=: EasySend

Decoding digital:
The impact of Al and
ML on the insurance
value chain




Table of Contents

The Rising Influence of Al in the Insurance Industry
The State of Al in Insurance

The Impact of Al and ML on the Insurance Value Chain
Licensing & Reinsurance

Compliance & Regulatory Affairs

Product Development

Distribution & Sales

Data Collection: Submissions & Logging
Underwriting & Rating

Underwriting

Rating

Quoting & Binding

Policy Issuance

Premium Billing

Policy Maintenance & Customer Support

Claims Processing & Settlement

Data Analytics & Business Intelligence

EasySend Decoding digital: The impact of Al and ML on the insurance value chain

"

13

15

17

21

22

23

25

26

28

30

31

35

37




The insurance industry is facing a number of challenges, including increasing

competition, rising costs, and changing customer expectations. Artificial intelligence
(Al) is emerging as a powerful tool that can help insurers address these challenges and
improve their operations. This ebook delves into the key types of Al technologies making
waves in the sector, their specific applications, and how they are reshaping traditional
insurance processes throughout the insurance value chain.

The Rising Influence of Al in the
Insurance Industry

Al is at a pivotal point in the insurance industry, teetering on the edge of revolutionary change. As
technologies mature, we can only expect to see more ingenious applications emerge, fundamentally
altering the landscape of the insurance business.

By understanding the current state of Al adoption and maturity across various sectors, insurance
companies can better position themselves for the inevitable wave of digital transformation.

The State of Al in Insurance

The global market for artificial intelligence (Al) ininsurance is not just growing—it's booming. In 2022, the
market was valued at approximately $4.59 billion, but by 2032 it is projected to skyrocket to nearly $80
billion. That represents a Compound Annual Growth Rate (CAGR) of 33.06% between 2023 and 2032.

Artifical Intelligence (Al) in insurance market size, 2022 to 2032 (USD billion)

80 $79.86

2022 2023 2024 2025 2026 2028 2029 2030 2031 2032 2033

Source: Precedence Research

Altechnology is becoming increasingly widespread in the insurance industry. A recent survey found that
72% of insurers are using Al in some capacity, and this number is expected to grow in the coming years.
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The Landscape of Al Adoption Across
Insurance Sectors

A recent survey highlighted that a staggering 72% of insurers are already harnessing Al technologies,
a figure anticipated to climb even higher in the years ahead. However, the extent of Al adoption varies
depending on the line of insurance and the nature of the business.

The Property and Casualty (P&C) insurance sector is leading the pack in Al adoption, especially within
commercial lines. This can largely be attributed to the abundance of data available, which Al can effectively
analyze to optimize pricing, fraud detection, and claims processing.

In contrast, the life and health insurance sectors are lagging but catching up. Their slower pace is due to
having fewer data sets and the relatively recent introduction of Al in these areas. However, as technology
matures, these sectors are expected to increase their adoption rates.

Lines of Business Insurance Type AdoptionLevel Use Cases

p&cC Personal High Frggd dete_ctlon, risk as:sessment,
pricing, claims processing

P&C Commercial Medium Fraud detectlo.n, claims processing,
customer service

Life Individual Low Risk a§sessment, pricing, retirement
planning

Life Group Medium Risk assessment, pricing, underwriting

Health Commercial Medium Risk ass.essment, pricing, claims
processing

Health Personal Low Risk assessment, personalized health

plans, preventive care

#
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Al Across Insurance Value Chain

Yet, the maturity of Al technology in the insurance industry varies depending on the specific application.
Some applications, such as fraud detection, are relatively mature, while others, such as claims processing,
are stillin the early stages of development.

General
Maturity Level

Value Chain Description

Develop new insurance products tailored to specific customer
needs or segments, aiding competitive advantage and Emerging
business growth.

Product
Development

Streamline underwriting by automating data collection,

Underwritin Emergin
. 9 analysis, and policy issuance, leading to increased efficiency g. 9
Automation . to medium
and cost reduction.
Automate tasks such as regulatory change monitoring and Emerain
Compliance report generation to reduce risk of non-compliance and to hi g:] 9
associated penalties. 9
Fraud Analyze various data types, including claim history, medical
] records, and social media, to identify potentially fraudulent High
Detection .
claims.
Risk Evaluate risk factors like driving behavior, health conditions,
and credit scores to price premiums more accurately and Medium
Assessment . . : .
identify high-risk customers.
. Monitor and manage large-scale risks like natural disasters .
Risk e . Emerging
and cyberattacks, aiding in asset protection and loss .
Management . to medium
minimization.
Leverage Al algorithms to create more accurate and fair
More Accurate

.. pricing models, enhancing competitive advantage and Medium
Pricing Models .
customer retention.
Speed up claims processing by automating tasks such as
claims intake, document verification, and adjudication,
thereby reducing costs and enhancing efficiency.

