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Why I Am Here Today

March 23, 2005

15
Bolton – Cruz – Herrera – Hogan – Hunnings – King – Linsenbardt – Ramos 

Rodrigues – Rowe, J. – Rowe L – Smith – Taylor – Thomas – White

1



© 2019 MARSH USA, Inc.

What’s Your Popsicle Moment?

Magic Castle Hotel
A Trip Advisor Top 3 Hotel
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What Do These Two Functions Do?

Drive Performance Through Behavior
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The McKinsey 7S Strategy Model 
Shaping Culture to Drive Results

“Hard” Side

“Soft” Side
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The Hire to Retire (or Fire) Cycle

Recruit

On-
board

Develop

Promote

Reward

Separate

Attract

HR Systems are 
Utilized to 

Embed
Safety Culture!
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Attract

• Is safety a clear 
expectation?

• What do your job 
requirements 
specify for 
safety?

• Have you 
defined “fitness 
for duty” and 
your BFOQs?

Attrac Recru
t it

Separ
ate On-

board

Rewar Devel
d op

Promo
tion
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Recruit and Select

• Safety 
requirements.

• Interview 
questions.

• Interview criteria.

• Fitness for duty 
testing.

Attrac Recru
t it

Separ
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Rewar Devel
d op

Promo
tion
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Recruit and Select (Interviews)

What are some behavioral interview 
questions that you can ask about safety?

1. Tell me about a time when you saw 
something unsafe. What did you do? What 
was the result?

2. Have you ever encountered a co-worker that
was doing something unsafe? What did you
do? What was the result?

3. Tell me about a time when you had to follow 
detailed instructions to perform a task.

4. We all have to violate rules sometimes. Tell 
me about a time you violated a safety rule. 
What did you do? How did it turn out?

Interview Guide

Attrac Recru
t it

Separ
ate On-

board

Rewar Devel
d op

Promo
tion

9

© 2019 MARSH USA, Inc. 1/29/2019
10
© 2019 MARSH USA Inc

On-Board

Attrac Recru
t it

Separ
ate On-

board

Rewar Devel
d op

Promo
tion

• Set safety 
expectations.

• Initial training.

• “Golden rules” of 
safety.

• Reach head and 
heart.
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On-Board 
Learning Maps

Newly hired flight attendants learn about personal 
risk through learning maps.

Attrac Recru
t it

Separ
ate On-

board

Rewar Devel
d op

Promo
tion

11

© 2019 MARSH USA, Inc. 1/29/2019
12
© 2019 MARSH USA Inc

Develop

Attrac Recru
t it

Separ
ate On-

board

Rewar Devel
d op

Promo
tion

• Safety training 
and coaching

• Performance 
management

• Behavior based 
safety

• Feedback

• Return to work

What are your return to work procedures? Are they 
known? Followed? How do you know?

Are there safety competencies defined for your leaders 
and others? Do they matter?
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Attrac Recru
t it

Separ
ate On-

board

Rewar Devel
d op

Promo
tion

• Promotion 
criteria.

• Expectations.

Promote

Draw and Describe as a promotion requirement

How does safety performance weigh into a
promotion decision? Is that known?
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Attrac Recru
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tion

• Safety incentives.

• Spot bonus.

• Special awards.

• Recognition.

• Safety hero.

• Variable pay.

• Chairman’s awards.

RecognitionandReward
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Reward and Recognition

Attrac Recru
t it
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What Are Some Land Mines
You Have Encountered With
Recognition Programs?

1. Taxable income.

2. Unclear requirements.

3. Poor metrics.

4. Inclusion.

5. Labor relations.

6. Disparate impact.

7. Individual vs. group recognition.

8. Favoritism.

15

© 2019 MARSH USA, Inc. 1/29/2019
16
© 2019 MARSH USA Inc

1

Attrac Recru
t it
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• Discipline.

• Performance standards.

• Employee review.

• Manage rule violations.

• Coaching and counseling.

• Just culture.
Adapted from Decker: http://www.thedissenter.co.uk/tag/just-culture/

Create a LEARNING culture 
(not punitive)

Separate

JUST CULTURE
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Encourage HONESTY, 
ACCOUNTABILITY, and
REPORTING

Takes HUMAN ERROR into 
consideration
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• Integrate Safety at each 
point in the “Hire to 
Retire” cycle.

• HR systems are a way 
to drive and sustain 
safety culture.

• Defer to HR expertise.

• Build a “Just Culture”

• Hug your HR leaders!
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Marsh is one of the Marsh & McLennan Companies, together with Guy Carpenter, Mercer, and Oliver Wyman.

This document and any recommendations, analysis, or advice provided by Marsh (collectively, the “Marsh Analysis”) are not intended to be taken as advice
regarding any individual situation and should not be relied upon as such. The information contained herein is based on sources we believe reliable, but we make no
representation or warranty as to its accuracy. Marsh shall have no obligation to update the Marsh Analysis and shall have no liability to you or any other party
arising out of this publication or any matter contained herein. Any statements concerning actuarial, tax, accounting, or legal matters are based solely on our
experience as insurance brokers and risk consultants and are not to be relied upon as actuarial, tax, accounting, or legal advice, for which you should consult your
own professional advisors. Any modeling, analytics, or projections are subject to inherent uncertainty, and the Marsh Analysis could be materially affected if any
underlying assumptions, conditions, information, or factors are inaccurate or incomplete or should change. Marsh makes no representation or warranty concerning
the application of policy wording or the financial condition or solvency of insurers or reinsurers. Marsh makes no assurances regarding the availability, cost, or
terms of insurance coverage. Although Marsh may provide advice and recommendations, all decisions regarding the amount, type, or terms of coverage are the
ultimate responsibility of the insurance purchaser, who must decide on the specific coverage that is appropriate to its particular circumstances and financial
position.
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