
        Imagine a marketplace where an insurance company
uses cutting-edge technology to help improve the cus-
tomer experience, potentially delivering better products,
more quickly and accurately, and freeing up its people to
provide enhanced service. This is happening right now at
Zurich, through a new initiative with software robotics.
        Unlike physical robots, which have long been used
in manufacturing environments, software robotics are
tools that operate separately from other applications and
systems. These robots collect, integrate and use data
provided by other systems to automate work within pro-
grammed parameters using logic. Software robots may
be programmed to complete certain actions, or take no
action, depending on the data they receive, and their ac-
tivities can be amended whenever necessary to meet
changing conditions or customer needs. Much as physi-
cal robots increase efficiency and precision on an as-
sembly line, software robots can complete repetitive
tasks much faster and with fewer errors than humans
generally can.
        What could this mean in an insurance context?
Software robotics could enable accelerated and im-
proved policy processing and issuance. Quality and ac-
curacy could also be significantly improved through the
use of such robotics. With the potential time saved, it
could also allow employees to focus more on respond-
ing to customers and their brokers. Zurich is piloting ro-
botics capabilities in international casualty programs
and is planning to expand the use of robotics into prop-
erty and other lines. 
        The ultimate goal of any software robot application
is to relieve human handlers of the need to focus on
time-intensive, manual activities so that they can con-
centrate on higher-value tasks. Consider an international
liability program, written in the United States or Europe,
for which instructions must be generated for every coun-
try where coverage is to be issued. In the Zurich pilot pro-
gram, once an employee checks and confirms that
information for the program is complete and in compli-
ance with local regulations, the software robots are acti-
vated. The robots, among other tasks, check producer
appointments, licensing and initiate policy invoicing – te-
dious activities that often consume significant amounts
of time for people to perform. An employee then checks
for accuracy to ensure that everything required for the

program is in place. Based on early pilot program results,
Zurich has found that quality control is enhanced by the
combination of technology and professional experience.
        Because the robots can operate 24 hours a day, not
just during typical workdays in various time zones –
which may or may not overlap -- Zurich’s pilot results in-
dicate that processing of international programs is much
faster. How much faster? Teams without software robot-
ics typically need three to five business days to complete
these steps for an international liability program. With
the robots, and after pre-checks, our experience from
other implementations suggests that process time could
be reduced to about 24 hours, while significantly improv-
ing program accuracy and timeliness.
        A challenging aspect of international programs is

their complexity, particularly in the allocation of pre-
mium. A multinational enterprise may need to allocate
premium across multiple subsidiaries and geographies,
which must be accounted for in setting instructions to
issue coverage. Typically, allocation decisions are made
by customers in consultation with their brokers, which
can take a month or longer. Once instructions are pro-
vided, the use of software robots in Zurich’s pilot makes
the next steps far more efficient. An important benefit of
that increased efficiency is that Zurich’s teams are freed
up to answer questions and solve problems that arise in
serving customers.
        Zurich’s use of robotics technology is part of a jour-
ney toward cognitive computing. Our objective was to de-
sign and execute improvements to the customer
experience that would dramatically improve efficiency,
and the effort is already bearing fruit.
        Policy processing isn’t the only opportunity for this
cutting-edge innovation. Zurich is currently using robotics
to help streamline the processing of smaller claims.
        For example, a liability claims handler might receive

75 to 100 pages of documentation. That can take some
time to absorb. Cognitive software is able to scan the in-
formation, create a summary and highlight relevant ele-
ments to save a significant amount of time. This can
reduce the amount of time needed to process a claim,
which can help claims handlers provide better and more
responsive service, and increase customers’ confidence
in their insurance provider.
        In another example in the U.K., Zurich is utilizing
software robotics to conduct routine diary reviews for
open claims that traditionally required attention by
human operators. The robot monitors how much time
may have passed since a file was last worked, such as
when reserves were last updated, and other key fac-
tors. It will then decide, within parameters, whether the

interval since the last action warrants a review by a han-
dler. Based on the robot’s query, the file will be re-
viewed and perhaps updated or closed. If, however, the
robot initially determines that the claim’s status re-
mains within a reasonable timing window, it will close
the diary and reset it for a review at the next appropri-
ate point in time. 
        A reality of the global insurance industry today is
that it still relies heavily on paper-based processes.
When information is shared electronically, it often takes
the form of digitally scanned and compressed docu-
ments. Just as often, multiple versions of documents
lead to confusion and errors. Process standardization
and improved use of technology can help the insurance
industry to spend less time on transmitting data and
more time on structuring coverage. Doing so will help de-
liver greater value to customers and provide better qual-
ity products to solve their business challenges. For
Zurich, staying in the forefront of technical innovation is
one way we can make sure that we are delivering on our
promises to our customers now and in the future.

For more information about Zurich solutions and risk insights, 
visit zurichna.com and the Zurich Virtual Literature Rack at zurichvlr.com. 
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The information in this publication was compiled from sources believed to be reliable for informational purposes only. All sample policies and procedures herein should serve as a guideline, which you can use to create your own poli-
cies and procedures. We trust that you will customize these samples to reflect your own operations and believe that these samples may serve as a helpful platform for this endeavor. Any and all information contained herein is not in-
tended to constitute advice (particularly not legal advice). Accordingly, persons requiring advice should consult independent advisors when developing programs and policies. We do not guarantee the accuracy of this information or
any results and further assume no liability in connection with this publication and sample policies and procedures, including any information, methods or safety suggestions contained herein. We undertake no obligation to publicly
update or revise any of this information, whether to reflect new information, future developments, events or circumstances or otherwise.  Moreover, Zurich reminds you that this cannot be assumed to contain every acceptable safety
and compliance procedure or that additional procedures might not be appropriate under the circumstances.  The subject matter of this publication is not tied to any specific insurance product nor will adopting these policies and pro-
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©2016 Zurich American Insurance Company

Software robotics could enable accelerated
and improved policy processing and issuance. 
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