in risk management processes can 
allow companies to more effectively protect against 
comprehensive impacts of safety incidents 

A better predictor of risk is needed across the 
industry 

Source: ERM Industry Assessment of 103 AEGIS Member Utility Companies, presented by Dr. Paul 
Walker, St. John’s University, Tobin College of Business, School of Risk Management at 2015 AEGIS 
Policy Holders Conference 

• 

• 

$45.8 M Legal: administrative 

$25.7 M Legal: settlements 

$8.5 M Health and safety: third party 
settlements 

$4.3 M Health and safety: 
administration 

$50.0 M Other settlement costs 

$10.2 M Excess liability 

$3.7 M Insurance: Directors Sarbanes-
Oxley 

$5.5 M Risk management 

Total 
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Public Safety Context 

Aging Workforce & Infrastructure Challenge Our Industry. 
Public Safety Outreach Investments Are Even More Critical 

Executives’ Most Pressing Concerns 

Aging workforce 43 

Existing regulatory model 41 

Aging infrastructure 38 

Renewables integration 37 

Stagnant load growth 35 

Physical/cyber grid security 26 

Clean Power Plan compliance 20 

Load defection 16 

Grid reliability 16 
Compliance w/ state renewable/efficiency 
mandates 15 

Plant retirements 13 

0 25 50 75 100 
Percent of Respondents 

Unprecedented Retirements 
• Knowledge loss and lack of 

implementation/ 
• Different mindset/culture of new 

employees 

Proof Points 
• Safety stakeholders – more on your 

shoulders 
• Culver increasingly asked to connect 

the dots, fill in the gaps on incidents 
• Investment in capital projects 

Reliability and Safety 
• Aging electric and gas infrastructure 
• Limited maintenance investments 

Source: 2016 State of the Electric Utility Survey, Utility Dive 
Online survey conducted with 515 electric utility executives (61% IOUs, 15% Muni, 14% Coop and 10% public power) 
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The Situation 

What We Mean When We Say “Utility Public Safety” 
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 Developing Programs Based on Risk and Influence 

Knowing the Target Audience and Developing Programs 
Based on Risk and Influence 

Lower 

Public 

3rd Party 
Contractors 

First 
Responders 

2nd Party 
Contractors 

Utility 
Employees 

Employees 

Places of Congregation 

Higher 
Influence 

Influence 
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Strategic Planning Framework 

Culver Company’s Outreach Programs Promote Public Safety 
By Driving Behavioral Change Among At-Risk Stakeholders 

Prevention-Based Strategy Strategic Framework for Decision Making 
In-Person Targeted 

A Prevention-Based Strategy Increases Engagement, Awareness, 
and Safe Behaviors Among Affected Audiences 

Effective 
Efficient 

Sustainable 

Effective 
Resource-
Intensive 

Less Effective 
Limited 

Resources 

Less Effective 
Resource-
Intensive 

Number of Touches 

Outreach Presentations 

Bill 
Inserts 
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Strategic Planning Framework 

Evolution of Public Safety Programs In a Changing 
Environment 

Mitigation-Focused 
Programs 

Prescriptive to Predictive: 
Moving from looking at 
what has happened to 
what could happen 

Culture-Based 
Programs 

Predictive to Prevention: 
Moving from looking at 
what could happen to 
where we want to be 

Responsive 
Programs 
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Case Study—Public Safety Across the Enterprise 

Public Safety Outreach Creates a Customer-Centric, Unifying 
Messaging Platform that Eclipses Operational and Regulatory
Differences and Enhances Enterprise Value 

Natural Gas 
Compliance RP1162: 
Affected Public (distribution 
and transmission right of 
way), excavators, 
emergency and public 
officials, sewer lateral cross 
bore stakeholders 

Electric 
Tree workers, landscapers, 
roofers, exterior painters, 

scaffolding, aerial-lift/crane 
operators, sign installation 
contractors, at-risk student 

populations, telecom 
installation contractors 

Dual Commodity 
Residential customers 
(parents/guardians), 
students, third-party 
contractors, first 
responders 

11 

This document contains  proprietary  and confidential  information. ©  2018 Culver  Company,  LLC.  All rights reserved.  



