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1 Zurich Claims Counsel Performance Reports – YE 2014

These are just some of the numbers that add up 
to value and savings when you choose casualty 
claims services with Zurich.

In 2014 Zurich Staff 
Legal’s average legal 
expense cost was 
61% less than external 
counsel on liability claims 
and 32% less on workers’ 
compensation claims1

In 2014 Zurich Staff 
Legal’s average total 
loss costs were 51% less 
than external counsel 
on liability claims and 
7% less on workers’ 
compensation claims1

More than 2,800 claims 
professionals in North 
America as of Dec 2014

USD 200 million 
returned to customers in 
2014 through recovery 
and subrogation

53% customer savings 
from medical bill review 
in 2014

USD 40 million 
customers savings 
in 2014 thanks to 
fraud prevention

Over 76% PPO 
penetration rate

Solutions, service 
and savings for 
casualty customers
Zurich Domestic Casualty Claims
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Casualty solutions for the claims 
challenges you face today
In today’s volatile business environment, securing 
casualty insurance solutions takes insight, knowledge 
and proven resources.

It’s a fact. The claims services 
backing your casualty program are 
the core value of your insurance and 
risk management strategy. And in an 
increasingly unpredictable world,  
that value delivery has never been 
more crucial to your business.

Simply, the casualty insurance 
challenges facing your business in  
a changing world are becoming  
more complex with each passing 
year. Risk managers are being called 
upon to implement solutions and 
strategies that not only deal with risk 
challenges of today but which also 
anticipate the new and emerging 
challenges of tomorrow. With profit 
margins stressed, the impacts of 
casualty losses – whether workplace 
injuries, accidents involving your 
motor fleet, ballooning medical 
and legal costs and other liability 
dimensions – can have even greater 
impacts on corporate performance.

In addition, organizations today are 
far more focused on implementing 
casualty insurance programs with the 
coverages, capacity and services to 
deliver the value senior management 
demands from the organization’s 
significant risk management 
investment. Many risk managers are 
now being charged with financial 
accountabilities in concert with 
their traditional insurance and 
risk management responsibilities. 
And they are seeking solutions 
that provide the insurance their 
organizations need with the ability to 
save money at every opportunity.

No other component of 
your casualty insurance 
program can offer a greater 
potential for ongoing, 
sustained savings than the 
effective administration of 
your claims.



Helping you understand and control your 
total cost of risk

Zurich provides domestic casualty 
customers access to one of the 
broadest portfolios of products 
and services in the business. 
Whether you need general liability, 
workers’ compensation, commercial 
automobile, excess liability or any 
other combination of casualty 
solutions, Zurich helps to deliver the 
claims features, flexibility and savings 
you need. We do it by listening to your 
needs and then tailoring a program 
designed to help you achieve your 
particular business goals.

Zurich’s highly experienced casualty 
underwriters help you tackle complex 
casualty requirements. Our network of 
skilled risk engineering professionals 
– most recruited from the industries 
they now serve – helps reduce the 
frequency and severity of losses. 
And that can save you money up 
front. However, it is the depth and 
performance of Zurich’s claims 
services that ultimately define the 
long-term value of your domestic 
casualty program. Services supported 
by a team of more than 2,800 claims 
professionals in North America and 
a claims infrastructure that responds 
quickly, effectively and decisively 
when you need help the most. Claims 
strategies focused on saving you 
money and helping to ensure that 
claims dollars are spent wisely.

Zurich can help you reduce 
your total cost of risk

The choice is clear. By taking a 
holistic view of both the direct 
costs of a claim event as well 
as the indirect costs that may 
accrue over time, Zurich can 
help you to better understand 
your organization’s total cost of 
risk and achieve improved risk 
management outcomes.
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Zurich’s casualty claims 
infrastructure is one of the most 
developed, experienced and 
customer-focused in the industry 
today. Virtually every service you 
require is delivered by in-house 
Zurich resources and professionals, 
helping to reduce or eliminate many 
of the administrative costs.

Managed care and 
return‑to‑work services
Zurich managed care and 
return-to-work specialists can help  
you reduce medical costs in a variety 
of ways, including effective protocols 
and ideas to help injured workers 
return to work faster.

Zurich medical bill review delivered 
an average of 53% savings to 
customers in 2014, with an estimated 
USD 704 million in medical costs,  
in part thanks to a PPO penetration 
rate over 76%.

