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	 Gerling used Adobe Flex to develop 
a dynamic, easy-to-use RIA that 
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Success Story


Gerling Group Insurance Service AG
Gerling Switzerland rolls out powerful RIA developed with Adobe® Flex™, enhancing 
customer service and improving workforce efficiency by 30%


Competitive advantage through innovation
Gerling Insurance Group AG, a division of the German insurance group Talanx, is a market leader 
among European insurers. The company is active in more than 20 countries and primarily provides 
insurance products to businesses. In Switzerland, anyone insured by Gerling can be certain that the 
company is always looking for ways to optimize its products through new technologies and innova-
tive client interactions. The company’s web site redesign offered an ideal opportunity to streamline 
claims processing by building a rich Internet application (RIA) using Adobe Flex.


A strategic platform for communication
“Insurance is about public service, and instituting a company-wide process such as this makes sense 
for us to optimize procedures and to provide our customers with more information,” says Remo 
Rigoni, leader of information technology and logistics at Gerling Group Insurance Services AG.


Gerling’s clients, including large companies in Switzerland, were basically excluded from claim-
processing procedures. Communication between the insurer and the insured was possible only 
through slow, costly means of communication, such as telephone, fax, or e-mail. To address the 
problem Gerling set out to make the process transparent and to enable clients to see the current 
phase of a case and obtain quick overviews of cases in progress.


The importance of the Internet as a platform for worldwide data exchange has long been known. 
However, the potential for effective cooperation via the web has not yet been realized. One reason for 
this is that web applications, most of which are based on HTML, frequently have the convenience of 
terminal applications that can fall flat with Microsoft® Windows® users.


Because of this, Gerling Switzerland wanted to use RIA technology to create an interactive and 
comfortable user interface and created a test application based on Adobe Flex. Although expectations 
were high, the results far exceeded them. In only four months the Gerling claim portal (GSMP) was 
developed and Gerling employee productivity increased by 30% as a result. In addition, customers are 
more satisfied because they have direct access to their cases.


A future through standard technologies and Flex
“Graphical user interfaces have shown users how easy it is to use a computer,” explains Beat 
Steiger, manager of vertical AG, a Zurich-based consultancy providing infrastructure and 
software development services. “Now it’s time to bring this kind of comfort to the web and to 
facilitate this type of interaction between a company like Gerling and its customers. Adobe Flex 
offers the ideal platform for this, since an RIA developed in Adobe Flex can provide users with 
the same look and feel as a desktop application.”


For Gerling Switzerland the deciding factor was if the new program could be integrated into the 
existing IT infrastructure and if it was based on standards. “No large company today can afford 
to depend on proprietary technology,” says Rigoni. Flex uses XML for data exchange, and all 







current J2EE servers work together with client interfaces created in Flex. As expected, GSMP 
integrated easily into the web portal.


RIAs built with Adobe Flex are characterized by interactive, multimedia-based, vector-graphic 
user interfaces that utilize the Adobe Flash® Player on the client side. The RIAs are based on a 
service oriented architecture (SOA), where data and application logic remain separate. The RIAs 
also make use of asynchronous data communication.


Now, if a client directs a question to an application server, Flash Player provides the result without 
reproducing the page. Moreover, through Flash Player, the Flex application executes several tasks 
like a locally installed application including entry analysis, graphic calculation and illustration, 
and rendering of multimedia data. An RIA developed with Flex presents itself as an easy-to-use, 
locally run application.


Quick claims settlement
“Until recently, our customers had to contact our representatives about a claim by telephone, letter, 
e-mail, or fax,” says Rigoni. “They didn’t have access to the claim being processed but that has 
completely changed through the new Gerling claims portal.” Today, the entire claims process is 
transparent: customers see which phase of the process their claim is in and they have a direct 
overview of all claims in process. This has made the Gerling Switzerland representatives 30% more 
efficient. They are able to process claims much faster and consequently settle them faster—all to the 
customer’s advantage.


GSMP was deliberately chosen as a test project to explore the possibilities of the new technology. 
The client base for the claims portal—major companies from all over Switzerland—were an easily 
manageable group, which helped to narrow down the target group for the test project and facilitate 
effective feedback. The online claims center, which is operated through vertical AG in an ASP 
model, allows for controlled and secure communication between company and customer. The 
online application enables access to all existing databases, is cost-effective to operate, and provides 
services day and night.


After a successful test project, further applications are planned for integration into the online 
center at Gerling Switzerland. The online system’s range of functions will be extended to other 
terminals, including mobile terminals for the field staff so external employees can retrieve and 
input data to the system. This application, presently limited to Switzerland, could also serve as a 
global model for the whole group.


“With the Gerling claims portal using RIAs, we have overcome a real challenge and taken a decisive 
step into the future,” says Rigoni. “Without Adobe Flex, this would not have been so fast, so secure, or 
so reliable. The online claims portal developed with Adobe Flex has shown that RIAs can decisively 
optimize our operations.”


A more transparent process	
Through the online claims center, a 
customer has 24-hour access to the 
status of an individual case, eliminating 
the need to contact a customer service 
representative.