Faster Claims
Processing

Emerging
to medium

Employ chatbots and other Al tools to answer customer .
Customer . . . Emerging
queries and resolve issues around the clock, reducing .
to medium

Service .
reliance on human agents.
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Emerging: These are newer applications of Al technology that are still being developed and tested but
show promise for future impact.

Low: These applications have some implementations but are not yet widespread. The technology and
methods may still be evolving.

Medium: These applications have seen wider adoption and are closer to becoming industry standards.
They offer clear benefits but may still have room forimprovement.

High: These are mature applications of Al, commonly used across the industry. They offer significant
benefits and are considered reliable.

Potential applications of new data in marine insurance Source: Swiss RE Institute
Reinventing Real-time awareness of risk exposure to minimize loss concentration (eg,
risk analysis of ports or high-risk regions where more than one ship of a fleet are
management at the same time).
. Enhance underwriting with data-driven behavioural risk factors (eg, speed
Behavioural . : . .
e analysis, delayed maintenance, allow underwriters to form a behavioral
underwriting

profile of a vessel).

More accurate Combining traditional vessel inspection data and new risk indicators to
pricing models  improve the accuracy of pricing models.

New data can also help in claims adjudication. Comparing recent vessel
activity with historical journey profiles can help determine if the vessel was
moving differently.

Faster claims
examinations

The use of Alin the insurance industry is still in its early stages, but it has the potential to revolutionize the
way that insurance is delivered. As Al technology continues to develop, we can expect to see even more
innovative and sophisticated applications of this technology in the insurance industry.




Artificial Intelligence Technology
& Applications in Insurance

Artificial Intelligence

Machine Natural Language Computer Robotic Process
Learning (ML) Processing (NLP) Vision Automation

Supervised Learning
(Deep learning, Speech
Decision Trees)

Unsupervised
Learning (Clustering)

Text

Type of Al . .. T
Technology Description Application in Insurance
Machine Enables computers to learn without Fraud detection, risk assessment,
Learning explicit programming. pricing
Deals with the interaction between Extracting information from text
Natural Language .
. computers and human (natural) documents, understanding customer
Processing (NLP) . .
languages. queries, generating chatbots
Computer Processes information from Fraud detection, claims processing,
Vision visual data. underwriting
RPA Rule-based automation Data entry, customer service, claims
of routine tasks. processing
oo iR
- N
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Al Applications in Insurance

Al Applications

in Insurance

Applications within
the Insurance Space

Image
Recognition

Natural Language
Processing (NLP)

Predictive
Analytics

Chatbots and
Virtual Assistants

Automated
Workflow
Management

Fraud Detection
Algorithms

Sentiment
Analysis

loT Integration

Initial Damage Assessment,

Repair Cost Estimation,
Underwriting

Claims Data Interpretation,
Automated Document

Verification, Customer Support

Claim Likelihood Prediction,

Fraud Detection, Risk
Assessment

Customer Support During
Claims, Automated
Claims Intake, Policy
Recommendations

Claims Sorting, Assigning
Adjusters, Automated
Correspondence, Policy
Administration

Real-time Fraud Flagging.
Anomaly Detection,
Application Screening

Customer Sentiment
Monitoring, Process
Improvement, Customer
Retention

Real-time Data Support,
Telematics-Based Claim
Verification, Personalized
Pricing

Accelerates claim settlements and
underwriting by rapidly estimating repair
costs and property values, mitigating the
need for physical assessments.

Minimizes manual review, boosts operational
efficiency, enhances customer support,

and expedites claim approvals and policy
issuance.

Proactively allocates resources, detects
fraud, informs underwriting decisions, and
thus mitigates financial risks.

Enhances user experience, alleviates
human staff workload, minimizes claim filing
errors, and provides personalized policy
recommendations.

Augments operational efficiency by reducing
manual tasks and the likelihood of human
error across the insurance lifecycle.

Reduces operational costs by swiftly filtering
out fraudulent claims and applications,
expediting legitimate ones.