We are committed to your safety 
~ Please share this brochure 
"1 w ith your family. 

:, n.ltLn!QIJl)lpllilM,~naua1oas1a.1111anc1 
nlldi11111r lo iu arJ(ml:J'i;lw~uJ N!.IW'W•'- M.1:i$.du',dls 
iSl0R'I008"1MIO,MWIIM IOI.IOU9lle(lf'laU.alp~.Q0r108 

lac:lllnln~~. 

WthlNea~f'ilta,yasam«ypwnrrt'rO'l'carrninrt 
IOtnNt~&al't(yM'll:t~rllllaDIIIY,N~Gn:latwl 
CClllhlatyl9't.~t.~n:llmPIW&CU~.clm.nKf 
b pnl(f:il~v,t; !wk:,.. \'Al ilt:',o i»d,d In•.-.., tn.l drib wllh 
IOCalemerQeOCYr8lol)OAOIR IOPrtYll'llal.lQft9Mtklf~ ..,..,,....__ 
DnplleOll' ttlort.s, the ponattyc,on amt tr;y aoa .._ tNlt 

co.t:ll&il:IIOl.nt.0ft)J)IOlk)r\~lntfft'IW!ll¥t 
tm&mlltfnrt.ltlS~tb')'0LJIOknowl'IOWIOl'tlC(Qlllzil. 
IOlllt:l#ld~•lk>plplthoftmtllgoociltS,lo~M"•h.111nillur,1i1 

OU,~.-ek>Ca;eoFl'ffM•Nao:lf'IOW10pro1ectDMM 
i:,lpeli'lnltOffldll'nllOf. 

Students Teachers 

'1 CULVER 

Teacher resource center 

~fli{f-1W\ltl 

~rlllU ID ""' ...,_, 
Ollll"IINdDIO,ID'llt~ ........... --~ ,_ 
ilWIM.., ..... {PWt,~----sWilfiltl& 

f, '-. , .. ., 

" ' ,, 
' \ 

Be prepared to respond 
to utility incidents. 

1 201 � provide free on~ne training to fi refid, tere 
~ .:!. � offer self-paced COLneNOrk to accommodate busy 

� COYBr vah.Jable ut~ity incidmt response lee80ns 

f i's'; \ � 86.tisfy depa-tment in-service training requirements. 

\ af,~ l Keep yoursetf, your team and the public safe. Re 
_,,._,, !:_. co111>lete your online trarling today. 

Vtsit firstresponder.rvidsafety.cam and connect with us on £:I 

Excavator safety near 
underground natural gas pipes 
Hang this poster 

Help protect natural gas pipelines 

. ~~~§}f~-;~:~:2~ 
t ll,o17'11,.,U109•ppel,-•oot.ide ... du,19>d"""1.,_...., 

· =21s~.r.::=-~·:;!:::ri7 · 

Call 811, and dig with care 

• :;=-.;::;-.=:,-:!'.!~"~!'!,"..,"::'..,":i~"""­
-::.:r .. ~t:..-:!~'!'!.~~~== 
-~l~~="'.",:-:d!JOlll,,.,..,p1,._, 

• --,wodL,,.,..,,.. .,,,., Jn'p,oodd'll...,.• th • ... p,,.,, 
1 ............ 

