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Disclaimer

 Views expressed in this presentation are those of the speakers and do not necessarily represent the views of
Ernst & Young Ltd. or other members of the global EY organization. Moreover, they should be seen in the context of the
time they were made.

 These slides are for educational purposes only and are not intended to be relied upon as accounting, tax, legal or other
professional advice. Please refer to your advisors for specific advice.

 Neither Ernst & Young Ltd. nor any member firm thereof shall bear any responsibility for the content, accuracy or
security of any third-party websites that are linked (by way of hyperlink or otherwise) in this presentation.

 EY refers to the global organization, and may refer to one or more, of the member firms of Ernst & Young Global
Limited, each of which is a separate legal entity. Ernst & Young Ltd. is a client-serving member firm of Ernst & Young
Global Limited operating in the US.

 This presentation is © 2025 Ernst & Young Ltd. All Rights Reserved. No part of this document may be reproduced,
transmitted or otherwise distributed in any form or by any means, electronic or mechanical, including by photocopying,
facsimile transmission, recording, rekeying, or using any information storage and retrieval system, without written
permission from Ernst & Young Ltd. Any reproduction, transmission or distribution of this form or any of the material
herein is prohibited. Ernst & Young Ltd. expressly disclaims any liability in connection with use of this presentation or its
contents by any third party.
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Polling question #1

To what extent do you believe that AI
will revolutionize the way insurance
operations is being conducted today?

.

A To a very large extent

B To a large extent

C Average impact

D Low impact only

Access the
poll here
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Use of AI in Insurance

 Artificial intelligence (AI) is rapidly transforming workflows, driving innovation, and reshaping industries. As with other
transformative changes brought by technology, it will be hard if not impossible for companies, including insurers,
to ignore AI.

 AI in insurance is a transformative technological integration that leverages AI algorithms and data analytics to enhance
various aspects of the insurance industry.

 Through machine learning and predictive modeling, AI enables insurers to analyze vast amounts of data, assess risk
profiles, and predict future trends with higher accuracy. This leads to improved underwriting processes, more precise
risk assessments, and personalized policy offerings.

 AI is revolutionizing the insurance landscape by driving operational efficiency, reducing costs, and providing better
customer experiences.

 AI is being used across various domains at insurance companies including:
 Underwriting and pricing
 Claims handling
 Actuarial
 Customer service
 Fraud prevention
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How insurers are using AI to supercharge the productivity
of their insurance operations

Examples of AI capabilities for insurers

 Being used to analyze
large sets of data to make
predictions about risks
and determine how
policies should be priced.

 For example, products
are being tailored more
precisely to the customer
based on factors such as
health and medical data.

 Streamlines claims
processing making it
more efficient.

 Automates routine tasks.

 Reduce human manual
errors.

 Results in faster
settlement of claims.

 Reduce time spent
analyzing large data sets
used in model scenarios.

 Increase automation of
numerous manual and
repetitive tasks.

 Chatbots and virtual
assistants are being used
to enhance customer
service by providing
instant responses to
inquiries and are available
to customers around the
clock.

 Fraud detection solutions
are being used to analyze
massive amounts of data
from multiple sources,
enabling insurers to spot
and flag unusual patterns
that a human might miss,
thereby detecting
possibly fraudulent
claims.

 For example, used to
analyze documents and
images related to a claim
to find potential
indications of fraud.

Underwriting
and pricing Claims processing Actuarial Virtual assistants

and chatbots
Fraud detection
and prevention
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Polling question #2

In which of the following cases are you
using AI technologies? (select all that
applies)

.

A Underwriting and pricing

B Claims processing

C Actuarial

D Virtual assistants and chatbots

E Fraud detection and prevention

F Other cases

G Not currently using AI

Access the
poll here
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Generative AI technologies
in insurance

02
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What is generative AI (GenAI)?

1943

1959

2006

Technology appearance

2017

Artificial Intelligence

AI, or artificial intelligence, is a field of
computer science that focuses on creating
intelligent machines capable of tasks
requiring human intelligence.

Machine Learning

Machine learning (ML) is a subfield of
artificial intelligence, which is broadly
defined as the capability of a machine to
imitate intelligent human behaviour.

Deep Learning

Deep learning is a subset of machine
learning, which is essentially a neural
network with three or more layers.

