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Research Goal

The goal of interviewing a sample of WGEP members was to gain insight into perceptions and to gather information that will help WGEP better serve its members and give us valuable information to redesign your brand platform and logo.   
Methodology

Desautel Hege Communications (DHC) conducted 58 interviews with members between April 23rd and May 5th, 2007.  Seventy percent of WGEP members surveyed included port, irrigation, fire, health, water and sewer.  The other contributing interviews encompassed thirty percent of WGEP members such as park and recreation, conservation, public facilities, library, aging/mental health, public development authority, air pollution, mosquito control, diking and drainage, cemetery, weed and water/sewer.   The interviews were conducted by phone and lasted between fifteen and twenty minutes, depending on the participant.  Each member surveyed was asked 13 questions regarding impressions and perceptions about WGEP services and communication.
The interviews are qualitative in nature and are an excellent research tool to identify perceptions and attitudes that will inform the brand platform, logo design and name change.  The series of interviews with WGEP members were weighted so that we conduct more interviews with those member types with more members, higher percentages of membership and higher percentages of contribution/members paying over $20,000. Our goal will be to reach out to approximately 13% of the membership (55 interviews) plus to a few key strategic industry leaders (3) in order to hear from all member types.  The following chart describes the breakout of members to be interviewed.
	WGEP Member Types
	# of members
	% of membership
	% of total contribution
	# of interviews

	
	
	
	
	

	Port
	56
	13%
	21.65%
	5

	Irrigation/Reclamation
	41
	10%
	11.16%
	5

	Fire
	85
	20%
	10.04%
	5

	Health
	10
	2%
	9.88%
	5

	Water
	32
	8%
	9.51%
	5

	Sewer
	11
	3%
	7.90%
	5

	Park & Recreation
	26
	6%
	5.25%
	3

	Conservation
	47
	11%
	3.93%
	2

	Public Facilities
	11
	3%
	3.68%
	2

	Library
	10
	2%
	3.02%
	2

	Aging/Mental Health
	7
	2%
	3.02%
	2

	Public Development Authority
	9
	2%
	2.98%
	2

	Air Pollution
	7
	2%
	2.28%
	2

	Mosquito Control
	12
	3%
	1.52%
	2

	Miscellaneous
	9
	2%
	1.42%
	0

	Diking & Drainage
	16
	4%
	0.94%
	2

	Cemetery
	16
	4%
	0.64%
	2

	Weed
	10
	2%
	0.60%
	2

	Water & Sewer
	6
	1%
	0.57%
	2

	*Industry Leader Interviews
	
	
	
	3

	Totals
	421
	100%
	100%
	58


*Industry leaders to be interviewed week of 5/7/2007
Key Findings

Throughout the interviews, key themes emerged.  The following summary identifies trends across all members and entities. 

· WGEP has a strong reputation among all members.  The overall consistent comment was that WGEP was reliable, responsive, experts in each member field and kept cost as low as the market allowed.

· There is good awareness of the WGEP’s core services. Top-of-mind awareness is generally focused on WGEP’s traditional/core capabilities such as pooled insurance covering liability, well tailored to the needs of a special purpose district.
· The WGEP’s expertise is a major strength for all members. Members consistently acknowledged the WGEP’s expertise in a variety of issues, the quality of its staff and its numerous training opportunities.

· In terms of weaknesses, the lack of presence on the western side of Washington was a recurring issue as well as the cost of color printing communication pieces. It is important to note that most members did not feel that WGEP was weak in any areas.  Most of them said “if I had to say something, it would be . . .”.  
· The most stated response to the one word that comes to mind when you think of WGEP was service.  Other repetitive responses were reliable and responsive.  

Trends per type of membership: Large entities versus small entities
In addition to overall trends, it is important to analyze responses between the large and small entities.   These were subtle, but the research shows a number of trends. 

Overall, the WGEP was viewed as having low costs, however, those who felt the costs were high, were all in the smaller entities.
Members from smaller entities were also more sensitive to the cost of communication pieces as well as relevant training opportunities for small districts.  Many felt that training was geared to the larger districts.  Large and small entities alike stated that communication was clear and understandable, receiving just the right amount.  However, both types of entities stated that more communication should come through email or downloadable from the website.    

As for enhancing service offerings, there were a variety of answers from both large and small entities.  Although at least half felt that what the WGEP offered was what they expected, the most common response if a member had an opinion was that employee benefits and health insurance should be offered being that the pool is growing.  Other responses included pollution coverage, marine liability and excess insurance. 
Smaller entities tended to state that the difference between WGEP and other insurance providers is getting coverage they could not get anywhere else and servicing the small client.  Larger entities primarily stated less cost, enhanced expertise and responsiveness as reasons to go with WGEP versus another insurance provider.

58 Key Informant Interview Responses by Question
DHC has compiled overall key findings that show trends across this audience, followed by market specific key findings. Verbatim responses can be found in the interview database.

Key Findings, All Members
Tell me about the services WGEP offers its members, in your opinion?

· 19 members stated that WGEP best service offering was training.

