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Top 10 Tips for Liability Loss Avoidance 
 

1. Quality – An organization-wide commitment to Quality Service is an essential ingredient 
for avoiding allegations of deficiencies in your services. Implement a quality conscious 
culture by establishing thorough business processes and procedures and reinforce the 
commitment with repeated reminders to staff of the importance of focusing on quality in 
every facet of your work. Learn about the concept of Kaizen Events and determine if they 
might be helpful in improving quality at your organization. 

2. Training – An established employee training program not only exhibits a commitment to 
quality but also keeps an organization sharp with regards to internal needs, client needs 
and industry best practices. Consider membership in your industry’s trade association 
and seek out workshops and other risk management and quality performance training 
opportunities in your area. 

3. Procedure – Most services involve activities that are repeated. To the greatest extent 
possible, standardize such activities like new client in-take, essential information 
gathering, identifying optional services to be offering, billing practices and project close-
out procedures. To maintain consistency and quality, these processes need to follow the 
same path in all transactions. Not only will an established workflow provide checkpoints 
to review the quality of your services, it will also help you avoid oversights or 
misunderstandings that can lead to costly disputes with your clients. 

4. Communication – While it may seem intrusive, monitor the communication style of 
your workers. Poorly expressed ideas, rudeness or a belligerent tone, can sooner or later 
lead to an unhappy customer. 5. Records – Devise a good record keeping system and 
adhere to it. The first step to successfully defending yourself from allegations of 
wrongdoing is avoiding the “he said, she said” scenario. With proper documentation, 
questions as to what service was to be performed, the timeframe for completing services 
and the payment involved are more difficult to dispute Conversely, a lack of proper 
documentation is a major cause of increased legal fees in a service dispute and 
substantially increases the uncertainty of the outcome. 

5. Relationships – Maintain a professional demeanor and cordial relationships with all your 
clients – even with the most challenging or demanding individuals. Be responsive to 
inquiries and client attempts at communication. Treating all clients with respect reduces 
friction and disputes and has the added benefit of increased referrals from satisfied 
customers. 

6. Agreeability – Being too agreeable and just doing whatever the client wants can lead to 
trouble. Every professional needs to protect – or at least document efforts to protect – 
the client from bad decisions. Experience shows that a defense of “I just did what the 
client wanted” may not be accepted by a jury - especially if the jury can be persuaded 
that the professional has a duty to protect clients from their own bad decisions. 



7. Prompt Response – When a dispute arises, put the fire out quickly – BEFORE it gets 
worse. Problems that are not promptly addressed tend to get worse. Establish a 
procedure for employees to report potentially problematic situations to senior 
management for immediate attention. 9. Understand Insurance Policies – After a 
solid risk management program is in place, seek to transfer the balance of your 
professional liability risk to an insurance company through the purchase of a professional 
liability insurance policy, also known as Errors & Omissions (E&O) coverage. Consider the 
likely kinds of mistakes that are possible, their potential consequences, and then seek out 
– with the help of an insurance agent or broker - insurance that will address those risks. 
E&O policies are specialty type insurance and policy forms vary considerably from one 
company to the next. Review terms and be comfortable that a given policy addresses 
your risk management concerns. If not, consider – through your insurance representative 
– negotiating the terms. 

8. Resolution and Closure – If a service dispute cannot be avoided, it is often not too 
late to limit the consequences. Work with your insurance company and the legal counsel 
defending you, to better understand the problem from the client’s point of view and how 
a jury might perceive the situation. Be open to compromise. Rational, cost conscious 
problem solving of disputes helps maintain a better loss history and helps you get back 
to business. 

 
 
 

Thanks so much for placing your business with us and visiting our website. We hope 
you'll like what we've designed especially for you! 
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