Generative AI

Generative AI is a type of artificial
intelligence that can create new content
such as images, text, audio, or video
based on the data it has been trained on,
using techniques like large language
models, transformer neural networks, and
generative adversarial networks

Deep
Learning

Machine
Learning

Artificial
Intelligence

of financial services
leaders believe that the
potential benefits of GenAI
tools outweigh the risks
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Generate human-like text responses
and participate in the contextual
conversation

Generate photorealistic images
based on a text prompt

Text-to-speech models, mimic voice
and removal of filler sounds,
stuttering and mouth sounds

AI-assisted bots that write code and
provide recommendations to
development teams

The AI model learns from a variety
of data sources, including images,
texts and audio

70%

Generative
AI
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GenAI transforms traditional AI technology by integrating and enhancing
their combined abilities to unlock and enable five GenAI core capabilities

Deep
learning

Real data
augmentation

Machine
learning

Advanced
analytics

Data
aggregation

tools
Visualization

tools

Traditional
AI

abilities

Chatbot/
virtual
agents

Digital
forms

Process/
task mining

Business
process

management

Robotic
process

automation
Deep

learning
Real data

augmentation

Machine
learning

Advanced
analytics

Machine intelligence and prediction
Conduct complex analysis using simple command prompts

Input recognition and digitization
Extracts and summarizes relevant information from various sources

Content creation
Generate contextual contents as required using internal/internet data

Process automation and management
Automate processes with command prompts and discover process inefficiencies

Task execution and assistance
Transform input into specific outputs using appropriate command prompts

Generative AI’s 5 core capabilities
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GenAI can transform the insurance industry from the front office
to back office functions

… all built on solid foundation of …

3. Governance, oversight and trust

1. Customer experience
e.g., distribution, service, chatbots, automated assistants

2. Operational effectiveness
e.g., finance, risk, audit, new products & services, talent

Front office Back office
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Insurance use cases can be enhanced to deliver on greater
business value across the entire value-chain

Customer service and claims Marketing and distribution Product/underwriting Back office operations

 Call center analytics / customer
interaction insights

a) Identify reasons and sentiment for call

b) Auto populate customer relationship
management (CRM)

 Financial advisors / customer service
chatbots

a) Suggestions and recommendations for
product, coverage, etc.

b) Claims, billing Q&A

 First notification of loss (FNOL) — Support
writing of claim notes

a) Fraud

b) Adjuster performance

 Synthesize and summarize complex legal
documents

 Next Best Action and segmentation

 Anomaly detection

 Competitive intelligence

a) Compare products (coverages,
clauses, exclusions, etc.) with
competitor’s products

 Synthesize and summarize

a) Compare and highlight changes across
product versions, e.g., two ISO
product versions

b) Identify gaps in submissions (e.g.,
large commercial risks)

c) Third party data (e.g., social media,
news, public reviews) augmentation
and summarization and trends

d) Summarize financial reporting,
actuarial findings, etc.

 Underwriting assistant

a) Answer questions for complex
products from product and rating
manuals, UW guidelines

 Dynamic pricing

 Next Best Action and policy upsell

 Single policy view

 IT/engineering

a) Generate code to query data models

b) Convert natural language to SQL (or
vice versa) for telemetry data

c) Convert natural language to query
proprietary data models

d) Code reviews and documentation

 Virtual assistants

a) Generate email drafts (e.g., CXO
communications) aligned with brand
image/cultural values

b) Assist in creating business
presentations, e.g., images/videos
using text-based prompts

c) Synthesize and summarize meeting
minutes

d) Search through structured and
unstructured documentation

 ChatGPT-enabled BI

 Speech and text analytics

 Business process automation

 Hyper-personalization

a) Auto generate response to customer
query

b) Marketing campaigns and customer
communication customized per
personas

 Market research

a) Compare competitor’s marketing
materials (websites, social media
content, etc.)

b) Summarize focus group discussions,
customer interviews, customer
reviews

 Agent/broker chatbots

a) Provide suggestions and
recommendations for product,
coverage, etc. to customer

b) Answer complex questions related to
agent/broker’s commissions/
compensation

 Customer 360 and lifecycle management

Customer Service

Claims
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AI use cases: First Notice of Loss (FNOL) solution

.

FNOLUnderwriting Solution

Integrating AI in First Notice of
Loss solution

Simplified underwriting using
the Insurance AI Solution

This solution streamlines the
entire ingestion, submission and
risk assessment processes of
underwriting, helping
underwriters to focus more on
decision-making than on data
gathering, thus improving
operational efficiency.

Leveraging GenAI and Machine
Learning (ML) to modernize
insurance claims and First Notice
of Loss processing is built on
Snowflake technology and
integrated with Guidewire
ClaimCenter.

