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How Gen Al can
Transform Insurance

Processes

Relimagining Insurance
Processes with Generative Al




What are the applications of GEN Al in

insurance value chain?

Generative Al represents a groundbreaking leap in artificial intelligence, leveraging
human creativity and imagination to transform the insurance industry. Unlike
conventional technologies, Gen Al doesn’t just optimize existing data, it generates novel
and creative outputs without any explicit programming.

Gen Al brings unique capabilities and use cases, unlocking the possibility of a completely
automated insurance landscape. Here’s a glimpse into the Gen Al-driveninsurance
future-

In the near future, a customer applying for car insurance can easily interact with a Gen
Al-powered chatbot, the Al can then collect information, and an “Anonymizer” bot can
create a digital twin without any personally identifiable details to enable insurersto
generate personalized quotes efficiently. The underwriting process is further streamlined
using technologies like Statement of Value Extraction and digital risk fingerprinting.
Claims processing is revolutionized with Edge Al, where car sensors assess the impact
and transmit data seamlessly to insurers, automating the background process.
Customers in turn only need to decide whether to pursue a claim.

This glimpse into the future underscores how Generative Al has the potential to
revolutionize insurance, offeringa creative and efficientapproach beyond traditional
technologies. Gen Al is set to introduce transformation across the insurance value chain,
making operations smarter, faster,and more optimized.

Gen Al will dramatically
reshape the claims
landscape by discerning
complex values and
nuanced measures. It
will further propel
decisive actions for
claims processes, driving
smarter, informed,
efficient decisions,
leaving nothing to
chance.
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Gen Al Applications Redefining the Insurance Value Chain
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Product designand

development

Product designer

Analyze large volume of
unstructured customer data to
develop segments, create product
comparisons to design new
products

Sales, marketing and
broker management

Agentassistant

Generate richinsights into
Agency performance and deliver
personalized nudges to
producers to improve their
performance

Product recommender

Deliver tailored cross selland up
sell recommendations at the point
of salebytriangulationinternal/
external data and building
customer 360 view

Pricing and underwriting

UW Assist

Generate on-demand analysis,
portfolio level exposuresummary
and trends for Underwriters
Summarize information from
submission packages (SOVs, Loss
Run, Application frometc.) and
compare itwith pastsubmissions
to assessrisk factors

Synthesize external data from
proprietary and from proprietary
and public sources to generate
riskinsights and
recommendations

Contract management

Summarize and identify slips for
specificinclusion, exclusion
clauses.

Verify information fromslips &
data bases and validateresults

Policy administration

Smart recommendations

* Deliver personalized coverage
andriskimprovement
recommendations and next
best actions to policy servicing
staff

Policy renewal assistant

* Fullyautomate renewal
processing by comparing
previous year exposures year
exposures with current year
submissions, identifyingand
flagging any significantchanges

Endorsementassistant

* Automate endorsement
processing by identifying
coverage changes and premium
impactfrom unstructured data
inputs

Claims management

Claim Summarizer

Generate chronological claim
history by summarizing notes,
transcripts and documents
(incidentreports, medical
documents, legal documents etc.)

Leakage detection

Detect and prevent claim
leakage, non-complianceand
customer escalations through
continuous monitoringofclaim,
policy,and customer / broker
interactions

Fraud detection

Identify potential fraudulent
claims by aggregatinginternal and
external data, detecting
inconsistencies and analyzing
patterns
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Emergence of Vertical Al for Insurance

In the current developmental phase of

Generative Al, prevalent enterprise
opportunities manifest in the form of
"horizontal" use cases, characterized
by their general applicability across
diverse industries. Notable instances
include dialogue generation,
automated code synthesis, intelligent
document processing and the
generation of marketing and sales
content. This cross-industry
convergence of applications enable
organizations to strategically leverage
capabilities established by others,
thereby enhancing both speed to

market and facilitating the adoption of

a "fast follower" approach across their
enterprise.

Conversely, the insurance sector introduces distinct "vertical" use cases,
specifically tailored to the intricacies of the industry where machines can
augment human intelligence. These opportunities necessitate a
profound understanding of domain intricacies, contextual nuances, and
a willingness to investin refining existing models and constructing
purpose-builtsolutions.

