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FOREWORD FROM AWS  
Insurance carriers are intrinsically data and analytics-driven organizations. Carriers have 
always been drawn to advanced analysis to shape their decision-making processes, 
such as pricing risk or managing loss exposure. Now, carriers are exploring artificial 
intelligence and machine learning (AI/ML) as the next frontier for advancing insurance 
operations. From simpler tasks like extracting data to pre-populate claims forms to using 
drone surveillance data to analyze property details for risk analysis, AI has the ability to 
dramatically improve efficiencies across the value chain. But how many insurers are 
actually using it? At Amazon Web Services (AWS), we are seeing growth in AI 
deployments at insurance companies across a range of use cases, but we don’t yet see 
the widespread adoption that exists in other industries.  

We partnered with Aite-Novarica Group to find out more about the state of AI in the 
industry, including where insurers see the most value from AI and ML and what’s 
holding them back. In the following report, you’ll find some interesting insights into the 
opportunities and challenges around AI adoption, as well as some examples of how 
insurers are leveraging it successfully today. We hope you will find it useful in your own 
exploration into how AI technology can improve your own processes and take your 
business to the next level. 

Jayme Hart 
Insurance Specialist, AWS 
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INTRODUCTION 
Artificial intelligence continues to evolve rapidly, and applications that previously did not 
seem like technological possibilities are fast becoming attainable. A best practice for 
insurers is to avoid technology-first projects and instead prioritize high-value use cases 
for the organization, determining the appropriate technology to make each successful. In 
the case of AI, however, insurers understand that the technology will impact all aspects 
of the industry, and it’s important to begin identifying and implementing projects within 
the organization now. Reviewing use cases where there is an opportunity for AI to add 
value and learning from other examples of insurer AI use will help the industry 
understand how to take advantage of this technology today. 

The future of AI adoption depends on the accessibility of very large data sets and hyper-
scalability, and most work will take place in the cloud. Large technology and computing 
players like AWS will be integral partners to insurers in developing AI strategies. Today, 
insurers often work with multiple startup players to access AI capabilities. However, 
external partners with expertise in the technology can help insurers develop the 
requisite in-house knowledge to evolve and take advantage of future uses of AI.  

This report provides an overview of AI technologies, a survey of use cases throughout 
the insurance enterprise value chain, an AI case study from State Auto, and five 
interviews with insurer chief information officers (CIOs) to discuss how they are using AI 
and how it has provided value to their organizations.  
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AI CATEGORIES AND USE CASES FOR INSURANCE  
AI leverages the power of modern-day machines to identify and act on novel patterns 
uncovered through the processing of big data. Aite-Novarica Group has broken down 
the umbrella term “AI” into four major categories: Audio Recognition, Image Recognition, 
Machine Learning, and Text Analysis. Each has its own set of unique insurance business 
use cases and applications. 

AI CATEGORIES 

Audio Recognition 

Voice recognition is a form of audio natural language processing (NLP) that converts a 
human voice into usable data. Voice recognition is distinct from interactive voice 
recognition (IVR) programs, relying on preset triggers and automated rules. Insurance 
use cases for audio recognition tend to fall under the umbrella of customer engagement 
and range from emotion recognition to natural language access to automated 
transactions.  

Among property/casualty and life/health/annuity insurers, voice recognition is most often 
deployed as a service function.  

Image Recognition 

Image recognition leverages AI to gather key insights during the analysis of digital 
images—one type of unstructured data that has been traditionally better resolved by 
humans than machines. With the improved pattern recognition and image processing 
capabilities of modern-day computers, AI has become a powerful image recognition tool. 
One secondary technology for image AI is photo analysis, or the ability for AI to process 
a digital image and offer pertinent insights. There are also technology applications 
beyond photos, including handwriting processing, video processing, and augmented 
reality.  