• """"°""""'"" ___ ;,p<l,_b,h.,.Jd99"9 
~r:<IWIOOl---bodpP,I -ITCP~99,,.-.:locrta,t 
NIICAl!Grid-•l<lf-

• Dooa1 .. ,,.,.,_,,ll.,....-,q,_w.,,.,_,,'td.....,,.,,.,.• 
:=:-,:.;;;::.~o~:, ~~=.=:=~~ 
.... ~ ... .,.i,q.,e,,, 

  

    
  

  

 

 

Case Study—Public Safety Across the Enterprise 

Efficiently Deploy Unified Safety Messaging Using Stakeholder-
Preferred Channels, Maintaining Brand Consistency 

Affected Public Emergency Officials 

///////////////////// 

We develop this elearning site to: 

At-Risk Workers 

Teachers and Families 
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Solutions—At-Risk Workers 

Annually Reaching More Than 100,000 Third-Party 
Contractors At Risk of Injury or Creating an Incident 

Culver Company’s Methodology for Identifying and Communicating With Stakeholders 

Design Outreach Campaign
Materials to Create Safety

Awareness and Build Brand 

Engage Organizations
to Identify Safety

Information Needs 

Distribute Safety
Program Materials
Through Preferred

Channels and Vehicles 

Collect At Risk 
Worker Organization
Feedback Regarding

Use and Impact 

Analyze National Data 
to Identify Best-In-
Class Practices and 

Strategies 
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At-Risk Worker Program Distribution 

97,582 

44,640 

1.5% 
Response 
Rate 1.6% 

1.4% 

1.2% 

1.0% 

0.8% 

0.6% 

0.4% 

0.2% 

0.0% 
2017 

The National 
Response Rate for 

Third-Party 
Contractor Programs 

Is 1.5% 

Initial Safety Information Distributed 

Follow-Up Materials Distributed Source: Culver Company 2017 customer program. 
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Solutions—At-Risk Workers 

Recipients Engage With the Safety Information Sent to Them; 
Serves As a Foundation for Meetings and Training 

    
  

How At-Risk Workers in the Service Territory Use 
Your Utility Public Safety Materials 

� � 

  

95Safety Meeting 89 

New employee 58 
53orientation/training 

9Tailgate/jobsite meeting 25 

8Personal knowledge 22 

0 50 100 
Percent of Respondents 

Utility 2017 National Programs 2017 

worker safety ma12rials from SMUD 

  Additional Safety Materials 

Insight: Unprecedented numbers of retirements are influencing 
contractors to leverage utility materials for safety meetings 
(95%) and new employee orientation/training (58%) 

Source: Culver Company Benchmark Data, 2017 National Average n=8,470,  Utility customer 2017 n=217 

15 

This document contains  proprietary  and confidential  information. ©  2018 Culver  Company,  LLC.  All rights reserved.  



iTree Worl<er. 
Safet}'. Around E 
and Gas lines 

alrededor de lfneas ell?Ctricas y de gas 

'1CULVER 

[ICAV[D[Mo\NERA SEGURAAUIEDE­

DOROEI.AS TUBER(ASDE GAS 

.... ~ ......... ·--·•""'"""*"" .. __ ..._pM' ____ ,_ ............. _ 

... -....... -..... ...-_,_,... . 

... . .t ...... ...., ................. 1--. .. ,..__.11,,,,11--,-·-·-,., .-..... .__ ___ ..,.._ .-... ~-·~---·'""-... ---- ... ~,.,..... ... ....... ,. ... _au ~Jo.lJ..,'-'-'---------
Llameal811antesde 

E!xcavar ® ,\,... .,._ ... ...., ..... , ... . . 
,._ .._,..._,--Ii. ..-.1~- --...... A1a1ttKA,1al t,, __ u-- • ..__.,. .. ,_ ... .,_ ·•-·><•,-.-· .. ···-· ....... , ... ,..._-..~..,~ ..... ,.,:o,,m-k.-•• 
~ ... ........ -----~,-.--
• ._ .. uba:ida._lN.h_...t .. ft­
,..,,_,._oa•b-~u.,jlo-.. .i.~ • .......... _pooodo_,..,_,._ 
.... i.,.CAiwaloloWfl'---'-•6-• ,,,.,.,._ ... .._ __ ._,__. 

