
Explore Travelers Claim University
Join us on a tour of Travelers Claim University – our flagship learning institution dedicated to helping our Claim 
professionals better serve our customers.
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Introduction
(DESCRIPTION) The Travelers Auto Lab. Four staff members in the lab. A home built inside of a warehouse. Large 
semitrucks. A woman holds a prosthetic.

(SPEECH) [MUSIC PLAYING]

SPEAKER: Welcome to Claim University. I'm Ben, your tour guide. Before we get started, let me tell you a little bit 
about this remarkable learning facility, and how it helps drive the Travelers advantage. This is where claim profes-
sionals who help our customers come to learn their trade and hone their skills.

You've heard about our top financial ratings. You'll witness the excellence behind our use of data and technology. 
But behind all that lies the true Travelers advantage – our people. Our people are driven by purpose, developed by 
world-class continuous learning programs, and committed to our customers.

(DESCRIPTION) A woman operates a white drone.

(SPEECH) We know that our claim professionals are the key to our continued success. While some in our industry 
have pulled back on training claim professionals, Travelers took a different approach.

To ensure our customers continue to benefit from the very best claim expertise in the industry, we began a major 
investment in our flagship Claim University in 2005. We believe it's the best training facility in the country. This 
kind of sustained investment in learning infrastructure and depth of expertise cannot be easily or quickly repli-
cated. It effectively represents a barrier to entry, which we believe creates a significant gap between us and our 
competitors.

At Claim University, our employees are introduced to the latest in vehicle, property, and medical technology. They 
learn to understand and assess causation and liability in all sorts of business and personal claim scenarios. They 
learn how things come together, how things go wrong, and how to help our customers put the pieces back togeth-
er. This is where we learn about new technologies that are shaping the future of risk and insurance.

This facility is the heart of our in-person, online, and on-demand learning programs for thousands of claim pro-
fessionals around the globe, and we built it because we believe that, by having the most knowledgeable, best 
prepared claim, medical and legal professionals in our industry, we can deliver the absolute best claim outcomes in 
the industry. We understand that nothing is more important to our customers than the way we protect them and 
support them when losses happen; and the single biggest ingredient in our ability to handle claims swiftly, fairly, 
and skillfully is what lies in the heads and hearts of our claim professionals.



This is where we invest, in developing the next generation of claim professionals who will help our customers 
navigate risk in a rapidly changing future. We are confident that Travelers claim professionals who learn here leave 
here with deep technical knowledge that helps them act decisively, negotiate with confidence, and work strate-
gically to achieve the best possible outcome on any claim. That's the promise we make and deliver on for our 
customers every day. So welcome. Come take a look inside.

(DESCRIPTION) He smiles, then walks away. Logo, Travelers. A red umbrella shades the letter S in Travelers.

(SPEECH) [MUSIC PLAYING]

Auto Lab
Here, Claim professionals gain hands-on, experiential learning to help build and refine their expertise. Experience 
with damaged vehicles, mechanical systems and repair techniques helps them respond to our customers’ losses 
quickly and effectively.

(DESCRIPTION) Rows of cars

(SPEECH) SPEAKER: Welcome to the Claim University Auto Lab. This is where we provide our claim professionals 
with hands-on understanding of vehicles, mechanical systems, and repair techniques. We train them on specialized 
equipment and technology, as well as various scenarios associated with auto physical damage.

A lot has changed with vehicles over the years, so we're constantly keeping our lab up-to-date. For example, you 
might not think this particular vehicle is a total loss. But with all the embedded sensor technology in the bumper, 
even minor crashes can make repairs more expensive.

(DESCRIPTION) An engine of a car

(SPEECH) Take another example. We use this cutaway view of a hybrid vehicle to help claim professionals un-
derstand how the specialized engine components, including the battery, charging, and electrical systems, come 
together. This auto body frame machine uses lasers and computerized measuring to determine if an alignment 
of a vehicle's frame has been compromised during an accident. This data is critical to the repair process, as a few 
degrees of alignment can make the difference between a repair or total loss determination.

This exhibit shows different types of auto paint. This is important because paint varies widely in cost. It can be a 
big driver in repair cost estimates, so it's important to get it right.

Over here, you see a working model of a car engine and drive train. You can even shift gears in the transmission. 
We want our claim professionals to understand how to take a car apart and put it back together again so they're 
working from a place of knowledge when they work with body shops on estimates and repairs.

And of course, cars are getting smarter, too. We're partnering with industry to develop telematics and vehicle data 
solutions that can not only help drivers stay safer, but help us understand accident causation and liability determi-
nation, as well. Vehicle and repair technology continue to change, and we continue to invest in having the latest in 
our lab so our claim professionals stay abreast of changing technology.