Enhances customer satisfaction by
identifying and addressing process pain
points, thereby improving retention rates.

Increases claim assessment accuracy,
reduces processing time, informs data-driven
decision-making, and enables personalized
pricing based on real-time data.
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The Impact of Al and ML
on the Insurance Value Chain

Licensing & Reinsurance Compliance & Regulatory Affairs Product
Development Distribution & Sales Submissions & Data Collection

Underwriting & Rating Quoting &Binding Policylssuance Premium
Collection Claim Processing & Settlement Customer Service &
Support DataAnalytics & Business Intelligence

Harnessing Al and ML across the entire insurance value chain—from risk evaluation to customer service—
insurers can make data-centric decisions that translate to heightened efficiency and profitability. Through
intelligent use of these technologies, insurers are better equipped to manage risks, control costs, and
deliver exceptional customer experiences while continuing to offer competitive products. Let's delve into
how Al and ML are impacting each segment of the insurance value chain:

Stage Al/ML Opportunities

- Automate the license verification process
« Predictive analytics for optimal reinsurance contracts
« Al-driven due diligence for reinsurance partners

Licensing
& Reinsurance

- Auto-validate policy against current laws
+ Flag potential compliance risks in policy drafts
« Automate submission of regulatory filings and compliance reports

Compliance
& Regulatory Affairs

« Automated data analysis for market trends
Product Development + A/Btesting of policy features based on simulated models
+ Machine Learning for product recommendation engines

« Virtual training programs for agents
Distribution & Sales « Automated customer segmentation and personalized marketing
+ Predictive analytics for lead scoring and prioritization

- Standardize submission process
- Automate data parsing and validation
+ ML-based document recognition and sorting

Submissions
& Data Collection

« Highlight key factors for risk assessment
Underwriting & Rating + Validate analysis, provide go/no-go recommendations
+ Optimize premiums using ML algorithms

- Auto-generate quotes with detailed factor analysis

Quoting & Binding « Checklists for negotiation points
- Real-time adjustments to quotes based on market dynamics
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Stage Al/ML Opportunities

- Automate final policy checks and approvals
Policy Issuance - Automatic issuance of digital policies
- Real-time validation against compliance database

« Automate invoice generation and reminders
Premium Collection « Implement fraud detection in payment process
+ Predictive analytics for identifying late-payment risks

- Automated initial assessment via image recognition
+ Al-assisted calculation of settlement amounts
« Predictive analytics for claims prioritization

Claim Processing
& Settlement

+ Chatbots for 24/7 customer service
- Sentiment analysis for improved customer interactions
- Al-based FAQ generation based on customer behavior

Customer Service
& Support

+ Real-time risk monitoring
- Advanced predictive analytics for future trends
- Al-powered scenario analysis and stress testing

Data Analytics
& Business Intelligence
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Al TECH

Customer
Service

Chatbots,
Virtual Assistants,

Sentiment Analysis,

Natural Language
Processing

EasySend Decoding

Sales &
Distribution

Recommendation
Algorithms,
Automated
Marketing
Campaigns,
Customer
Segmentation,
Al-Driven Lead
Scoring

impact of Al and ML on the insurance value chain

Underwriting
& Rating

Predictive Analytics,
Dynamic Pricing
Algorithms,
Behavioral Analytics,
Risk Modeling,
Al-Driven
Underwriting Models

Policy Servicing
& Admin

OCR (Optical
Character
Recognition),
Workflow
Automation,
Document
Verification,
Automated
Renewal Ale

Claims
Management

Image Recognition,
Natural Language
Processing,
Predictive Analytics,
Fraud Detection
Algorithms,
Anomaly Detection




Licensing & Reinsurance

Licensing is the process of obtaining permission from a government agency to sell insurance. The goal
of licensing is to protect consumers from fraud and to ensure that insurers are financially sound.

Reinsurance is the process of transferring some of the risk of an insurance policy to another company.
The goal of reinsurance is to reduce the amount of risk that an insurer bears.

Al Impactin Licencing & Reinsurance

In the licensing and reinsurance stage, Al and machine learning technologies empower insurers to more
accurately assess their risk profiles. This facilitates better risk sharing between insurers and reinsurers,
optimizes capital allocation, and even allows for dynamic reinsurance placement based on real-time risk

evaluation.