Dedicated Customer 
Services Coordinator
Once you are insured under a Zurich 
casualty program, we will assign a 
dedicated Claims Coordinator to 
provide guidance and assistance on 
all claims and related service issues.

Your dedicated Claims Coordinator 
functions as a single point of contact 
for every claims question or need you 
may have.

Experienced professional adjusters
The Zurich adjuster designated to 
handle your claims aims to deliver 
the experienced, knowledgeable 
attention you need. Our adjusters 
specialize by line of business and by 
claims type and severity.

Zurich adjusters average 10-12 years 
of experience, with many senior 
adjusters possessing more than  
20 years of specialized knowledge.

Claim resolution strategies
Using a process of rapid 
intervention, careful assessment, 
prompt resolution and dedicated 
quality assurance, Zurich claims 
professionals work to help close 
your claims faster, reducing claims 
duration and ultimate costs.

Zurich’s Claims Care Center
Zurich’s Claims Care Center has 
been recognized by Contact 
Center World as one of the top-
ranking performers in the Contact 
Center and Best Customer Service 
categories for medium size contact 
centers, amongst 1,200 competitors2. 
Zurich’s Claims Care Center is ready 
on a 24/7 basis to take your report by 
phone, fax, online or email.

On average, 98.5% of all reported 
claims are assigned to a Zurich 
adjuster within 24 hours.

Industry-leading claims services customized 
and packaged to your specific needs

2 Contact CenterWorld, 2014

Zurich medical bill review 
delivered an average of 
53% savings to customers 
in 2014.
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We deliver specialized industry focus
Zurich provides casualty solutions to a 
broad range of business and industry 
segments. However, we are particularly 
interested in working with customers 
involved in healthcare, hospitality 
(hotels and gaming), restaurants, 
financial services, professional 
employment organizations (PEOs), 
food & beverage, manufacturing and 
wholesale. Our underwriting and 
service teams include professionals 
with direct and specialized knowledge 
in these and other important industries.

We help deliver the casualty solutions 
you need today
Primary casualty coverages include: 
general liability; umbrella – lead layer; 
automobile liability; and workers’ 
compensation. Zurich also offers a 
wide variety of specialty casualty 
coverages, including: directors & 
officers (D&O) insurance; errors 
& omissions (E&O) insurance; 
employment practices liability (EPLI); 
and excess casualty.

We can design programs to your 
special requirements
We can structure a variety of high-
deductible and retrospective rating 
plans as well as aggregate stop loss, 
“clash” and “corridor” deductibles. 
And while some customers may desire 
simple guaranteed cost programs, 
others may require integrated, multi-
year solutions, specialized rating 
programs and excess of self-insured 
retention (SIR) arrangements. At 
Zurich, we can do them all, including 
seamlessly integrating your captive 
into your casualty program.

We help you find ways to reduce
your total cost of risk
Our risk engineering and claims 
professionals collaborate on your 
behalf both before and after a loss 
event. The pre-loss knowledge of 
risk engineering and the post-loss 
experience of claims help reduce 
the frequency, severity and financial 
impact of losses on your business, 
including the direct costs of an insured 
loss and the indirect costs that can 
materialize over time. The goal is to 
help you to better understand and 
control your total cost of risk. Visit 
zurichna.com to learn more about how 
Zurich risk engineering services can 
help you.

Zurich’s approach to 
providing solutions to 
casualty customers means...

http://zurichna.com
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We care deeply what customers 
think of our services
Zurich uses the Transactional Net 
Promoter Score survey process to 
gauge customer perceptions. This 
transaction level survey allows us to 
capture real time feedback at specific 
customer touch points. Contacts 
with customers helps to provide 
insights into how we can enhance 
our value propositions and improve 
our processes.

And we appreciate how external 
organizations view us
No opinions about our services 
are more important than those of 
customers and brokers. However, 
Zurich is frequently cited by external 
organizations for the depth and 
breadth of our customer focus.  
Here are just a few examples:

“ 2015 Innovation Award” 
My Zurich customer portal (Business Insurance)

“ Best Insurance Company” 
2014 US Captive Services Awards (Captive Review)

“ 2014 Innovation Award” 
“What if?” Zurich Risk Grading App (Business Insurance)

“ 2014 Innovation Showcase” 
My Zurich customer portal & Zurich Risk Room  
global risk insight tool (Best’s Review)



7

Forensic claims reviews
Larger customers with significant 
claims activity can benefit from a 
Zurich forensic claims review with 
the goal of identifying potential 
savings and recommending ways to 
realize them.