Property/casualty insurers often deploy image recognition in claims and underwriting for 
efficient damage and inspection assessments. Life/annuity insurers tend to use image 
recognition in underwriting and claims to identify document types before pushing them 
through to processing. 



 Artificial Intelligence in Insurance 

 

 

 
 
 
 

© 2022 Amazon Web Services. All rights reserved. 5 

Machine Learning 

Through ML, autonomous systems process large sets of data to glean information, 
identify novel patterns, and then continuously refine those findings. For most insurers, 
the most relevant application of ML is in advanced predictive modeling; ML applications 
add valuable next-level intelligence to traditional predictive modeling methods. Other 
applications of ML in insurance might include any area involving a complex set of data 
for interpretation, such as unstructured data analysis. 

Property/casualty insurers tend to deploy ML in underwriting and claims processes; 
life/annuity insurers tend to use ML just in underwriting. In 2020, deployment of ML by 
insurers was more widespread than previously, which indicated more successful pilots 
moving into production. 2021 deployment and pilot rates of ML continued its historical 
growth trend. Twenty-five percent of property/casualty insurers and 29% of life insurers 
were piloting ML in 2021.  

Text Analysis 

Text analysis involves identifying and extracting relevant data from a body of structured 
or unstructured text. The analysis of unstructured text showcases the true power of AI; 
unstructured text analysis is conceptually similar to NLP, only applied to text instead of 
audio.  

Property/casualty insurers tend to deploy unstructured text solutions in underwriting 
and claims, leveraging this tool to ingest claims forms and inspection reports. 
Life/annuity insurers also deploy unstructured text solutions to a far lesser extent. Use 
cases for text recognition in the life/annuity space include extracting key information 
from unstructured text, such as medical notes and incident reports used during the first 
notice of incident (FNOI) process. 

INSURANCE USE CASES  

Product/Actuarial 

Insurers are always developing new methods of leveraging data to make better pricing 
and product decisions. With the help of AI-powered tools and data analytics, product 
team data scientists can build better pricing tables and more accurately segment 
prospects and existing customers, which can help insurers manage risk better and sell 
more.  
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Sample capabilities:  

• Produce more accurate pricing models  

• Cater to highly specific customer groups 

• Provide automated insights  

Marketing 

Insurers already hold a large volume of unstructured and structured data on 
policyholders and claimants; by leveraging AI-powered insights gleaned from this 
abundance of data, insurers can build hyper-targeted marketing messaging materials 
and campaigns. Through the use of marketing return on investment (ROI) signifiers, ML 
can also analyze vast amounts of data and pick the specific media channels that boost 
sales and draw the most customer engagement. 

Sample capabilities:  

• Build more targeted marketing campaigns  

• Offer stronger data-driven messaging 

• Identify cross-selling and up-selling opportunities  

Underwriting 

Many insurers are beginning to lean on AI to improve risk assessment as a long-term 
predictive modeling strategy. Underwriting is a business area filled with automation 
opportunities; given the many points of interaction and involved parties, AI can certainly 
make a difference here.  

Sample capabilities:  

• Improve speed of inspection (and reduce costs) 

• Perform property risk analysis and offer property damage estimates 

• Identify and address churn factors  
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Customer Service  

Customer-facing insurance personnel can use AI to “work smarter” when interacting 
with customers. AI can support call center employees by providing the right information 
at the right time to the right customer through accurate prediction of (and delivery of 
information regarding) incoming customer requests. AI-enabled smart-home assistants 
can even deflect calls to call centers by answering frequently asked questions or walking 
a customer through the first steps of a home insurance claim. Here, AI ultimately 
provides policyholders with a superior customer support experience, as this 
technology—when deployed tactically—gives call center employees more time to 
address complex customer service inquiries.  

Sample capabilities:  

• Offer 360-degree customer view  

• Enable enhanced help desk support  

• Offer real-time translation enabling multi-lingual communication 

Billing  

AI can be used to analyze billing patterns to predict, for example, the likelihood of 
delinquency. AI can also be used to increase invoice processing speeds by accelerating 
or simplifying the process and reducing the risk for human errors.  