Examples include:

*  The creation of targeted solutions for the analysis of unstructured
insurance data.

. Facilitatingthe identification of risk patterns to inform underwriting
decisions.

. Furnishing claimants with immediate information upon initiatinga
first notice of loss.

The transformative potential withinthe insurance sector lies in the
strategic amalgamation of disparate use cases, culminating in developing
a comprehensive, seamless, end-to-end solution scalable to insurance
industry dimensions. This departure from generalized applicationsto an
industry specific set of capabilities underscores the industry's
commitment to crafting tailored, sector-specific solutions.
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For Property and Casualty (P&C) insurers

Property and Casualty (P&C) insurers can leverage Generative Al to streamline claims
processing and enhance risk management, bringing about notable benefitsin various
aspects.

Generative Alis transforming the insurance industry by improving knowledge worker
decision making in underwriting and claims by creating summary reports thatenhance
decision quality, productivity, and efficiency. It supports panoptic personalization by
analyzing customer datavia natural language processing forimproved engagement, driving
revenue, customer satisfaction, and reduced churn. Additionally, it advances data science

and analytics by processing unstructured content to refine risk selection and claims loss
estimation. Generative Al also streamlines operational tasks like rate filings and product
approvals, with the capability to generate syntheticdata. It furtherenhances document
processing with content summarization for better comprehension and aids in summarizing
policies for customers, as well as providing competitive intelligence for marketing strategies.
Lastly, it bolsters self-service by enhancing chatbots and conversational Al, enabling more
personalized and effective customerinteractions.



In the customer and consumer segment, generative Al is enhancing the
capabilities of chatbots, making them more conversational and thus more
effective in engaging customers. It plays arole in educating customers about
products, helping them compare options, and addressing their coverage
guestions. Moreover, it contributes to the personalization of insurance
qguotes and provides tailored recommendations for claims coverage, making
the insurance process more tailored to individual needs.

For customer-facing employees and agents, generative Al is a tool for
personalization, allowing for customer discussions that are more nuanced
and specificto the individual's needs. This technology aids in cross-selling
and up-selling by providing recommendations based on a customer's unique
profile. Furthermore, it facilitatesinternal conversations by providinga
backend systemthat can communicate effectively with front-end customer
interactions.

When it comes to operations and other employee roles, generative Al is
significantly enhancing the efficiency and personalization of marketing
communications. It bolsters data science capabilities, automates the
generation of product filingdocumentation, and assists underwriters by
providing risk summaries. Additionally, it's utilized in assessing commercial
property and casualty (P&C) coverage for claims, analyzing images of claims
or property, and even in writing code.

Lastly, generative Al is a game-
changer in the realm of
products and services. It
provides competitive
intelligence and conducts loT
trend analysis, which supports
the development of pricing and
usage-based models. It also aids
in assessing consumer needs,
which is crucial for insurance
companies when choosing
ecosystem partners.
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Gen Al introduces groundbreaking advancements in the insurance domain, automating pivotal steps within the claims process.
Harnessing its state-of-the-art natural language processing (NLP) capabilities, Gen Al swiftly parses through claim documents, extracting
vital details such as policy particulars, and incident narratives, and supporting evidence. This automated procedure not only expedites
claims handling but also enablesinsurers to swiftly address policyholders' concerns. Additionally, Gen Al efficiently manage s routine
tasks like generating standard correspondences for claimants and drafting engagement communications for external service providers.
By automating these mundane activities, Gen Al empowers adjusters to redirect their focus towards strategic endeavors, thereby
enhancing their contribution to the claims journey. In essence, Gen Al's automation features optimize efficiency, streamline processes,
and ultimately elevate customer satisfaction by facilitating prompt claim resolutions.