Better Risk Sharing

Enhanced data and predictive models allow
for equitable terms between insurers and
reinsurers, leading to better risk-sharing and
potentially lower premiums for consumers.

More Competitive

Reinsurance Pricing

Efficient processes and a deeper understanding
of risks contribute to more competitive
reinsurance pricing, which may also translate
to cost savings for policyholders.

Reinsurance Optimization

By leveraging Al and ML for data analysis and
risk assessment, reinsurers can craft more
effective and cost-efficient reinsurance
strategies.

Dynamic Reinsurance Placement

Al analytics enable real-time adjustments in
reinsurance coverage, making companies more
agile in response to changing risk profiles and
market conditions.

Risk-Based Capital Allocation
Advanced modeling assists in allocating capital
based on risk, optimizing capital efficiency and
enhancing financial stability.

~

Automated Compliance

and Reporting

Compliance and regulatory reporting are
streamlined, reducing costs and risks
associated with human error, while also
enabling quicker adaptation to regulatory
changes.

Operational Efficiency

Automated processes reduce the manual
workload, freeing up resources for strategic
planning and customer engagement.

Resilience and Agility

Al-powered tools enable companies to be
more resilient and agile, easily adapting to new
market conditions or regulatory changes.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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By incorporating these Al-powered technologies, insurers not only improve their risk management and
compliance but also make strides in customer satisfaction, operational efficiency, and overall resilience.

Efficient
Reinsurance
Placing

Algorithmic
Trading

Automates the process of identifying
and selecting reinsurance contracts,
reducing the time and effort required.

More competitive
reinsurance pricing

Portfolio Risk

Real-time Data

Provides a nuanced, real-time

understanding of portfolio risks, aiding

Better risk sharing,

Understanding Analytics . . L. Reinsurance Optimization
in reinsurance contract negotiations.
i L Uses historical data to forecast future Dynamic Reinsurance
Future Risk Predictive . . . .
. . risks and capital requirements for Placement, Risk-Based
Forecasting Modeling . . . .
better reinsurance planning. Capital Allocation
Contract Automated Automates the validation of Streamlined Compliance,
r
Validation Contract reinsurance contracts to ensure terms Reduced risk of contractual
Validation are met and errors are minimized. errors
Continuously assesses portfolio risks ~ Dynamic Reinsurance
Dynamic Risk  Real-time Data i . p . Y .
. to allow for real-time adjustments in Placement, Risk-Based
Assessment Analytics . . .
reinsurance coverage. Capital Allocation
Utilizes Al to determine the level of risk Risk-Based Capital
Capital Risk-Based . . . - . P .
. . associated with various assets, aiding  Allocation, More efficient
Allocation Modeling

in capital allocation decisions.

use of capital

*
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Compliance & Reqgulatory Affairs

Compliance in the insurance industry is the strict adherence to legal and regulatory guidelines imposed
by governing bodies. It's a cornerstone for establishing trust and legitimacy, aimed at protecting both
consumers and market stability. Given its complexity, which often involves interpreting intricate legal
texts and adhering to ever-changing regulations, compliance can be resource-intensive and fraught
with risks of human error or oversight.

Compliance is a complex task that involves interpreting intricate laws and regulations. Al significantly
streamlines this process, offering automated regulatory text interpretation, real-time monitoring, and
automated reporting, thereby reducing the risk of costly compliance failures. Al-powered compliance
tools assist insurers in monitoring and adhering to ever-changing regulatory requirements, ensuring

compliance across the value chain.

Al Applications in Compliance

The use of Al in licensing and reinsurance can have a number of positive impacts, including:

Early Identification

of Non-compliant Activities

Anomaly detection algorithms allow insurers
toidentify and rectify non-compliant activities
before they escalate into more serious issues.

Reduced Risk of Regulatory Fines
and Sanctions

Overall, the use of Al for compliance significantly
decreases the risk of missing or misinterpreting
regulations, which in turn reduces the risk of
financial penalties.

A4

Efficient Compliance Monitoring

With Al's real-time analytics, compliance
monitoring becomes a real-time activity,
enabling quick adjustments and ensuring
continuous compliance.

Regulatory Reporting Automation
Al-driven systems automate the generation
and submission of regulatory reports, reducing
manual errors and saving time for compliance
teams.

Risk-Based Compliance Strategies

Al and ML enable insurers to adopt risk-based
compliance strategies, prioritizing resources
to focus on areas with higher compliance risks.

