
Reshaping the Customer Experience  
for the Changing World of Risk

As one of the costliest years on record for property 
insurers and customers drew to a close, 2017 placed 
in sharp relief the need for resilience planning as a 
key component in the design and implementation of 
corporate risk management strategies. 

Following three of the strongest hurricanes ever to 
strike the Caribbean and U.S. coastline, both the U.S. 
and Canada experienced some of the worst wildfires 
in both nations’ histories. And those events were just 
the ones that grabbed the biggest headlines. 
According to an Aon Benfield report released earlier 
this year, insured losses for 330 natural catastrophes 
occurring during 2017 reached $134 billion, which 
still only amounted to 38 percent of the overall 
economic price tag of $353 billion.1 Given the events 
of 2017, it is small wonder that CEOs and risk 
managers of organizations across North America and 
around the world are looking more closely at the 
value of resilience planning.

“Certainly, resilience has 
always been a topic with 
customers and brokers, 
but it is poised to become 
a bigger factor in risk 
management planning in 
the future,” said Richard 
Montminy, Zurich North 
America Commercial 
Insurance Head of 

Property. “When businesses experience a 
catastrophic event or see others with similar business 
characteristics impacted by major natural 
catastrophes, interest in resilience planning moves to 
the top of the list, or should.

“When customers have made the necessary 
investments in time and resources to make their 
organizations more resilient, they’ve performed 
much better than their peers when faced with 
property losses and business interruption scenarios,” 
he said.

Montminy noted that helping customers become 
more resilient requires thorough knowledge about 
their businesses and the types of risks presenting the 
greatest challenges to their risk  
management strategies.

“At Zurich, we do this by aligning the right 
underwriting and Risk Engineering talent with 
specific knowledge about a customer’s industry or 
segment,” he said. “The goal is to provide a more 
robust and relevant customer experience with 
insights into the industry-specific risks they deal with 
on a day-to-day basis. This also helps them develop 
resilience strategies that will deliver the greatest 
benefits should a loss occur.  

“Obviously, customers in areas likely to be affected 
by hurricanes should have definitive plans in place 
that they can activate in the run-up to a storm,” 
Montminy said. “Once storm surge and flooding 
begins, it’s too late to figure out how you will 
safeguard your people, building, inventory, 
equipment and other assets.”

While resilience against flooding from external 
sources is critical for businesses in flood-prone 
geographies, other kinds of water-damage 
occurrences can also cost dearly. Any building with 
an internal plumbing system, especially “charged” 
pipes required by interior sprinkler systems, may be 
susceptible to incidents that in themselves can  
be catastrophic.

“A burst pipe can be as devastating as a flood,” 
Montminy said. “As a part of resilience planning, 
using technologies such as water sensors and 
automatic leak detection systems is a relatively 
inexpensive way to mitigate loss events and 
strengthen resilience. These tools can prevent 
hundreds of thousands or even millions of dollars in 
interior water damage to buildings, contents, stock 
and equipment, as well as mitigate business 
interruption.”

From water to fire, proactive, anticipatory resilience 
knowledge from experienced Risk Engineers can help 
risk managers identify vulnerabilities and rectify them 
before an event.

“Wildfires are another example where resilience can 
be a decisive factor in outcomes,” Montminy said. 
“Many buildings that have been destroyed in 
wildfires were situations in which embers landed in 
brush collected too close to a structure. A risk 
assessment in advance would tell the owners or risk 
managers that tasks as simple as clearing brush from 
around a building can help to prevent embers from 
causing a fire that might take down a building that 
might have survived.”

Natural catastrophe events are not the only risks 
demanding resilience planning. New and emerging 
risks can come on the scene rapidly, sometimes from 
unexpected directions.

“Certainly, cyber is one of those risks, with real 
business interruption implications for customers who 
get hit,” Montminy said. “A couple of years ago, we 
also saw the Zika virus keeping people home and not 
out supporting businesses, both here in the U.S. and 
abroad. Then, consider the risks posed by active 
shooters in populated areas, like a busy retail district. 
How do customers get their arms around that from a 
risk mitigation, transfer perspective?  These 
infrequent events can be very impactful and cause 
significant business interruption as well as potential 
loss of market share.

“All of these factors suggest that customers need 
formal resilience strategies in place to deal effectively 
with both the known risks of today and the 
emerging risks of tomorrow,” Montminy said. “The 
goal is to add value to the customer experience that 
can make the difference between a company getting 
back on its feet quickly after a major loss versus 
dealing with costly and potentially long-term 
negative impacts.”

1“Insured Natural Disaster Losses in 2017 Were 38% of Economic Costs of $353B: Aon.” 

Insurance Journal, 24 January 2018.

 Resilience planning must play a wider role in driving 
risk management strategies
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