Sample capabilities:  

• Shorten invoice processing turnaround times  

• Accurately predict the likelihood of delinquency 

• Identify areas of premium leakage 

Claims  

Claims processes are data- and decision-intensive and share multiple points of 
integration with other business areas. The ability to ingest data from voice, images, and 
third-party forms is helping streamline information verification and collection. With so 
many different types of data entering the claims system (e.g., forms, images, 
unstructured documents), AI can help a claims adjuster identify and address claims fraud 
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quicker. This ultimately enables claim officers to spend more time on higher-value 
transactions and less time on simpler assignments.  

Sample capabilities:  

• Identify opportunities for subrogation 

• Identify opportunities for salvage 

• Identify claims that qualify for straight-through processing 

• Automatically route suspicious claims to appropriate fraud teams  

Compliance  

Due to the complex nature of state and federal insurance regulations, compliance teams 
often rely on heavily manual processes and tend to have few opportunities for process 
automation. Because of this, most insurers have not needed to direct their spending 
toward learning how to leverage AI to automate this process. However, AI can still be of 
use here. For example, AI can be used for searching through multiple documents to 
gather key regulatory data, which regulatory experts can process later.  

Sample capabilities:  

• Gather compliance requirements 

• Generate required documents for key transactions 

• Complete regulatory classification and obligation extraction 
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CASE STUDY 

STATE AUTO: MACHINE LEARNING FRAUD DETECTION 
State Auto deployed an ML-powered claims fraud detection solution in four months. The 
solution enabled the company to process 83% more claims, detect fraud three days 
sooner in the claims cycle, and catch 20% of the claims that would have previously gone 
unflagged. 

Business Need 

State Auto needed to improve its fraud detection and identity protection efforts without 
adding more staff, so it combined a probabilistic ML model with deterministic business 
rules. The company wanted to intelligently automate and enhance its existing human-
powered claims fraud detection methods. 

Project Team 

The vice president (VP) of claims service sponsored the project. The project team 
consisted entirely of four internal resources spanning the technology research team (one 
data scientist and one manager) and the claims fraud team (two members). 

Phases and Timeline 

The project took four months in total. Sixty percent of the time was dedicated to training 
the ML model working with the fraud report, 30% was spent seeking out new trends, 
and 10% was spent building and deploying the solution. 

Tools and Technology 

The company used open-source Python libraries to build and host the solution on AWS 
Cloud infrastructure. The solution is built on AWS Lambda—a serverless, event-driven 
compute service—and uses AWS Step Functions for orchestration. Amazon Athena and 
AWS Glue are used for the ETL layer, and Amazon Cloud Watch is used for monitoring 
and automated deployment. 

Overcoming Challenges 

Key challenges included managing time and scope changes. The project team addressed 
this challenge by defining the minimum viable product (MVP) scope, removing the “bells 
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and whistles,” using existing processes as a jumping-off point for automation, and 
integrating key selected learnings from data exploration into the new solution. 

Success Factors 

The company attributes the project success to a shared vision between claims fraud and 
data science, small teams, open discussions, and close collaboration throughout the 
process. In particular, sprint-style collaborations with frequent feedback on model 
performance between fraud experts and data scientists led to overall project success. 

Impact 

The company now processes 83% more claims, detects fraud three days sooner in the 
claims cycle, and catches 20% of the claims that previously would have gone unflagged. 
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INTERVIEWS  

Large Multi-Line Insurer  

What are the main objectives of your AI strategy? 

In the short term, efficiency and effectiveness for underwriting, claims, and customer 
engagement. More than anything, it’s probably on the efficiency side. We’ve got a 
couple of models that have been running in claims fraud and subrogation. It’s easy to 
look at a recommendation that AI makes and then look at salvage and translate this into 
a dollar figure. There’s also a life underwriting play, but it’s not deciding; it’s a triage 
engine that is helping with efficiency. Typically, when something is kicked out, it will go 
to full underwriting. 