L

Automated Record Keeping

and Audit Trail

Al and ML streamline record keeping,
maintaining an accurate audit trail of
compliance activities for regulatory audits and
reporting.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Use Case

Al-Powered
Tech

Description

Regulatory
Text
Interpretation

Anomaly
Detection

Audit
Enhancement

Automated
Reporting

Compliance
Monitoring

Risk-Based
Strategies

Record
Keeping &
Audit Trail

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Natural
Language
Processing
(NLP)

Anomaly
Detection
Algorithms

Al-Powered
Audit Tools

Regulatory
Reporting
Automation

Real-Time
Analytics

Machine
Learning (ML)

Automated
Record
Keeping

Automatically interpret complex

regulatory texts, reducing the
time and effort required for
manual interpretation.

Continuously scan data

and operations to identify
deviations that might indicate
non-compliant activities.

Enhances audit capabilities by

analyzing large datasets quickly

and accurately.

Automate the generation and
submission of mandatory
regulatory reports.

Monitor compliance activities
in real-time, allowing for
quick adjustments to remain
compliant.

Employ advanced analytics to
prioritize resources based on
levels of compliance risk.

Maintain an accurate and
automated audit trail of all
compliance activities.

Significantly reduces the risk of
misinterpreting regulatory texts,
ensuring full compliance.

Allows for early identification and
rectification of non-compliant
activities, reducing the risk of fines
and sanctions.

Enables faster, more accurate
audits, contributing to overall
compliance and reduced risk of
penalties.

Streamlines the reporting process,
reducing manual errors and
ensuring timely compliance.

Enables efficient and continuous
compliance monitoring, allowing
for quick adjustments to ensure
ongoing compliance.

Enables a more strategic allocation
of resources by focusing on
higher-risk areas, optimizing
compliance efforts.

Streamlines record-keeping
processes and ensures a detailed,
accurate audit trail for regulatory
review.
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Product Development

Product development: This is the process of creating new insurance products. The goal of product
development s to create products that meet the needs of customers and that are profitable for the insurer.
Product developers conduct market research to identify potential customer needs and then design
products that meet those needs. They also work with actuaries to determine the pricing of the products.

The development of new insurance products is undergoing a revolution thanks to Al technologies. From
predictive modeling to Al-driven underwriting, the technology allows insurers to create more targeted

and financially sound products, often with quicker go-to-market times.

Al Impact on Insurance Product Development

Faster Iteration

Using simulation models and real-time
analytics, companies can quickly refine and
iterate product offerings without waiting for
long-term customer data.

Niche Product Creation

Customer segmentation and targeted risk
assessment allow for the development of
specialized insurance products, catering to
niche markets that may have been overlooked.

A4

Faster Time to Market

Automated compliance checks can
significantly speed up the process of launching
a new product, avoiding delays that can be
detrimental in a competitive market.

Competitive Differentiation

By using Al to develop more targeted, flexible,
and cost-efficient products, insurance
companies can differentiate themselves more
effectively in a crowded marketplace.

Data-driven Product Innovation

Al and ML empower insurers to analyze
customer data and identify emerging trends,
enabling the development of innovative
insurance products that cater to specific
customer segments.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Use Case

Al-Powered
Tech

Description

Accelerate
New Product
Launch

Enhance
Risk Profiling

Predict
Future Claims

Increase
Policy
Flexibility

Target
Underserved
Markets

Optimize

Product
Profitability

Outmaneuver
Competitors

Refine Existing
Products

Adapt to
Market Trends

Rapid Product

Experimentation

Optimize
Product
Features

Regulatory
Compliance
Automation

Al-Driven
Underwriting
Models

Predictive
Modeling

Dynamic Product
Features

Customer
Segmentation
Algorithms

Cost-Benefit
Simulation

Automated
Market Scanning

Automated
Feedback
Analysis

Automated
Market Research

Simulation
Models

A/B Testing

Automates the compliance
check process to meet legal
requirements.

Uses refined algorithms to
tailor underwriting criteria.

Uses historical data to predict
claim frequencies.

Allows real-time adjustment
of policy terms based on
analytics.

Identifies and targets
customer segments that are
currently underserved.

Simulates the financial
effectiveness of different
product features.

Analyzes market and
competitor offerings
to identify gaps.

Analyzes customer reviews
to suggest refinements in
products.

Uses real-time data
to identify emerging trends
and customer needs.

Simulates different product
variants for quick testing.

