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What is Artificial Intelligence?





“The science of making machines think and act 
like humans.”

Core Abilities:
• Learning from data (Machine Learning)
• Understanding language (Natural 

Language Processing)
• Recognizing images and patterns 

(Computer Vision)
• Making decisions and solving problems 

(Expert Systems)



Does Anyone Currently Use AI In Their 
Agency?





AI In Policy Underwriting





Automated Data Collection and 
Preprocessing

AI automates the extraction and analysis of data from various sources, 
including:

• Applications and forms
• Medical records
• Social media (where permitted)
• Telematics and IoT devices (e.g., car sensors, fitness trackers)
• Public records and credit history



Risk Assessment and Scoring

Machine learning models evaluate an applicant’s risk level by analyzing 
historical data and patterns. This includes:

• Predictive analytics to estimate the likelihood of claims
• Behavior-based models (e.g., driving behavior for auto insurance)
• Natural language processing (NLP) to analyze unstructured data like 

doctor's notes or claims descriptions
• Pricing Optimization



Fraud Detection
AI flags potentially fraudulent 

applications during underwriting by:
• Identifying anomalies or 

inconsistencies in data
• Using pattern recognition to detect 

suspicious behavior
• Leveraging predictive models trained 

on past fraud cases



Real-World Examples
•Allstate: Uses AI for predictive modeling and behavioral analytics.

•Progressive: Utilizes telematics to assess driver behavior for usage-based 
insurance pricing through SNAPSHOT.

•Zurich Insurance: Uses image recognition and AI to evaluate photos of 
property damage or condition to assist underwriting and claim decisions

•John Hancock: uses AI and partners Fitbit and Apple Watch to offer life 
insurance that adjusts based on health data (steps, heart rate, sleep). AI analyzes 
continuous data streams to assess risk and update premiums or rewards.



What Does This Mean For You?
• Insurance agents will get new features to automate 

workflows but will have to learn the nuances of these new 
systems

• Insurance agents will be expected to adopt technology 
faster than their competitors (because the insurance 
industry is pushing AI)

• Insurance agents will have to field new objections and 
questions as customers become more informed on their risk





AI In Coverage Decisions



Policy and Claim Text Analysis with NLP

AI systems use Natural Language Processing (NLP) to:
• Parse the insurance policy language: Interpret exclusions, limits, 

definitions, and coverage clauses.
• Analyze the claim description: Understand what happened, what was 

damaged, when, and how.
• Match the two: Determine if the event described in the claim matches 

what is covered by the policy.



Document and Evidence Extraction

AI can process:
• Photos, videos, receipts, repair estimates, and other documents 

submitted with the claim.
• Use image recognition to detect damage types (e.g., fire vs. 

vandalism).
• Use OCR (Optical Character Recognition) to extract key data from 

documents like police reports or hospital bills.



Machine Learning and Feedback Loops

Over time, AI:
• Learns from human adjuster decisions to improve its own accuracy.
• Refines its models based on successful claims, reversals, litigation 

outcomes, and customer complaints.
• Some insurers are building “explainable AI” layers that show why a 

claim was denied or approved.
• These systems generate plain-language summaries of decisions, 

referencing specific policy terms and claim facts.



AI In Claims Handling



Streamlining Claims Process with AI

Presenter Notes
Presentation Notes
Automated Claims Intake "AI tools like natural language processing can read and extract key data from incoming emails, scanned PDFs, or even hand-written forms using OCR—optical character recognition. These systems can also use smart triaging to automatically categorize and route claims based on complexity or urgency. This reduces manual handling, minimizes errors, and speeds up the entire process.“

Fraud Detection "Fraud detection has become significantly more proactive. AI models analyze historical data to detect fraud patterns and flag anomalies in real time. They even cross-reference external data sources, like social media or location history, to verify claim details. One insurer reported a 30% drop in fraud losses after implementing AI tools.“

Chatbots and Virtual Assistants "AI-powered chatbots are now handling simple tasks like giving claim status updates, answering common questions, and guiding customers through document submissions—24/7. They personalize conversations using customer data like their claim history and policy information and escalate complex queries to human agents. This has led to higher customer satisfaction and reduced workload for support teams.“



Old Slide information: 
Automated claims intake = faster processing 
Reads and extracts data from forms, emails, and documents 
Smart triaging routes claims to the right team based on complexity or urgency 
Fraud detection via pattern recognition 
Flag suspicious claims by detecting unusual patterns
Cross-referencing external data to verify claims (weather, location history, etc)
Chatbots = 24/7 claim status updates
Adapts responses based on claim history and policy information
Reduces call center burden  