Longer term, it will be around experience. There is ongoing competitive pressure to get 
better, faster, and cheaper. We have some cross-sell models we’re using on a limited 
basis; propensity to buy, for example. But next-best model will be another place we go. 
We need to be able to source data in the moment as well. 

What AI projects do you have in-flight?  

Most of what we have right now is ML and also deep learning. We’re starting in life 
insurance underwriting, but that’s really more triaging when our model will reject an 
applicant that could be instant-issue or fluidless. We’ll plan to get pretty heavily into 
data-driven underwriting for property/casualty within the next few years. The concern 
here will mainly be regulatory. NLP and sentiment analysis may eventually be something 
we do to detect if someone is lying and get information directly from the customer about 
potential claims fraud.  

How has AI adoption affected your operating model?  

We have to work and collaborate very gracefully with IT, as we’re using a lot of open-
source capabilities: Python, advanced analytics, etc. We have a group that does what 
looks and smells like software developers. When we start with IT engagements, we’ve 
got someone on my team who is head of the IT group but happens to know Kubernetes, 
etc.  
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What’s the biggest obstacle to AI strategy success for your organization?  

Culture issues are high. For the business, the notion of black box and explainability is a 
huge, huge roadblock. We’ve been focused on running things in parallel to build 
credibility. We have hybrid solutions that are rules-based in conjunction with a model. 
We’re also building an in-house training module to train all leaders, from supervisors to 
VPs, on what predictive analytics is, how it works, and how it’s different from rules-
based to try to build understanding.  

We’ve made inroads, but there’s a lot more to come. There’s a perceived loss of control 
in understanding how or why a decision was made. For example, we had a model a 
couple of years ago that could determine whether to hire certain agency managers. Our 
agency folks really struggled with this. The concern is that they would end up 
cannibalizing each other, but it was really hard to explain. So, we’ve been trying to 
create credibility because explainability is a challenge. 

How is your company approaching data technology?  

We have a data lake and a data warehouse. The goal is to eventually sunset the data 
warehouse. We realized that we needed to build into a data lake because it’s more 
flexible and scalable. All of our development, including data stores, is in the data lake. 
The data lake is currently on-premises, but we’re moving it to the cloud.  

What does success look like with AI strategy investments?  

True ROI is ideal. The goal is to have something to measure. With claims fraud and 
subrogation, we can look at incremental lift and money we got back that wouldn’t be 
measured otherwise. We can put a hard dollar value on those metrics. Subrogation and 
fraud ended up being big-ticket items: they weren’t just about opportunity cost; we 
were saving real money. On something like underwriting, it’s about staff time 
measurements. We try to look toward those sorts of very tangible measures. You can 
attribute things like sales lift, retention, reduction of cycle times, plus implied customer 
satisfaction.  

Are you a build or buy organization for AI tools?  

For us, it’s both. If you’re engaging my group, it’s a custom build. There are some 
business units, though, like claims, which will look for a very specific solution to tackle a 
problem, like taking a picture of a car bumper to generate FNOL and estimate claim 
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value. Some third parties are just going to have a ton of data we couldn’t replicate. There 
are going to be some of these point solutions that just make sense. If it’s something like 
claims fraud, those solutions make sense to build since we’ll have more flexibility.  

How do you see the future of AI?  

Explainability, credibility, and the art of the possible are where we’ll have to go. We’re 
also not sure where the regulatory world will go. What I can tell for now is that 
regulation is concerned about external data—facial recognition models, picking up 
people correctly, etc. Getting our own data from the customer is going to be important, 
plus making it easy for them. Agents will also be empowered by AI to determine 
whether a person is a good risk or not. This future is exciting, but we’ll have to see 
where the regulators go. 