[MUSIC PLAYING]

(DESCRIPTION) Text, Travelers. Logo, An open red umbrella.

Heavy Equipment & Specialty Lab
From evaluating damage, theft and a variety of loss scenarios to understanding how advanced telematics systems 
integrate into newer commercial fleet vehicles, our heavy equipment & specialty lab helps our Claim professionals 
develop the perfect blend of experience, training and expertise to deliver optimal claim outcomes for our custom-
ers.

(DESCRIPTION) Inside a clean spacious building with a variety of semitrucks and heavy equipment.

(SPEECH) SPEAKER 2: Now we're in the heavy equipment and specialty lab. From theft and vandalism to natural 
disasters, heavy equipment losses can paralyze our customers' businesses.

(DESCRIPTION) Shiny trucks and heavy equipment.



(SPEECH) The lab features an awesome collection of commercial vehicles and construction equipment that repre-
sent the types of equipment we see in our customers' operations today. We've created working mockups of diesel 
and hydraulic systems to teach claim professionals how they work, how they break, and what it takes to repair 
them.

For example, this crane boom was sheared in an accident. It can actually be welded, saving the operator consid-
erable time and money, but only because of the way it broke and only according to manufacturer's specifications. 
This bulldozer was stolen, recovered, and found covered in graffiti. But because this equipment is coated in such 
a durable finish, it can be cleaned up and used again. Understanding details like these helps our heavy equipment 
claim professionals get to the best outcome quickly.

[MUSIC PLAYING]

(DESCRIPTION) The muscular man concludes with a serious face. The Travelers' logo appears with their trade-
mark open red umbrella graphic.

Property Lab
Get a behind-the-scenes glimpse at Claim University’s two fully functioning freestanding homes, as well as some 
smaller mock-ups addressing solar panels, roofing, framing, plumbing and electrical displays. Here, Claim profes-
sionals practice writing estimates and using estimating software.

(DESCRIPTION) People work in an office.

(SPEECH) SPEAKER: Welcome to the Claim University Property Lab. The first thing you notice when you enter the 
lab is our two fully-functioning, freestanding homes along with several smaller mockups, including a solar panel ar-
ray, roofing and framing mockups, and plumbing and electrical systems. We also have fire demo structures where 
Claim professionals practice determining cause and origin, and learn what can be cleaned versus what needs to be 
repaired or replaced.

These buildings and mockups allow our Claim professionals to practice writing estimates and use estimating 
software for some of the most common damage situations like roof or siding damage, water damage, and content 
replacement. We also do a lot of role playing scenarios, which allow our students to practice as if they were actu-
ally at our customer's home. These skills are especially important when interacting with customers who may have 
suffered a devastating loss due to a natural disaster like a hurricane or tornado.

(DESCRIPTION) People stand on the roof of a house inside the lab.

(SPEECH) Let's first take a look at our ranch home. It's about 1,200 square feet built on a slab using fairly simple 
construction and the rooms are more or less square, making it easy to measure, perfect for new Claim profes-
sionals just learning the job. We also outfitted this home with several do-it-yourself connected home automation 
devices, wireless security cameras, connected thermostats, smoke detectors, and CO2 alarms, as well as water 
and moisture sensors and smart garage door openers.

Now, we'll move over to our tri-level home. In addition to being larger, it has higher-end building materials and 
its rooms are more complex in shape. Cathedral ceilings and angled walls, which make them more challenging to 
measure. This home also has smart technology. We're testing these devices to learn if they can keep customers 
safer, prevent losses, and help us underwrite and estimate claims more precisely. This is also where we train our 
drone pilots to assess losses in the field. Drones help us safely inspect hard to access areas eliminating the need 
for specialized roof contractors. As building technology continues to evolve, we want to ensure our claim profes-
sionals have up-to-date knowledge and skills and the best tools to estimate losses quickly and accurately either in 
person or virtually.

(DESCRIPTION) Text, Travelers, with a red umbrella at the end

Medical Lab
See how we deliver innovative programs that combine our dynamic curriculum with hands-on learning opportuni-
ties. The knowledge Claim professionals gain empowers them to help Travelers customers manage rising medical 
costs, and ensure their business, brand and reputation are protected.



(DESCRIPTION) The Travelers Medical Lab entrance in the lower level of a building.

(SPEECH) [MUSIC PLAYING]

SPEAKER 1: And here's our medical lab. This medical care provider storefront was designed to simulate a real busi-
ness. Outside the storefront, we take a hands-on approach to teach business insurance claim handling fundamen-
tals. The exterior of the facility allows us to train on typical general liability business insurance losses.