:-:--::=== :;,:.a=:::: .. -
- .. ,-. \i ... ,i.-,..----.... .. ........ _. ... ~ .... ,_, 

Siga estos consejos para mantenerse 
seguro cuando trabaja cerca de las 
tuber(as de gas natural . 

...... ~ .... ......_c1a ....... ~ .... natwa. ... acua..-...,.y ....... ..,__._........,..s..uu-..n 
Cd'-""'Ga~cs.c.iG..-1 
Sitlcliillor.Utt..-.-iafuQ1daQi,~hnlqutpodr9po,.,.,­
enr~oi,Y1C111oc,,.,l,l,)l'ckf'I0:.1~flOl l1p~ 
~,-i,.l..,• W<C11i'n.i9111...-.dl-......t1d•Pll" 
depac.-el'1.a. 

...... _. .... .._.. ___ _ 
... ,.,....,,,,_,.., ,. ,.,.~,---..... _ ... __ ..,_ oc-rt>o.&K,__... ... ____ ,. ..,. 

•ti•--·-·---···· ------·--·--· .._ ______ ... ___ _ 
_ .,.n,.....,, ,_ .... ,~.-·­.. ------.. - ....... --... ·-- ·- ,, ___ .. __ .. _,,_ 

..... -~ .. - ............. ....-

..SMARTworbr• 

······•~.:-• 
~ 

Work Safely Around Electric 
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Solutions—At-Risk Workers 

Effective Communications Gain Impact by Segmenting for 
Industry, Language, and Message-Delivery Preferences 
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Excavator Impacts 

Excavators Who Recall Utility Safety Mailings Better at Recognizing 
Gas Leaks, Particularly Signs Other than the Scent of Mercaptan Alone 

� 
� 

 

 

 

  

 

 

 

 

 

Identified as a Natural Gas Leak Sign 

98A distinct, sulfur-like odor 

97A damaged gas pipe 

A hissing, whistling, or roaring sound 

Recall Mailing 
Continual bubbling in water 

70 

86 

90 

88 

94 

96 

76 

94 

95 

95 

Don't Recall Mailing 

Dirt spraying or blowing into the air 

Plants/grass dead or dying for no apparent 
reason 

0 20 40 60 80 100 
Percent of Respondents 
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Solutions—At-Risk Workers 

Enhanced Communication Drives Awareness and Evokes 
Emotions, Which Drive Desired Behavior 

Know. • Messages in enhanced mailings  get noticed 
– 47%  of  excavators  reported messages  stood out 
– Call  811 be fore digging  in p articular  attracted  their  attention  with 5 7% 

mentioning this  in response to an unaided question 

• They tap into what is meaningful to the target audience Feel. – 86% will change how they approach work because they learned safe
practices reduce costs 

– Excavators also tend to recall photographs and images 

• And, they drive behavior 
– 82% said the safety messages in the mailing were effective at changing Do! behavior 
– 64% will change their on-the-job behavior because of the call before you dig 

messages they saw 

Culver At-Risk Worker Insights Benchmark Analysis 2018 
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Solutions—At-Risk Workers 

Integrating Repeat Offender Outreach Programs to Reduce 
Incidents, Mitigate Risk, and Address Regulatory Concerns 

~ Dominion 
:;iiiii" Energy• • fl Xcel Energy" 

FPL. 

 
 

 

 

     
         

Culver Company Has Teamed with Numerous Utilities to Deliver 
Verifiable Reductions in Incidents and Related Hard and Soft 

Dollar Savings 

Dual-Commodity Electric Overhead Excavator Pipeline 
Repeat Offender List Incidents Strikes 

N
um
be
r o
f R
ep
ea
t O
ffe
nd
er
s

650 

30 N
um

be
r o
f I
nc
id
en
ts

Ye
ar
 1

Ye
ar
 5

Time 

Pe
rc
en
t R
ed
uc
tio
n 

Ye
ar
 1

Ye
ar
 2

8 

0 

Time 

Ye
ar
 1

Ye
ar
 2
 

100% 

50% 

0% 

Time 

19 

This document contains  proprietary  and confidential  information. ©  2018 Culver  Company,  LLC.  All rights reserved.  