Smarter Assessments with AI

• Computer vision for photo/video damage 
evaluation 
o Geico – utilizing AI to accelerate vehicle 

accident claims 
o Auto shop will send photos of vehicle with 

repair estimate and Geico will use AI to 
confirm the estimate in minutes 

• Predictive analytics for claim outcomes 
o State Farm – machine learning technology 

to predict whether claim is a total loss or if 
repairs are in order 

Presenter Notes
Presentation Notes

Damage Evaluation "Computer vision can now assess photos or videos of car or property damage. These systems evaluate severity, compare the visuals to historical data, and estimate repair costs instantly. Policyholders can upload images via mobile apps, allowing for near-instant evaluations. This improves both speed and consistency compared to human adjusters.“

Predicting Claim Outcomes and Settlement Amounts "AI models also predict how a claim is likely to proceed—how long it will take, its chances of approval, and the potential payout. This helps insurers allocate resources better and even propose early settlements to avoid lengthy litigation. For instance, one case study showed that AI was able to predict claim outcomes within 5% accuracy for 85% of auto claims."


Geico Partners With Tractable
Geico, the Berkshire Hathaway (BRKB)-backed insurance company, has inked a partnership with a London-based AI startup called Tractable. Geico hopes to accelerate the way it processes vehicle repairs and accident claims using Tractable’s technology. Photographs of damaged vehicles will be analyzed by Tractable’s AI software to provide accurate estimates to insurers.
Tractable is one of several startups applying AI to eliminate some of the hassles of filing a vehicle accident claim. Under the plan, the autobody shop would first send images of the vehicle and a repair estimate to Geico. Geico would then use Tractable’s technology to confirm the estimate in minutes.

State Farm Already Uses AI
Using AI to confirm accident repair estimates may become the norm in the insurance industry. State Farm Automobile Insurance already uses AI in its claim process. When a customer files a claim, machine learning technology will predict whether it is a total loss or if repairs are in order. State Farm still uses human claims adjusters.
Geico will also rely on human adjusters, even as it rolls out the AI software. If the AI software notices an issue with the estimate provided by the auto shop, the claim will be sent to a human adjuster.




AI can analyze images and video submitted by claimants to evaluate damage—say, to a car or property—within seconds. It can also predict the likelihood of a claim being approved and estimate settlement amounts, helping adjusters make more informed decisions.

This slide shows how an AI system might evaluate vehicle damage. These tools use computer vision to assess severity and cross-reference repair costs. This speeds up the assessment and improves consistency across adjusters.







Legal and Regulatory Challenges
• Accountability for AI Decisions: 

• Fairness, Privacy, and Data 
Protection 

Presenter Notes
Presentation Notes
Of course, using AI doesn’t come without significant legal and regulatory concerns.

Accountability for AI Decisions "When a decision goes wrong, who is responsible? Is it the AI developer, the insurer using the model, or the team overseeing the workflow? This is an evolving legal debate. It highlights the importance of keeping audit trails and ensuring that AI decisions are explainable. Human oversight must remain a part of the decision-making process, especially in regulated sectors like insurance.“

Fairness, Privacy, and Data Protection "Another concern is fairness. AI systems can inherit biases from historical data—potentially discriminating based on location, income, or other variables. Compliance with laws like GDPR and CCPA is non-negotiable. Insurers must be transparent about data use, get informed consent, and design systems that are fair and accountable."



Liability in an AI-Driven Claims World

• Disputes over AI decision – e.g., denied claims 

• Need for explainability in AI models 

• Litigation risks from unfair outcomes 

Presenter Notes
Presentation Notes
Let’s talk about what happens when things go wrong

Legal Exposure from AI Decisions "If a claim is unfairly denied due to an AI-driven decision, insurers may face litigation. Courts are increasingly asking for explanations behind algorithmic decisions. Without explainability and transparency, defending such decisions becomes very difficult—especially if bias or negligence is involved.“

Risk Mitigation Strategies "To reduce these risks, insurers should adopt explainable AI frameworks that generate outputs understandable by non-technical stakeholders. Regular audits, third-party model validation, and clear customer communications are critical. Also, insurers must train their legal teams to understand how AI makes decisions, as they may need to defend those processes in court."



Mitigating AI Risk in Claims 

• Use explainable AI frameworks 

• Regular audit for bias & accuracy 

• Maintain human oversight for critical steps 

Presenter Notes
Presentation Notes
Speaker Notes: 

To mitigate these risks, insurers should use explainable AI tools, run regular audits for accuracy and fairness, and ensure human involvement in critical or disputed decisions. This hybrid approach supports both efficiency and accountability



Final Thoughts?

Questions?





Thank you!
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