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Zurich Insurance Modernizes Their Customer
Communications and Lays The Foundation for

About the Customer
Zurich Insurance is one of Ireland’s leading general insurance companies,

offering a wide range of products, including private motor and home insurance,

®
Z U Rl C H commercial property, business, farm, and professional indemnity insurance.

Business Challenge

Technological advancements over the last number of years

have facilitated a change in how companies approach their (c
customer experience, allowing customers to respond with higher

expectations.

In the process of day-to-day business, Zurich generates a high “We put the plumbing
volume of communications and documents. However, to keep up in place and laid the
with the pace of customers’ capacity to quickly learn and adapt foundation as an

to new digital outlets, Zurich needed to operationalise against enabler for other

these rapidly changing expectations and keep pace with their

. . . . rojects in the future.”
customers through investment in a new innovative system. proj

Zurich Ireland’s ability to adapt and respond to market changes — Pauline Fitzpatrick
led them on a journey to migrate many of their legacy systems to T e L) ‘
more modern, up-to-date platforms that would be able to grow

with them. Futureproofing their business and, at the same time,

simplifying their processes and tech stack to support a best-of-

breed strategy were essential to improving overall operations.

Through a cross-functional selection process, Zurich identified SmartCOMM™ as their ideal CCM and document
generation platform. They set about the process of migrating their legacy material to a solution made by
integrating SmartCOMM, via Mulesoft, with their Salesforce CRM and other homegrown insurance transaction
systems — both on-premise and in the cloud.
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Solution

@ SmartCOMM paired with Salesforce CRM
(\b MuleSoft API Connector

Business Outcomes

In order to launch quickly and prevent additional pressure on the call center, Zurich Insurance deliberately
determined the initial scope of this migration to be “lift and shift” and saw success as their customers were
freed from any disruption during the changeover to a modern, best-of-breed platform. Although the goal was
for customers not to notice the change, the look and feel of their documentation was immediately cleaner
and more modern without wording changes or radical design change. SmartCOMM'’s ability to support
custom fonts, as well as images, naturally improved the professional appearance of most communications.

They also planned to do some rationalization of their document and communication templates to determine
what was in use and what was redundant and didn’t require migration. They were able to rationalize over
1,100 documents to about 700 documents, translating to about 5,000 individual pieces of shared content.
Zurich Ireland was able to reduce this complexity by leveraging SmartCOMM'’s patented Smart Templates.
Smart Templates, among other capabilities, enable shared content across multiple documents, which speeds
deployment and facilitates change. Teaming up with Smart Communications’ partner, TCS, as the main
integrator, they completed the process in May of 2021 and consider it a “phenomenal success” and an enabler
for other projects they are taking on board.

SmartCOMM touches all in-house system-generated documentation within Zurich Insurance, from claims
documentation, to financial operational documents, to all automated customer follow-up emails —the project
touched all areas of the business.

Zurich is also using SmartCOMM for document generation in batch modes. Their underwriters carry out
transactions and activities, which generate print requests, and all of those require batch processing. These
batches are then sent to the print team, and the jobs are released in schedules and dispatched to customers
when complete. Printing batches can be incredibly complicated and just one customer correspondence can
be selected from one of over fifty print schedules. One print schedule selects documents from the library of
over 700, which are comprised of paragraphs from the 5000+ pieces of shared content to be used in customer
communications. SmartCOMM has helped Zurich keep these print batches reliable and have them ready for
each day’s dispatch, keeping their customer communications timely and consistent.

CC

“SmartCOMM is much more stable than our previous system and easier to train
people on. Our old system was starting to get shaky with higher volumes because we

never thought it would have the amount of throughput we have now. Production
support issues are completely addressed, helping us generate savings on resource time.’

'’

- lan-Edward Stafrace, Chief Strategy Officer
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For automated emails and communications, Zurich was able to set up triggers within their Salesforce CRM to
invoke follow-ups after certain actions. They have a simple rule set that completely automates which templates
are sent on their schedule and in the channel which the customer prefers. This has positively impacted their
retention numbers and improved their sales process. When renewal times come up, customers are sent a few
communications proactively, so they are less likely to shop around for new coverage. In the sales process, when
prospective customers request a quote, an email template is sent immediately providing links to purchase,
decreasing the time it takes to convert to a sale.

Because SmartCOMM touches almost every part of Zurich’s business, team members from across the company
have positive feedback on their experience. Because of the automated follow-up communications, the Sales
team appreciates the impact it has on their numbers, and the Claims team welcomes simplified workflows. IT
developers appreciate that document templates are quick and easy to update - when legislation requirements
change, updating templates to comply can be simple and done within a day or two compared to 10-12 days
previously. White-labeling has also become much easier, so if Zurich were to partner with other entities,
developers can, with ease, maintain the same text on their letters, but update the appearance to have the
other company’s logo and preferred formatting. Finally, the independent brokers that Zurich is competing
for appreciate that documents they generate can be accessed immediately through an extranet hub and
printed in their office, as opposed to waiting for them to be mailed to the customers.

¢

“SmartCOMM has been phenomenal in the way we produce customer communications
in bulk, and the customer communications are attractive and of high quality.”

— Alok Tiwary, Enterprise Architect

Future Goals

As part of their digital transformation, Zurich is building new insurance products on a platform they call
SKYE which will be integrated with SmartCOMM using a new data model, and SmartCOMM will be used to
generate all customer communications for these new lines of business. Presently, motor and home lines have
been built on SKYE, and business lines and commercial products will be next. They also plan to embed the
SmartCOMM Draft Editor within Salesforce, so while adjusters are working on a claim, they can generate an
email and edit it within the same system with easy, single-sign-on capabilities.

Smart Communications is a leading technology company focused on helping businesses
‘ engage in more meaningful customer conversations. Its Conversation Cloud™ platform
s M A RT / uniquely delivers personalized, omnichannel conversations across the entire customer
experience, empowering companies to succeed in today’s digital-focused, customer-
COMMUNICATIONS™ driven world while also simplifying processes and operating more efficiently. Smart
WWW.smartcommunications.com Communications is headquartered in the UK and serves more than 650 customers from

offices located across North America, Europe, and Asia Pacific. Smart Communications’
Conversation Cloud platform includes the enterprise-scale customer communications

Con nect Wlth Us management (CCM) power of SmartCOMM™, forms transformation capabilities made

possible by SmartlQ™ and the trade documentation expertise of SmartDX™. In 2021,
the company acquired Assentis, a leading European software solutions provider

@ m , specializing in customer communications management (CCM) with a focus on the
financial services industry.
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