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Legal Disclaimer

The information, examples and suggestions presented in this material have been developed from
sources believed to be reliable, but they should not be construed as legal or other professional
advice, including but not limited to professional engineering advice. CNA accepts no responsibility
for the accuracy or completeness of this material and recommends the consultation with
competent legal counsel and/or other professional advisors before applying this material in any
particular factual situations.

This material is for illustrative purposes and is not intended to constitute a contract. Please
remember that only the relevant insurance policy can provide the actual terms, coverages,
amounts, conditions and exclusions for an insured. All products and services may not be available
in all U.S. states and/or all Canadian provinces/territories and may be subject to change without
notice. In Canada, products and/or services described are provided by Continental Casualty
Company, a CNA property/casualty insurance company.

The examples provided in this material are for illustrative purposes only and any similarity to actual
individuals, entities, places or situations is unintentional and purely coincidental. In addition, the
examples are not intended to establish any standards of care, to serve as legal advice appropriate
for any particular factual situations, or to provide an acknowledgement that any given factual
situation is covered under any CNA insurance policy.

“CNA” is a registered trademark of CNA Financial Corporation. Certain CNA Financial Corporation
subsidiaries use the “CNA” trademark in connection with insurance underwriting and claims
activities.

Copyright © 2026 CNA. All rights reserved.
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“Your inspection should mean
something to you”

Edward Kawa, Chief of Engineering Inspections,
Department of Fire Services, Commonwealth of Massachusetts




Quality Program Foundation

Standardized, Repeatable, Defensible Processes

CNA
Quality Program Manual
for

Inservice Inspections
In accordance with NB-369 & NB-381

CNA

151 N. Franklin Street, 15® Floor, Chicago, IL 60606

5% EDITION, rev 7




m Building Quality from the Ground Up

Real-World Results: Cost and Exposure

The Effectiveness and Efficiency Curve

Shared Ownership of the QC System

Balancing Positive and Negative Reinforcement

Quality Begins at Recruitment




m Quality Oversight at Every Stage

Technical in Person Overdue Inspections Letter Reviews
Field Reviews and Violation Reviews
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Administrative Desktop reviews
Reviews



m Measuring What Matters

Based on CNA Data
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Visualizing Quality Control
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Closing the Quality Loop

Essential

Individual
Feedback

Opportunity Regional
to Improve Based

Feedback

Loop

Positive

Reinforcement Real Time




m Our Investment in Quality

Effectiveness and Efficiency

Quality

High-level outcome based on CNA’s experience
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“The costliest inspection is the
inspection that was not
completed correctly”

Vincent Scarcella , Risk Control Director, CNA
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What’s Next for Quality?

24 JRS Tools

POWERED BY NBE.

Msar# Ask-an-Expert Culture
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WLF*™ Clear Escalation of Critical
/18§ Conditions
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