LARGE AUTO INSURER  

How did you build an AI strategy and team? 

Five years ago, I created a new department called “strategic technology research.” We 
were modernizing our platform, and I wanted a group running down the trail exploring 
things so I wouldn’t drag the whole department down the path. One area of exploration 
was around ML and different uses of predictive analytics. I tried to be practical. The 
original mission was to stay half a mile down the trail. As we got to a better 
understanding of what we could and couldn’t do with ML, we pulled our team into a 
quarter of a mile.  

Eventually, we brought in five data scientists plus a new head of data. We now use 
open-source stuff, and it’s operationalized. We’ve been partnered with Amazon and also 
use a lot of our own DevOps for operationalization.  

What business cases is AI addressing for your company? 

We’ve spent a couple of years working with claims, doing some ML work with fraud. 
We were able to get much better results than a tool we were paying half a million for, 
which only ran once in the claims life cycle. Our model now runs constantly and is a 
constant claims predictor of fraud. Our fraud team loves it. 

We’re also exploring AI for underwriting augmentation (not automation). A lot of people 
think of AI or ML as a magic bullet. But underwriting is like finding a needle in a 
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haystack. There will be a lot of needles. What we do with ML is hand a bunch of needles 
with some hay in it to underwriters. There will be false positives, but there will also be 
more meaningful things to address. 

Does your company have any live AI projects?  

We use a lot of NLP models for voice stream, and we moved to Amazon telephony. 
Initially, we trained algorithms to look for sentiment analysis. We had 400 people talking 
to customers with FNOL. Auditors listened in on phone calls over four minutes, and they 
would listen for the greeting and exit. Sometimes customers would disconnect calls 
because we weren’t connecting. Eventually, call center agents were trained on 
sentiment analysis. Eventually, we want to build a new model to predict why someone is 
calling. 

We also work with insuretech startups for roofing imagery. We want to understand roof 
quality, and we don’t want to mess with that. We trained algorithms to look for things 
like pools, trash, etc. It holds a lot of promise, and there’s a lot of upsides for commercial 
as well.  

How has your tech stack evolved to accommodate AI? Are you on-premises or in 
the cloud?  

When we first started, we put together a couple of homebrew servers. They were very 
fast, and we could put data through them, but it was all on-premises. Now, everything 
we do is with Amazon in the cloud. We have a strong partnership with them. Amazon 
ML experts are working side-by-side with our team, teaching us how to fish. It’s less 
about understanding algorithms, and it’s more about how to build up DevOps in the 
Amazon stack. It’s also to bring their expertise in areas like sentiment analysis. I pulled a 
team in to focus more on operational implementation. We went from a more exploratory 
route toward actual productivity gains, and it’s going to translate to a 3x to 4x 
proposition for us in the next couple of years.  

How did you get executive support and funding for AI projects? 

We don’t really have an innovation group; it’s what we do all day, every day. I have a 
budget, and I went ahead. I talked to our board, and the senior team was aware. We 
don’t always have the most forward-thinking business leaders, but I was able to explain 
to our chief executive officer (CEO) what we were doing. I got operationally focused, so 
it wasn’t some esoteric exploration that wasn’t in coordination with the business. There 
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was trepidation based on prior life experience that wasn’t related to what we were 
doing but was still a challenge to overcome.  

How do you measure success with AI?  

One thing our CEO prioritized was getting smart metrics. Initially, we implemented 
metrics that were conflicting and went against our goals, so we got rid of them. Now, 
we operate in a very different way. We don’t have key performance indicators (KPIs) on 
how we’re doing ML work. My charter is to go out in the world and do good things and 
develop relationships and a following. We do have some external partnerships, but at 
this point, our internal teams are better. I do track productivity lift as a KPI for the 
organization. Our strategic objective for the end of 2022 was to double the size of our 
company but keep staff flat. The goal was for ML to take on more and for us to get to the 
loss ratio side of profit and loss vs. expense ratio. 