For example, a general liability claim for a business like this might involve a scenario where a patron slipped and 
fell, perhaps due to ice that accumulated in front of the entrance. We can stage that claim and the investigation 
of it to help give claim professionals a real-life perspective of the incident. Through simulated mock courtroom 
learning experiences, our claim and medical professionals receive extensive training on critical insights, on injuries, 
medical testimony, and trends so they are prepared to participate in mediations, arbitrations, depositions, and 
trials to ensure our customers' business, brand, and reputation are protected.

SPEAKER 2: Being a nurse, being a medical case manager, you have that different level of expertise that you're 
providing to the claim.

SPEAKER 1: Claim University is designed to accommodate all forms of learning. Our worker's compensation claim 
and medical professionals receive traditional classroom, blended, and virtual training on claim investigation, return 
to work, medical management, and catastrophic claim handling. The medical lab's immersive and experiential 
learning environment complements our dynamic approach to training, and helps ensure Travelers customers are 
served by some of the industry's best prepared, most knowledgeable, and most confident claim and medical pro-
fessionals.

Let's take a look inside.

(DESCRIPTION) He opens the door for us.

(SPEECH) The medical lab is divided into five main areas: reception, exam, pharmacy, rehab, and business op-
erations. Each area is meant to simulate a stop on an injured employee's journey through the medical and claim 
process. This layout provides our professionals the opportunity to become more proficient in managing the issues 
likely to arise throughout different phases of the claim process.

Our dedicated Travelers general liability and worker's compensation nurses also use the lab to stay abreast of new 
technologies, trends, and capabilities to identify and explain issues of medical causation, appropriateness of treat-
ment, and complex medical conditions. This specialized expertise helps claim professionals with damages evalu-
ation and optimal claim resolution. Throughout the lab, you'll see examples of commonly used medical devices 
and equipment that our claim professionals can expect to see used in worker's compensation, auto, and general 
liability claims.

In partnership with leading medical experts, we have built a pharmacy curriculum for our medical and claim pro-
fessionals that gives them the knowledge they need to identify red flags to help ensure the appropriate use and 
disbursement of prescription medications. This corner pharmacy is where employees learn about drug risks, diver-
sions, and interactions. We want our injured employees to receive the right medications at the right cost. That's 
why we have a sophisticated pharmacy management program to help our claim and medical professionals manage 
the utilization and cost of prescription drugs on each and every claim.

With medical costs accounting for a significant and growing part of insurance claims, we continually monitor 
medical trends and refine our learning programs to help our claim professionals make better, more informed claim 
decisions. And Travelers thought leadership in the industry helps us stay ahead of the curve and deliver innovative 
solutions like this facility, which help our claim professionals deliver optimal claim outcomes, and help our business 
insurance customers manage their total cost of risk.

(DESCRIPTION) Logo, Travelers. A red umbrella shades the letter S in Travelers.

Catastrophe Operations Management



Our Catastrophe Operations Management Room (COM Room) enables real-time monitoring of weather, risk and 
our customers’ exposure. Watch how our analytic and geospatial capabilities aggregate and display claim trends 
and other operational intelligence data to help us make faster, more precise claim decisions for our customers.

(SPEECH) SPEAKER 1: Welcome to our National Claim Center, the hub of our catastrophe response operation. 
During a major event, this place is buzzing with activity. Contained within our national claim center is a catastrophe 
operations management or COM room, which enables us to monitor weather, risk, and our exposure in real time.

SPEAKER 2: We have two cat vans at prestage one.

SPEAKER 1: This is our operational command and control center, where we coordinate our response before, 
during, and after catastrophe events. The room is equipped with multiple large screen monitors to aggregate and 
display claim data and other operational intelligence, including policies and force, geospatial, weather, call center 
volume, workforce information, and social media monitoring, as well as the position of our mobile claim head-
quarters. Through our powerful analytic and geospatial capabilities, we can aggregate and display claim trends and 
other operational intelligence data to help us make faster and more precise claim decisions for our customers.

The availability of these real time data points and decision tools advances our strategic response to catastrophies 
by identifying workforce capabilities and enabling the effective deployment of resources when and where our cus-
tomers need them. Getting trained professionals with the right knowledge, tools, and skills to the right place at the 
right time to help our customers after a disaster is among the most important things we do. Unlike many of our 
competitors, we believe in having Travelers employees rather than third parties manage these claims. We believe 
the times when customers need us most are the times it's most important for us to be there for them. The plan-
ning that happens here combined with the training that happens at claim university is what makes our response 
possible.

[MUSIC PLAYING]

(DESCRIPTION) Text, Travelers, with a red umbrella at the end

Return to Start
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