The goal of every Zurich’s forensic 
claims review is to help the customer 
save at least 10%.

Dedicated Recovery and 
Subrogation Unit
Zurich recovery and subrogation 
specialists help return claims dollars 
to your insurance program. When 
applied to the loss results of your 
insurance programs, these recoveries 
can improve overall program 
performance and help maintain lower 
insurance claims.

In 2014 Zurich subrogation specialists 
helped recover more than USD 
200 million.

Leading‑edge risk 
information technologies
Zurich risk management information 
tools will provide you with clear, 
concise and understandable loss 
data and analysis that can help you 
identify many of your most frequent 
causes of loss and give you insights 
to help mitigate them.

Zurich risk information applications 
include Zurich RiskIntelligence®, 
RiskImage®, RiskAccess®, Virtual 
Consulting and more.

Special Investigations Unit
Zurich’s team of highly experienced 
special investigators, with a 
background in law enforcement, 
military, and/or claims, help you  
fight insurance fraud.

In the process of investigating 
questionable claims, Zurich 
SIU professionals have referred 
more than 1,000 cases to local 
authorities nationwide in 2014.

In‑house legal network
Zurich’s network of over 400 
attorneys and other legal 
professionals helps save you 
money by monitoring external legal 
expenses and, when necessary, 
by representing you in court with 
knowledge and skill that has won 
cases across the nation.

In 2014, Zurich Staff Legal expenses 
associated with workers’ comp claims 
averaged 32% lower than outside 
counsel. Total loss cost savings 
on workers’ comp claims were 
approximately 7% compared with 
outside counsel.3

In 2014, Zurich Staff Legal 
expenses associated with 
workers’ comp claims 
averaged 32% lower than 
outside counsel…

3  Zurich Claims Counsel Performance Reports – YE 2014
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* Specific customer examples represent the kinds of results Zurich works to achieve. We do not guarantee 
similar results in all cases, since every situation contains variables that may affect outcomes.

The best evidence of the fulfillment of our promise of security, service and savings is demonstrated by what we have 
already achieved for customers like you. These are just a few examples:

• A global apparel distributor/retailer asked Zurich to perform a forensic review of their claims costs with its  
current carrier. Upon completion, Zurich’s forensic claims team estimated we could save the customer 12-13%  
on a first-year basis. Instead, the customer’s first-year reduction was nearly 20%.

• A national distributor had experienced 26 significant accidents in one year prior to Zurich claims and risk 
engineering professionals recommending a driver monitoring program. Following the full implementation of the 
program, the number of accidents fell to two during the succeeding 12-month period.

• A major U.S. manufacturer faced a USD 14 million judgment based on what the customer strongly believed was 
faulty expert testimony. With the help of a number of experienced Zurich professionals, the customer successfully 
overturned the judgment and won on appeal.

Zurich helps deliver cost-savings*

To learn more about our 
casualty claims services, 
contact a member of your 

Zurich casualty team or 
visit zurichna.com

http://zurichna.com


Zurich
1299 Zurich Way, Schaumburg, Illinois 60196-1056 

800.382.2150  www.zurichna.com

This is intended as a general description of certain types of insurance and services available to qualified 
customers through the companies of Zurich in North America, provided solely for informational 
purposes. Nothing herein should be construed as a solicitation, offer, advice, recommendation, or any 
other service with regard to any type of insurance product underwritten by individual member 
companies of Zurich in North America, including Zurich American Insurance Company. Your policy is  
the contract that specifically and fully describes your coverage, terms and conditions. The description  
of the policy provisions gives a broad overview of coverages and does not revise or amend the policy. 
Coverages and rates are subject to individual insured meeting our underwriting qualifications and 
product availability in applicable states. Some coverages may be written on a nonadmitted basis 
through licensed surplus lines brokers. Risk engineering services are provided by The Zurich Services 
Corporation. Zurich does not guarantee any particular outcome and there may be conditions on your 
premises or within your organization, which may not be apparent to us. You are in the best position to 
understand your business and your organization and to take steps to minimize risk, and we wish to  
assist you by providing the information and tools to help you assess your changing risk environment. 

©2023 Zurich American Insurance Company
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