What is the role of talent in AI strategy? 

Companies that have the architectural framework to consume more data are going to 
understand risk better over time. And that engine will be powered by ML. But it’s not 
about compute, and not about storage; it’s about the talent you have on your team to 
understand data better. We’re at the beginning, focusing on productivity. But the 
mission of our team will be to differentiate.  

LARGE COMMERCIAL INSURER  

How would you describe your AI strategy?  

At the moment, we’re in our infancy. AI is done more on a one-off basis within individual 
groups. There is no cohesive strategy just yet, though there’s a huge opportunity to do 
so. That’s where we are right now. With that said, I’m looking at opportunities to drive a 
cohesive strategy from a business perspective from the digital office. 

What projects are your company implementing, and in which functional areas? 

We’re exploring AI mixed with some cognitive capabilities. The way in which we were 
servicing business was different in the pandemic. So, we’re trying to figure out if there 
were opportunities there. We’re also applying AI to actuarial to inform loss costs and 
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help determine what certain outcomes will be. It would take an analyst 100 days or 
more to determine and decide based on information, and AI can create some efficiency.  

We’re also using text analysis with claims since we have a ton of unstructured 
information. We’re using AI and NLP to understand if there are trends in the information 
that we’ve gathered from injured workers. In workers’ comp, there might be an issue, 
say, with an insured with multiple co-morbidities. 

How does your tech stack factor into AI adoption?  

We’re at the precipice of maturing infrastructure to support this. We’re trying to figure 
out how to move from on-premises to the cloud. We have a self-managed cloud, and 
we’ll eventually try to move our core infrastructure to our core provider’s cloud. In 
general, we’re using a lot of technologies from partners. For actuarial, for example, the 
most effective methodology has been a partnership rather than doing it on our own. We 
also have some partnerships with third-party vendors for things like messaging and 
generally appending other information in our AI ecosystem.  

What are some challenges your team is facing?  

Legacy data is one. Not only legacy data, but there’s just legacy data we can’t even get 
to without going through a very manual process in an antiquated system. We’re still 
putting information into legacy-type platforms. Unfortunately, we also cycle through 
data scientists. We’re losing them to other insuretech startups and tech companies. 
Legacy platforms are also a hindrance; we had an expensive transition but to a version 
that now needs to be updated again.  

Do you measure AI success? 

We can’t measure directly, but we have metrics. Financial and cost avoidance for claims 
are examples. We try to establish benchmarks and targets we need to hit and then 
metrics that make sense. You don’t know what you don’t know, and everything that gets 
measured gets attention. If we can identify what the value is and quantify it, that will 
help us to prioritize investments better. 

How do you see AI strategy evolving for the insurance industry in the future? 

AI, while still maturing in the industry, is going to be pretty critical in terms of 
maximizing our understanding of the infinite amount of data and in terms of how we 
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provide data back out to the customer. There will be extreme importance for us and the 
industry. Organizations exploring and adopting AI capabilities will far surpass those that 
sit on the sidelines.  

MIDSIZE COMMERCIAL INSURER 

How is your company approaching AI? 

We’re going through a core upgrade which will consume us for a couple of years. 
Anything we do around AI will come from the AI practice. We have an established 
innovation group, and innovation really isn’t a second thought around here. We have an 
innovation group doing AI work, but not an overall AI strategy for the organization.  

At current, we’re exploring AI for use cases like image recognition and machine vision. 
We’re partnering with an external vendor on this. Anytime we can meet a business need 
or solve a business problem and bring it in as a SaaS offering and integrate with some of 
our tools, that’s our preferred first step. Ideally, we find something we don’t have to 
build that someone has already done the analytics on. 

Are you deploying AI on-premises or in the cloud?  