Benefits over traditional methods

https://sites.ey.com/sites/DiscoverVideos/_layouts/15/stream.aspx?id=%2Fsites%2FDiscoverVideos%2FVideos%2FEY%20integrates%20AI%20in%20First%20Notice%20of%20Loss%20solution%20with%20Snowflake%20%2D%20Guidewire%20ClaimCenter%2Emp4&referrer=StreamWebApp%2EWeb&referrerScenario=AddressBarCopied%2Eview%2Ef4db2336%2D9321%2D4eb5%2D9f2d%2D2453f86ca67d
https://sites.ey.com/sites/DiscoverVideos/_layouts/15/stream.aspx?id=%2Fsites%2FDiscoverVideos%2FVideos%2FGenAI%5FInsurance%5FUnderwriting%5Fv4%2Emp4&referrer=StreamWebApp%2EWeb&referrerScenario=AddressBarCopied%2Eview%2E439a453f%2Dabba%2D4318%2D9418%2D666c91e24827
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Insurers who are already applying GenAI to enhance their
customer experience and testing other user case scenarios

Is testing how it can use
ChatGPT artificial intelligence
technology in areas such as
claims and modeling.

It is feeding in the most recent
six years of claims data in an
attempt to identify the specific
cause of loss across a whole
section of claims, with the aim
of improving its underwriting

Zurich Insurance (Switz)

Using AI for risk assessment,
claims processing and
customer service to improve
productivity and efficiency.

AXA (US)

Has launched a Responsive
Intelligent Assistant (RIA), an
NLP-enabled chatbot in the
form or a human-like avatar to
interact with customers in
English. It is designed to
resolve customer enquiries on
multiple platforms such as
WhatsApp, Telegram and their
website.

ICICI Lombard (India)

British Caribbean Insurance
Company (BCIC), a leading
provider of general insurance
in the Caribbean, has unveiled
the region's first omnichannel
insurance ecosystem.

British Caribbean Insurance
Company (Barbados)
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GenAI technologies in insurance

AI comes with challenges that need to be assessed and, where relevant, addressed by companies, policymakers and
regulators. Ensuring that the right regulatory framework is in place is key.

Insurers that seize the opportunity to deeply integrate AI into everything they do will be poised to come out on top.
They will be able to conduct more business, faster, in a more personalized manner, and with a better understanding of
the underlying risk.

To create lasting business value from AI, insurers need to set a bold, enterprise-wide vision for AI’s potential, and
deeply, fundamentally rewire how they operate across the various business domains (underwriting, claims, distribution,
customer service and more), embedding the technology into every part of the organization.

They will need to completely retool workflows, rethink operating models, work toward a modern data and tech stack,
and scale AI by harnessing reusable components for various use cases and business areas. They will need to do this in a
manner that creates meaningful improvements.
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Polling question #3

If not already using, when do you plan
to investigate opportunities to
implement GenAI-enabled
technologies (like ChatGPT and
Copilot) in your organization?

.

Access the
poll here

A Already implemented

B Busy with implementing/testing

C Starting soon (next 2–3 months)

D Want to implement but no concrete plans yet

E Not interested/relevant for your organization
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EY refers to the global organization, and may refer to one or more, of
the member firms of Ernst & Young Global Limited, each of which is a
separate legal entity. Ernst & Young Global Limited, a UK company
limited by guarantee, does not provide services to clients. Information
about how EY collects and uses personal data and a description of the
rights individuals have under data protection legislation are available
via ey.com/privacy. EY member firms do not practice law where
prohibited by local laws. For more information about our organization,
please visit ey.com.

About the EY Region of the Bahamas, Bermuda, British Virgin Islands
and Cayman Islands
The EY region of member firms in the Bahamas, Bermuda, British Virgin
Islands and Cayman Islands is aligned with the EY Americas Financial
Services Organization, headquartered in New York. We serve the
banking and capital markets, insurance, and wealth and asset
management sectors providing a full suite of assurance, consulting,
strategy, tax and transaction services with a focus on providing
seamless, exceptional client service.

Ernst & Young, EY Bermuda Ltd., Ernst & Young Ltd. and EY Cayman
Ltd. are client-serving member firms of Ernst & Young Global Limited
operating in the Bahamas, Bermuda, British Virgin Islands and Cayman
Islands respectively.

© 2025 EYGM Limited.
All Rights Reserved.
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EY |  Building a better working world

EY is building a better working world by creating
new value for clients, people, society and the
planet, while building trust in capital markets.

Enabled by data, AI and advanced technology,
EY teams help clients shape the future with
confidence and develop answers for the most
pressing issues of today and tomorrow.

EY teams work across a full spectrum of
services in assurance, consulting, tax, strategy
and transactions. Fueled by sector insights,
a globally connected, multidisciplinary network
and diverse ecosystem partners, EY teams can
provide services in more than 150 countries
and territories.

All in to shape the future with confidence.