 At-Risk First Responders, 
Students and Their Families 



'1CULVER 

 
    

     

Solutions—Emergency Responders/First Responders 

Behavior Data Indicate Impacts of the Public Safety Materials 
Distributed by the Utility to the Emergency Responder Community 
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Actions Performed by Emergency Officials
Over the Past Three Months 

12 

34 

42 

34 

55 

56 

17 

54 

57 

60 

81 

83 

Requested additional safety information or 
materials from your utility 

*Used materials provided by your utility in 
a safety meeting or briefing 

Researched additional safety information 
online 

*Used materials provided by your utility in 
safety training 

*Talked about gas safety with fellow 
responders 

*Talked about electric safety with fellow 
responders 

Recall Mailing 

Don't Recall 
Mailing 

0 25 50 75 100 
Percent of Respondents 

* Statistically significantly different (95%) 

Source: Culver Program Partner data, 2016 

This d
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Electrical safety 
training 
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Solutions—Emergency Responders/First Responders 

Best-in-Class Programs Leverage Metrically-Driven 
Solutions to Strengthen Ties with First Responders 

First Responder e-Learning  Metrics: 
• 400 webpages  and growing 
• 40,000+ page views  annually 
• 6,000+ completed trainings,  and expanding 
• Validated by  regulators and industry 

� � � � 

Website Engagement
Annual Comparison 

2014 2015 2016 2017 

43,462 42,797 

15,670 

20,963 

Page Views 

22 

This document contains  proprietary  and confidential  information. ©  2018 Culver  Company,  LLC.  All rights reserved.  



'1CULVER 

    
   

    

Solutions—Emergency Responders/First Responders 

First Responders Nearly Universally Depend on Quality Safety 
Content from Their Utilities As a Foundation for Safety Training 

  
 

How First Responders Use 
Program Safety Information 
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Culver First Respondents Insights Benchmark Analysis 2018 
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Energy tor Wha,s Ahead 
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WE'RE OFFERING FREE 
CLASSROOM MATERIALS. 

Meet Teaching Objectives with Complimentary Energy-Related 
Educational Materials That Meet california Content standards 

To help you supp<> stude nt achie,•ement a nd prepare students fo r t he future, we 
ha ve incorp<>rcated California Content Standards into our materials . This is intended to 
he lp you address crit ica l subject matter about e lectJical sa ety ancl energy-related 
edua.tion whlle y0<1 meet your teaching objectives. 

We offe r two student books that teach a bout the safe and responsible use of 
electricity-each with a n accompanyi~ teache r's guide that provides va lua ble 
background info rmation, activities, discussion topics, a nd resources · o build upon 
each book's lessons. 

Elecbical Safety World 
GriJdes 4-o 
1137445 

Tois lrna9 I native activity 
book helps teach mandate<! 
5-Clence concepts like 
d ra.J its, conducto.rs: , a nd 
states al matter wh ile reinforcing salety. 

Understanding 
Becbicity and Becbical 
Safety 
Grades 3-6 

1137450 

Pacl<.e<I with easy-to-follow 
e><pe<lments and 
Chai nglng activities, this ll<l<>k helps 'k'.Jds 
l!J nderstand how eled:r lc&y works.. 
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Solutions—Students and Families 

All-Electric Company Proactively Invests in Student/Family 
Safety Communications, with Impressive Engagement Metrics 

• History 
– School program reaches educators, students,
and their families with direct mail and online 
resources 

– Since 1999, reached 2,559,875 students with 
electrical safety education 

• Educational Materials 
– Offers 4th and 5th grade safety booklets to area 
educators, students, and families Email 