We always seek to do as much in the cloud as possible. We were previously on-
premises; when all you have is a hammer, everything looks like a nail. Previously, 
everything had to be on-premises. In the past few years, we put up our own AWS 
private cloud, and, where possible, whenever we’re looking at solutions, we’re going to 
go to a SaaS model. Our new core system will be in the cloud. Everything should be 
cloud-based where it can be. This hasn’t been an AI-specific change; we’re also 
upgrading our warehouse, and we’re researching data lakes.  

Have you had any major challenges in deploying AI? 

Culturally, there really hasn’t been a struggle at all. When we roll these solutions out to 
business units, they’re so thrilled to have efficiency and productivity tools that make their 
lives easier that they could care less what they’re doing or how they’re built. The biggest 
things for us are time and resources. There is so much work in front of the team as is; 
there’s not a lot of time for experimentation and R&D. These often fall to innovation, and 
we also have limitations. 
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How do you measure the success of an AI investment? 

Part of our practice around innovation is providing expertise, vetting, and funding. Our 
partners fill out a business brief. Within each brief, we establish metrics for success. 
Before the project, we lay out metrics we want to deliver on. We establish a hypothesis. 
Most business owners are reluctant to hang themselves out there with hard metrics. So, 
we say, this is what we know today. Things can change, and we’ll adjust numbers if we 
have to over the course of the proof of concept (PoC). We then balance and measure 
against that metric to see the PoC was successful.  

LARGE LIFE INSURER  

What has been your approach to AI thus far? 

The easiest way to describe our AI strategy is both internal and external. Our approach 
has been to develop AI within organizations in places that make strategic sense. We’re 
not going to be competing with massive AI companies with all the data scientists they 
have. Where we want to play, from a strategic sense, is taking ML models and 
customizing them in a way that makes sense for the organization. We won’t invest in 
machine vision, but we see something like NLP as a huge opportunity.  

Within underwriting, we see strategic investment here too. We like to leverage internal 
and external data scientists. For some projects, we don’t have the skill set, and hiring for 
that can be difficult. We’ve all experienced the data science talent hiring problem. We’re 
hiring consultants to get us to a spot where we can bump ourselves up. We also 
leverage prebuilt models. Some are vended, others are open source. We’re also looking 
at PaaS models and leveraging them as APIs.  

Are you targeting any functional areas in particular with AI?  

We’re looking at intent recognition within the call center. But we won’t actively develop 
for this. We’ll look to an external vendor. Also, anything that deals with contracts is a 
huge opportunity—legal, reinsurance, and new policies. And finally, one of the top 
places we want to deploy AI is for mergers and acquisitions. M&A is a huge way 
companies in the market are growing. We could generally look at data and see where 
new companies can provide value. Right now, the way we evaluate success is based on 
individual projects. We’re also in the process of determining what organizational KPIs 
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should look like. Some high-level KPIs we’re looking at are efficiency gains, risk, and 
reducing risk associated with human error. 

What does increased AI adoption mean for core system integrations? 

We haven’t had to do a lot of integrations into existing systems. A lot of the way we’re 
leveraging AI is external while providing elements back in. We haven’t had to truly 
integrate. All of our AI use has been external to policy admin systems. If we’re using it, 
it’s supplementation or augmentation. It’s not really embedded.  

We’ve taken an approach where AI is providing value, but it’s a layer on top of 
everything. A lot of our automation leverages AI as part of the process. It’s been more of 
an augmentation to the side. We’re also doing a whole project around the ingestion of 
mail and automating this process. AI is in this process determining intent and such, and 
this is probably the first use case where AI is really embedded. 

What are some roadblocks your organization is facing? 

Cultural issues are up there. People see AI as a magical thing that will understand 
everything you ask it to do, which is not what AI is. There’s a bit of a battle between 
actuarial and IT around AI and who needs to own it. This is a growing pain that we need 
to work through. Infrastructure is also an issue. Our policy admin systems are still 
mainframe-based, which poses limitations in access. We’re prevented from truly 
integrating with these systems. 