Streamlined Claims Processing

02 ‘ Enhanced Loss Prevention and Control

In the realm of value drivers encompassing improved workforce productivity and the creation of new revenue streams, Generative Al
assumes a pivotal role in risk identification and mitigation for P&C insurers. By analyzing diverse data sources such as the Internet of
Things, video, and text, alongside historical claims and external factors like weather patterns, Gen Al models facilitate the identification
of areas prone to losses. This insight proves invaluable in developing effective risk mitigation strategies and plans, ranging from
recommending safety improvements to suggesting policy adjustments that reduce the likelihood of future losses.
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03

The customer journey is gradually becoming a more omnichannel experience, with a significant portion of remote interaction directly
with the insurance company. This starts with the first notice of loss and increases in the subsequent phases of the claim. Ge n Al virtual
assistants have the potential to revolutionize such customer interactions, though the speed of the transition varies widely by market and
company. They can enhance customer satisfaction, reduce wait times, and provide round-the-clock support, ultimately improving the
overall customer experience. Intelligent chatbots or voice bots powered by Gen Al provide policyholders with instant access to
information and assistance. Customers can interact with a virtual assistant through websites, mobile apps, and messaging platforms; the
assistant can offer personalized support by understanding customer queries, providing relevant information about claims status, and
providing coverage details. It can also guide customers through the claims process, offering step-by-step instructions and collecting
necessary information for a seamless experience.

Customer interactions

04 ‘ Data Driven Business Insights

Gen Al stands at the forefrontof revolutionizingthe management of the extensive data generated throughout the claims process. Its
advanced capabilitiesempower insurers to unlock invaluable insights from this data deluge, facilitating the identification of emerging
trends, operational streamlining, and data-driven decision-making. This transformation occurs as insurers harness Gen Al to convert
unstructured data into actionable formats that seamlessly integrate with their core platform and subsystems. Moreover, through Gen
Al's analysis of customer data, insurers gain a deeper understanding of intricate patterns and customer preferences. This insight enables
insurers to craft tailored communications and delivera personalized convenient experience throughout the entire claims journey.
Furthermore, Gen Al's proficiency in identifying patterns and correlations within claims documentation, such as reports from loss
appraisers, proves to be a game-changer for insurers. This capability aids in pinpointing areas of risk concentration and refiningfeedback
loops to underwriting and product design teams. For instance, a European insurer recently leveraged Gen Al to meticulously scrutinize
thousands of historical loss appraisals stemming from weather-related events and natural disasters. This analysis yielded invaluable
insights into correlations and cost drivers, empowering the insurer to develop more effective claim-resolution strategies and refine
underwriting terms for its policies.
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Generative Al promise for
Life and Annuity (L&A) Insurers

Life and Annuity (L&A) insurers’ persistent misconceptions about Gen Al and
sloweradoption of emerging technologies have proven to be significant barriers to
technology transformation. Additionally, complexity of L&A products create

barriers to growth among the millennials who overestimate the cost of life
insurance, and often abstain from obtaining life insurance due to misconceptions
abouteligibility or perceived lack of value.
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01 Product Personalization

Generative Al can delve into customer data and preferences, enabling insurers to recommend bespoke insurance products. By
comprehending customers' nuanced needs and risk profiles, insurers can provide personalized coverage options, thereby enhancing
the potential for upselling or cross-selling additional policies.

Agent Assistance

02

While many customers prefer a fully digitalinsurance process, some still desire personalized assistance. However, the challenge arose
when on-site agents lacked the capability to initiate and tailor insurance quotes for customers, hinderingthe process and preventing a
smoother experience for those seekingto buy a policy. With Agent assistance powered by Gen Al, agents can engage with customers,
customize quotes, and have complete visibility into the quote process. This ensures transparency and enhances the consumer-agent
relationship by providing full visibility throughout the purchase experience. Major financial milestones such as purchasing a home or a
car occur infrequentlyinthe average person's life, leadingto a need for knowledge in navigating these significant and ofte n stressful
transactions. This can result in confusion and uncertainty during the insurance buying process. With Gen Al, they will get the much-
needed assistance

Optimized Underwriting and Pricing

03

Integrating Al in underwriting processes optimizesrisk assessment and pricing by consolidating diverse datasets, reducing error
susceptibility, and enhancing efficiency. This advancement allows for implementing predictive analytics models, algorithms, and machine
learning, streamlining due diligence processes and saving time. Additionally, Al-assisted underwriting addresses pricing inconsistenciesin
commercial insurance, suggesting optimal pricing options and coverage terms based on risk visibility. As insurers embrace Al-driven
underwriting, they can lower expenses, improve profitability, and position underwriters as strategic assets within their organizations.
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Why should insurers invest in the Gen Al

vertical use cases?

