
Adding value to 
financial services

Chang ing  the  way the  wor ld  learns

The Zurich Financial Services Group is an insurance-based 

financial services provider with an international network. Its 

key markets are North America and Europe. Its offerings 

include life and non-life insurance, risk management, and 

wealth accumulation services to individuals and business 

organizations. It also distributes third-party financial 

products. It strives to provide innovative solutions to help 

customers manage risk.

Zurich has offices in more than 50 countries and employs 

about 57,000 people. Founded in 1872, the company has a 

long tradition of expertise in covering risks and building trust 

with its customers. From its early days, it has been looking 

forward and outward—Zurich was the first insurer in 

Switzerland to offer global programs, and in 1912 it became 

the first European insurer in the US. 

Over the years, Zurich has extended its reach throughout the 

globe. Today, it has servicing capabilities to manage 

programs in more than 120 countries. Zurich provides 

insurance for the majority of Fortune's Global 100 

companies—it wrote US $48.9 billion in gross written 

premiums and policy fees worldwide in 2003 alone.

Tata Interactive Systems developed a 
series of Knowledge Management (KM) and 

Electronic Performance Support Systems 
(EPSS) that helped Zurich significantly 

enhance productivity and add value to its 
claim handling services.
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Disputes, and Automobile Accidents. More than 170 

distinct laws were covered, each by an animated scenario 

that included a brief description of the background, the 

claim, and the judgement. 

The program used realistically animated scenarios to 

overcome the hurdle of conveying complex legal concepts 

to an audience with a limited education. The information 

was provided in a manner that facilitated both 

understanding and recall. It offered the claim handlers an 

authoritative reference that could help them quickly arrive 

at the right decision when responding to the customers’ 

claims.

Landlord-Tenant Disputes

Every animation included an 
analysis of the facts as well as the 

final judgment that was passed. 
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Animation of a a



TIS developed three encyclopedias with relevant 

information on houses and buildings; the human anatomy; 

and injuries and diseases. The encyclopedias provided 

graphic details that helped claims handlers quickly pinpoint 

the relevant information and thus, address claims more 

effectively. 

The encyclopedias also offered a Search function that 

enabled quick information retrieval. The 3D images—which 

could be rotated 360°—were developed using 3D Studio 

Max and Flash—it was a technical feat to balance the visual 

realism vis-à-vis the file sizes, which had to be kept small to 

ensure the ready availability of the reference material. 

The House Encyclopedia was used 
in the handling of claims related to 

Landlord-Tenant Disputes. 

Process Maps were directly linked 
to other EPSS tools like 
Encyclopedias and Calculators. 
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The Medical Encyclopedia helped 
claim handlers when responding to 

claims related to Occupational 
Diseases. It featured animations of 

the sequence of events that give 
rise to injury or disease.

The Human Anatomy Encyclopedia 
was used in handling claims 
related to Employers’ Liability.
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“Very good learning and referencing tool—quick access to 

JSB, Case law and 6-pack Regulations.”

“Relates to every aspect of my day-to-day handling of 

claims. There is so much information to access.”

“Will save time in researching.”

“So much information to back up your decisions.”

“An excellent reference tool, the most useful product we 

have had for years.”

“A lot of hard work has gone into this. No doubt the 

dividends will justify the effort.”

“One-stop shop!”

BANKING, FINANCIAL SERVICES & INSURANCE

Chang ing  the  way the  wor ld  learns

USER-FEEDBACK REPORTS ON THE EMPLOYER LIABILITY – PERSONAL INJURY TOOL

Good
11%

Satisfactory 0%

Some parts were useful 9%

Nothing was useful 0%

Poor 0%

Not good 0%

Very good
89%

How would you describe your experience with the EL PI tool today?

What parts of EL PI did you find useful and why?

Everything was useful
91%
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Exceptional
29%

Achieved
16%

Irrelevant 0%

Not useful 0%

Fall short 0%

Poorly achieved 0%Over achieved
36%

To what extent did the EL PI tool meet your expectations?

What is your overall impression of the EL PI tool?

Extremely useful
58%

Very useful
42%