· 27 members said that liability coverage at a more affordable price than services from other forms of providers.  

· 17 members described WGEP as offering training in risk management, safety, HR issues, legal advice and updating regarding coverage and other issues
Quote: Dan Stout, Island County FPD #3

“Excellent coverage for a nominal fee; good support system with training; great response for an incident payoff; people are overall friendly and helpful.”
How relevant are WGEP services to your type of business? Why?

· The purpose of this question was to receive responses based on specific types of entities to see if relevancy opinions changed between entity types.  Responses primarily centered around the savings on rates and coverage.  
· Between entities, key responses were that WGEP provided coverage that they would not be able to get anywhere else for their type of entity.
Quote: Patti Anderson, Grant County Health District

“Very relevant because people are sue happy.  It's nice to get continued training in HR to keep you out of hot water - very beneficial!”
How would you describe WGEP to non-members?

· Most responses centered on a government pool for special districts that provide great service and low rates.
· The following is how members described WGEP to non-members: 16 members stated coverage of special public entities; 15 members stated that WGEP was very helpful; 12 members stated low cost; 6 members stated informative; 5 members stated shared risk; 5 members stated excellent service; 3 members stated training opportunities.

Quote: Davie Kindell, Thurston County FPD #9

“More responsive; somewhat local opposed to a national company; very involved risk managers; more flexibility within a pool to meet the needs of your organization; not a corporate environment.”
What differentiates WGEP from other insurance providers?    

· Claims processing is efficient, input into rate structure, expansive coverage, service and expertise.
· The following is how members differentiated WGEP from other insurance providers: 16 members stated service; 12 members stated low cost; 9 stated nonprofit; 7 stated awareness; 6 stated coverage; 3 stated training

Quote: Louise Dreyer, Foss Waterway Development Authority

“They do cover different things that other insurance providers do not; we would have to go with several other types of insurance companies to cover all of our needs if we were not with the WGEP.”
What one word comes to mind when you think of WGEP?

· The most stated response to the one word that comes to mind when you think of WGEP was service.  

· Other repetitive responses were reliable and responsive.
· Individual responses were helpful, quality, efficient, excellent, friendly, uncomplicated, beneficial, savings and knowledge.
Quote: Diane Wallace, Lewis County FPD #2 – “Uncomplicated!”
With so many other pools and providers out there, why did you originally choose WGEP?

· Many members that participated were not around when the initial decision was made to go with WGEP, however, most implied that the decision was in the best interest of the organization in terms of costs.
Quote: Joel Rett, Grays Harbor Public Development Authority

“They were the only entity that provided a pool for public entities like us, other than a private company.”
Is there anything missing from WGEP service offering that, if offered, would be valuable to your organization?

· Most responses were that WGEP provided everything they needed

· For those that did respond thought that it would be interesting to see what type of health insurance coverage could be offered within the pool.
· 10 Westside members mentioned having an office on their side of the state.

Quote: Francis Northcutt, Cowlitz County Cemetery District #2

“It would be nice if they had a Westside office.  Something centrally located even, Olympia or Vancouver.”
What do you value most about your relationship with WGEP?

· Accessible, responsive, professionalism and the sense that we know the staff that has our best interest in mind.
Quote: David Schwab, Eastmont Metropolitan Park District
“I value their ability to get an answer in a reasonable period of time.”
What do you like the least?

· For those who had a response, the answer focused around having a western Washington office

· Training is too far a way, offer more online so we can take advantage of more

· Too many workshops are geared to larger entities
Quote: Donald Taylor, Port of Port Townsend

“Offices are in Spokane and all of their meetings are there; nice if they had an office on the west side.”
What words best describes the process of working with WGEP? (e.g. - process in claim handling, training, etc.)

· Efficient, easy and collaborative
Quote: Kim Kawada, Port of Olympia

“No other insurance companies have offered training - added benefit; we have used online training for ethics; convenient and easy to work with; answer questions quickly and are reliable.”
Thinking to the future, what areas of service could WGEP enhance or add to serve your organization more effectively?

For those who answered this question, there were a variety of responses.

· Site visits, to look at our facilities in relation to insurance issues, and what we can do to better our infrastructure in relation to insurance.

· Health insurance, along with employee benefits

· Additional training types

· More types of insurance

· Website with links to government sources from laws to policies and other entities; reference

· Location on the west side
Quote: Kristin Garcia, Port of Skagit County

“Helpful if once a year they could meet with us to know all that is available - contacting your clients more frequently.”
Describe your communication experience with WGEP?  PROBE: Is communication clear and understandable?  Do you say you get too much, too little, or just the right amount of communication from WGEP? (e.g. - website, direct mail, newsletter, etc.)

· All said that the communication was clear and understandable

· Majority stated that they received just the right amount of communication
Do you have any suggestions to help WGEP improve their communication with its members?

· Better website – include training, more downloable documents

· More email communication

· Spend less money on print communication 
Quote: Tom Maher, Stevens Pass Sewer District

“Website needs to be improved; not a lot of information.”
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