“The online claims portal 
developed with Adobe 
Flex has shown that RIAs 
can decisively optimize 
our operations.”
Remo Rigoni, 	
Leader of Information Technology 
and Logistics,	
Gerling Group Insurance/Services AG


For More Information


www.adobe.com/products/flex/
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Solution Brief


Adobe solutions for  
processing insurance claims
Streamlining claims management to engage customers and improve loyalty


Studies show that it costs more to attract a new customer than to retain an existing one. In fact, 
some estimates suggest it can cost up to 40 times more to acquire a new customer. Keeping 
customers happy can pay big dividends, especially in the property, casualty, life, and healthcare 
insurance markets. As profit margins narrow and competition increases, insurers can 
differentiate themselves by processing claims quickly and accurately. 


The claims process is highly dependent on efficient communication, integrated workflows, and 
strict record keeping. But many insurers are bound to manual, paper-based processes that are 
prone to error, create bottlenecks, and can consume up to 90% of their overhead costs. 


With Adobe enterprise solutions, insurers can make it easier for customers to engage with 
them. Adobe® LiveCycle® ES (Enterprise Suite), coupled with a rich Internet application (RIA), 
can help streamline and automate data exchange and data entry, lowering overhead costs and 
increasing customer retention.


Improving the customer experience
The less work customers have to do to complete a process, the more likely it is they will be 
repeat customers. 


By harnessing the Adobe Flash® Platform, insurers can build RIAs that speed and ease information 
exchange. Customers can file and manage claim information using online, self-service tools that 
guide them through complex processes. Rather than having to rely on phone, fax, or e-mail to 
check on the status of their claims, they have direct access to their cases online.


With Adobe LiveCycle ES, customers can complete and submit their claim information online or 
offline using intelligent, secure Adobe PDF forms. Pre-filled with the relevant customer and 
claim information, the dynamic data entry eliminates errors and redundant entry. The forms 
even allow insurers to capture data electronically in a 2D barcode, facilitating final routing and 
review processes. That means fewer requests for additional information and faster response times.


Because Adobe Reader® and Adobe Flash Player are ubiquitous, free, and familiar, clients and 
insurers can interact with claim information without having to buy or install new software.


Eliminating information bottlenecks
Information is the cornerstone of claims processing, forcing insurance companies to produce 
thousands of documents every day. Insurers must make sure that the information is captured 
correctly and routed to the appropriate parties internally and externally. 


“The online claims portal 
developed with Adobe 
Flex® has shown that RIAs 
can decisively optimize 
our operations.”
Remo Rigoni 
Leader of Information Technology 
and Logistics, Gerling Group 
Insurance/Services AG
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Cutting claims processing costs


Studies show that claims management processes 
consume 70% to 90% of some insurers’ total process 
overhead. With LiveCycle ES and RIAs, insurers can 
automate and integrate manual, paper-driven processes 
to improve efficiency and lower operational costs.


Adobe’s technology platform


Adobe solutions for claims processing are powered by 
LiveCycle ES, a flexible server architecture, and Adobe 
Flex, a free open source framework for building and 
maintaining web applications. Together, the 
products allow insurers to:


	 •	 �Streamline and automate claims processes so people 
can interact with information more effectively


	 •	 �Replace costly, inefficient paper forms with secure, 
electronic documents


	 •	 �Exchange, review, and approve documents  
more efficiently


	 •	 �Lower data-entry costs and improve accuracy by 
integrating data within and across channels


	 •	 �Improve customer service levels and satisfaction  
by providing engaging, online experiences


For more information


For more details about Adobe 
solutions for claims processing, 
visit www.adobe.com/financial/
solutions/claims_process.


Adobe solutions can be integrated with proprietary back-end systems and across product-line 
divisions, helping insurers streamline the information workflow, cut costly paper processing, 
and minimize security risks. Flexible and interactive PDF forms accelerate data capture and 
improve accuracy by prompting customers for specific information and allowing them to attach 
supporting materials, such as photos relating to the claim. If paper documents are required, 
insurers can assimilate the data entered online with their paper-based processes.


After a customer submits a PDF form, Adobe LiveCycle ES scans it, automatically decodes the 2D 
barcode, extracts the data as XML, and disseminates the information to the correct applications 
and stakeholders. For ongoing claims correspondence, insurers can rely on the solutions to 
automatically generate personalized communications with the most current customer information.


Easing archival, compliance, and audit trails
LiveCycle ES helps ensure that everyone involved in the claims process has access to the most 
current customer documents, while ensuring that customer privacy and information security 
requirements are met. 


Insurers and agents can secure electronic documents through identity authentication, validation 
of content integrity, and access controls that define who can view, print, copy, or modify 
them—even if they travel outside the company’s secure network. 


Electronic documents are easy to archive and reduce the costs associated with storing paper forms. 
They also provide an audit trail that complies with government regulations and gives insurers a 
data source to reference for claims adjusting, policy renewal, portfolio risk management, and other 
key business needs.


Building better customer relationships and bigger profits
With Adobe enterprise solutions, insurers can make claims management more efficient by 
automating critical processes that integrate people, information, and systems. This results in 
more engaging customer experiences, improved customer loyalty, and better balance-sheet 
results for insurers.


LiveCycle Data Servers


Claims Management Servicing
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Customer or agent reports a claim by 
originating an application  using intelligent 
data capture.  


Claim �le is routed for processing via 
an automated work �ow. A case is 
systematically created.


Appraiser assembles claim documents. Additional 
information may be required from the customer.


Final claim is decisioned by adjuster 
and presented to the insurance operator 
for payment.
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