How do you see AI strategy evolving in the future for your organization? 

As an organization, we see this idea of AI-first continuing to progress. We see 
embedding it in everything new that comes in and finding some way to apply it. The life 
space is interesting because historically, no one likes to touch underwriting. But we’ve 
seen some cracks in that giant protective wall. Honestly, the biggest thing I see moving 
forward in life is regulation. How we react to that and how we’re prepared for that will 
be significant. Historically, we’ve avoided a lot of customer-based AI projects because of 
regulation. 
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CONCLUSION 
One problem with emerging technology like AI is that it’s still emerging, and the 
potential value for the organization is not yet fully clear. Insurers are used to making 
technology investment decisions based on high-priority use cases with a calculated ROI. 
There is a general understanding that AI will have a positive impact on many parts of the 
industry, but that’s another way of saying that the exact impact has not yet been 
calculated.  

One way to bridge this gap is to look at insurer AI case studies with measured results 
and listen to peers in the industry who can talk about the real-world value delivered. 
Insurers can then review use cases at their organizations primed for improvement 
through AI and make a case for internal investment: 

• AI is a broad category that includes ML for data analytics, machine vision for image 
recognition and processing, audio recognition for handling sound and voices, and 
text analysis for understanding language and documents.  

• A “use case first” approach can still be taken even with the starting goal of deploying 
AI across the enterprise. Each insurer will have different priorities. The key is to 
identify the use cases that have a high value for the business that will also benefit 
from an AI investment.  

• AI requires large data sets and scalable computing to provide real value. The case 
studies providing measured success results almost always have strong partnerships 
with third-party platform and service providers. Insurers should be looking toward 
partnerships with companies like AWS to make their AI investments a success.  

• Infrastructure and systems readiness are crucial for implementing AI fully, yet 
equally important are data science skills to bring expertise in-house and reduce 
vendor dependence. It’s also important to note that AI adoption will require a cultural 
shift in the way insurers consider success beyond hard ROI. Measuring success with 
AI is as much about operational and business gains as it is positioning for future 
advantages that may not be immediately apparent today.  
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About Amazon Web Services 
For over 15 years, Amazon Web Services has been the world’s most comprehensive 
and broadly adopted cloud offering. AWS has been continually expanding its services to 
support virtually any cloud workload, and it now has more than 200 fully featured 
services for compute, storage, databases, networking, analytics, machine learning and 
artificial intelligence (AI), Internet of Things (IoT), mobile, security, hybrid, virtual and 
augmented reality (VR and AR), media, and application development, deployment, and 
management from 84 Availability Zones within 26 geographic regions, with announced 
plans for 24 more Availability Zones and eight more AWS Regions in Australia, Canada, 
India, Israel, New Zealand, Spain, Switzerland, and the United Arab Emirates. Millions of 
customers—including the fastest-growing startups, largest enterprises, and leading 
government agencies—trust AWS to power their infrastructure, become more agile, and 
lower costs. To learn more about AWS, visit aws.amazon.com.  

https://cts.businesswire.com/ct/CT?id=smartlink&url=https%3A%2F%2Faws.amazon.com&esheet=52549184&newsitemid=20211212005164&lan=en-US&anchor=aws.amazon.com&index=3&md5=9bbd974155ac044af1116a166a72c517
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ABOUT AITE-NOVARICA GROUP 
Aite-Novarica Group is an advisory firm providing mission-critical insights on 
technology, regulations, strategy, and operations to hundreds of banks, insurers, 
payments providers, and investment firms—as well as the technology and service 
providers that support them. Comprising former senior technology, strategy, and 
operations executives as well as experienced researchers and consultants, our experts 
provide actionable advice to our client base, leveraging deep insights developed via our 
extensive network of clients and other industry contacts. 
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