4

Operational Intelligence

' and Effectiveness
Cost Savings
and Efficiency

Profitability

and Growth




0 1 ‘ Profitability and Growth

judicious investments in Gen Al can empower insurers to discern untapped avenues for growth, elevate the quality of their
product offerings, and broaden their market footprint. The realization of Gen Al's potential to generate new revenue streams
is exemplifiedinthe technology sector, where entities like Google Bard have already leveraged advanced features to drive
revolutionary shifts.

02 Cost Savings and Efficiency

represent another frontier, where Gen Al-driven solutions applied to content creation in low-risk contexts enable insurers
to streamline expenditures across various functional domains. This targeted spendingapproach holds the promise of
substantial cost savings and operational efficiencies, particularly in functions such as marketing, human resources, and
legal processes.

03

insurers can derive immediate benefits by integrating Gen Al into autonomous coding, expediting the software
developmentlife cycle and diminishingtraining requirements. Recent advancements like the Code Interpreter for
ChatGPT bring automation to document analysis and data visualization, contributing significantly to the operational
prowess of sales and support teams.

Operational Intelligence and Effectiveness
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How can insurers address Risks and mitigate them effectively

While Gen Al holds significant promises, italso introduces potential risks, that can
impede adoption, if not carefully addressed during scaling efforts. Threats include
malicious activities such as deep fakes and phishing that can jeopardize customer
trust. The inherent tendency of Gen Al to replicate algorithmic biases and
discriminatory behaviors demands the implementation of guardrails and
continuous monitoring for ethical deployment. Training Al models on proprietary,
internal insurance data necessitates compliance with regulations, node isolation,
and traceability. Furthermore, excessive reliance on Al-driven automation in
customerinteractions withininsurance industry may compromise the essential
human touch and judgement, potentially lowering customer satisfaction or cause
compliance issues. Regulators are increasing their oversight on the use of Al
algorithms in decision making, emphasizing the need forinsurance companies to
increase algorithmictransparency and effective management of Al risks.

To mitigate these challenges, insurers must prioritize ethical Al practices, increase
the deployment of diverse and unbiassed training data, and establish robust
governance models for consistent evaluation and auditing of Al enabled decision
making models. Staying abreast of Al legislation, conducting regular surveillance,
ensuring transparency in decision-making, and actively managing customer
interactions are essential steps. Building organizationalawareness of rapidly
evolving regulations and involving experienced marketingand communications
professionals can effectively manage brand risk during Gen Alimplementation.

JIEXAVALU

STRATEGY * TECHNOLOGY * INNOVATION



14

CONCLUSION
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Organizations must avoid random experimentation and instead develop a strategic, vertical approach to Gen Al adoption to harness the potential of Gen Al
effectively. Collaboration across interdisciplinary teams is crucial for success. Educating the executive leadership team on Gen Al's potential and risks ensures
alignment while increasing transparency and oversight. Forming a cross-functional stakeholder group within the insurance company, including business
leaders and relevant c-suite roles, facilitates an informed approach to innovating with Gen Al. Prioritizing Al use cases with clear returns on investmentand
outlining a technology strategy are essential steps. Identifying sources of competitive advantage, engaging advisors and partners proactively, and monitoring
the regulatory landscape for security and risk management are critical components of a successful Gen Al implementation.

Incorporating generative Al into an insurance company's workflow can significantly enhance
operational efficiency and customer engagement, yielding a competitive advantage. Itis vital for
companies to partner with key stakeholders across marketing, operations, and customer service
to thoroughly assess the applications of generative Al, recognizing opportunities for growth and
potential threats. Engaging with software vendorsis crucial to determine the feasibility of
embedding generative Al capabilities into existing systems, ensuring that these enhancements
align with business objectives. A proactive approach in collaborating with risk management teams
to develop a comprehensive risk mitigation and governance strategy is essential to safeguard
against potential liabilities. Moreover, integrating generative Al into the company's data strategy,
with the guidance of data and analytics experts, will be pivotal in leveraging this technology to
drive data-driven decisions. Finally, strengthening the data science department is critical for
addressing regulatory compliance, establishing governance protocols, and identifying viable and
strategic use cases for generative Al within the company's ecosystem.
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