– e-SMARTkids educational website 

I I I I 

100,000 Page Views 86,911 

80,000 70,178 

60,000 

40,000 31,251 31,498 
21,549 

14,748 20,000 

0 
2012 2013 2014 2015 2016 2017 
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Solutions—Students and Families 

Classroom Educational Programs Offer Extensive Reach 
and Impact 
For each request in the utility’s territory, nearly 7 educators received materials, 
sharing these with an average of 38 students each 

• .., ----
  

  
  

 

   
 
 
 

 
  

   
 

 

 

 
  

 
 

92% 

For every request, 
nearly 7 teachers in all 
received the utilities 
classroom materials 

Total: 2,107 teachers 

Total of 301 
educators 
requested 
classroom 
materials 

Each teacher 
shared the utility’s 
materials with an 

average of 38
students 

Total: 80,066
students 

92%* of parents
report that they saw 

the utility’s safety 
materials, which had
been brought home 

by their students 

Culver Company School Safety Program Data 2017 
*Culver Company At-Risk Insights Benchmark Analysis 2018 n=636 
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Solutions—Students and Families 

Classroom Materials Increase Parent Awareness of Safety Behaviors 
(Call 811 before Digging; Identifying Signs of a Natural Gas Leak) 

� � 

 

 
  

 

        

 

 

 

       

Level of Familiarity (1 to 5) with Safety Tips in School Materials 

If you suspect a natural gas leak, you should go to a safe location 4.27 
4.28 

The smell of sulfur or rotten eggs is one way to tell if there is a 

far away from the leak and call 911 

4.09 potential natural gas leak; other signs include: dirt spraying in the 3.94 air or a hissing/roaring sound* 

Calling 811 is required before you or any contractors do any 3.76 
3.52 digging in your front or back yard** 

If a power line falls on your vehicle, you should remain inside until 4.03 
3.98 emergency responders tell you to exit 

4.47 Stay far away from any downed power line, even if it is not sparking 4.57 

1.00 1.50 2.00 2.50 3.00 3.50 4.00 4.50 5.00 

Very Familiar * Statistically Significant (85%) Very Unfamiliar 

** Statistically Significant (95%) 
Recalled Safety Tips in Materials Didn't Recall Safety Tips in Materials 

n = 449-621 
Source: Culver Company Parent Engagement Survey data, 2017 
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Solutions—Affected Public 

Our Communications Help Consumers Better Protect 
Themselves and Others 

� � 

 

 

  

 
 

   

Gas Leak Prevention and Response 
By Communication Recall 

2 

39 

33 

56 

39 
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43 

42 

64 

61 

*Unsure 

Call Natural Gas Utility First 

*Call 911 First 

*Evacuate 

*Heard of 811 

Recall Don't Recall 

Natural Gas 
Safety 

Communication: 

Prevention 

Response 

0 25 50 75 100 

Percent of Respondents 
Culver Company Affected Public Insights Benchmark Analysis 2018 
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Leading Utilities Are Embedding Public Safety in Their 
Brand and Company Culture 

Next Steps

Safety Compliance and Basic Risk Mitigation

“Don’t Get in Trouble”
Regulators

Beyond Compliance 

“Do the Right Thing/One 
Voice”
Regulators
Customers and 
communities
Risk managers

Public Safety Approach
as a Strategic Advantage

“Differentiate Us”
Regulators
Customers and 
communities
Risk managers
Investors

Public Safety Embedded 
in Brand and Culture

“We are Trusted to Keep 
the Public Safe – It Is Who 
We Are”
Regulators
Customers and communities
Risk managers
Investors
The Public
Employees
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Next Steps 

Enhancing Public Safety Impact Through Our 
Partnerships, Approach, and Research  

Advising: 
Becoming 

Best-In-Class for 
Public Safety 

Assessments: 
Performance Against Goals, 

Performance Against 
Peers, Segment Preferences, 
Outreach Effectiveness 

Products 

Programs: 
Industry Best Practices, For New Segments, 

Using New Channels, To Increase 
Frequency, To Address Gaps 
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