Tests different product
features on segmented
customer groups.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain

Speeds up time-to-market
for new products.

Enables creation of targeted,
specialized insurance products.

Enables more accurate
pricing and product design.

Enhances customer
satisfaction by offering
flexible terms.

Opens new market segments
and revenue streams.

Informs decision-making
for feature inclusion,
enhancing profitability.

Helps to position new products
in less competitive spaces.

Enables continuous
improvement, enhancing
customer satisfaction.

Facilitates quick adaptation
to market changes.

Speeds up the iterative process,
allowing for quick refinements.

Enables data-driven decisions
on feature optimization.
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Distribution & Sales

Policy distribution: This is the process of making insurance policies available to customers. The goal of
policy distribution is to reach as many potential customers as possible. insurers use a variety of channels
to distribute policies, including direct sales, independent agents, and brokers

Al significantly impacts how insurance products are distributed. Advanced algorithms can match products
to customer profiles more effectively, while chatbots and automated service platforms can handle arange
of customer interactions, offering a more personalized and efficient experience.

Direct to consumer channel

v Website +/ Mobile Apps
+ SocialMedia + Aggregators

Agent/broker channel

v Independent " Retail broker
' Captive v MGA/MGU
v Wholesale

Al has the potential to revolutionize how insurance products are distributed and sold, both through direct-
to-consumer (D2C) channels and via agents. Here's a more detailed look at each:

Al Impact on D2C Distribution in Insurance

24/7 Availability While Reducing Costs
Chatbots and Virtual Assistants enable insurers
to free up call center resources while providing
24/7 service to their customers.

Personalized Product Offerings

Using machine learning algorithms to analyze
customer data, insurers can create highly
personalized insurance packages, thereby
increasing the likelihood of purchase.

Reduced Cost of CustomerAcquisition
Al can automate many aspects of the sales
process, such as initial customer inquiries and
lead scoring, thereby reducing the manpower
and costs required for customer acquisition.

~

Enhanced Customer Experience
Through personalized interactions, faster query
resolutions, and a more streamlined purchase
process, Al significantly enhances the overall
customer experience.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Data-Driven Insights

With Al, sales and marketing efforts can be
more data-driven, focusing on what actually
works rather than what's assumed to work.

Customer Loyalty

Personalized interactions and quicker query
resolutions can improve customer satisfaction,
thereby increasing customer loyalty and
lifetime value.

Strategic Pricing
Dynamic pricing engines allow for pricing
strategies that can boost sales during low-
demand periods and maximize profits during
high-demand periods.

Cross-Selling and Upselling

Al-based recommendation systems analyze
customer data to identify opportunities for
cross-selling and upselling additional insurance
products that align with the customer's needs.

Enhancing
Customer
Interactions

Chatbots &
Virtual Agents

Provide 24/7 customer
service and guide users
through sales process

Increased sales through
24/7 availability

Optimizing
Pricing Strategy

Dynamic
Pricing Engines

Analyze various factors to
offer competitive pricing

Strategic pricing to boost
sales

i Customer Analyze customer
Refining Sales . . . . .
E : Journey behavior to identify Data-Driven Insights
unne
Mapping bottlenecks in sales funnel
Personalizing Content Dynamically adjust content Enhanced customer

User Experience

Personalization

based on user behavior

experience

Upselling and
Cross-Selling

Recommendation
Algorithms

Identify when a customer may
be interested in additional
policies

Increased cross-selling
and upselling

Forecasting

Sales

Analyze market trends

Improved inventory

Sales Forecasting to predict sales management and sales strategy

Analyzing . . s

Cust Sentiment Assess customer reviews Insight into customer

ustomer

Analysis and social media feedback satisfaction and product fit

Feedback

Streamlining Streamlined customer
Al-Enabled Automate data entry and

Customer L. management and targeted
CRM Systems customer categorization .

Management selling

Enabling Voice
Interactions

Voice-Enabled
Customer
Interactions

Utilize voice assistants for
customer service and sales

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Al in Distribution & Sales
for Insurance Agents and Brokers

Reduced Administrative Burden
Automation of routine tasks frees agents to
focus on more value-added activities like

Customer Segmentation
Agents can receive Al-driven insights on which
customer segments to focus their efforts,

improving the ROI of sales initiatives. relationship-building and strategic selling.

~

Optimized Outreach

Machine learning models can predict the best
times to reach out to clients or potential clients,
thereby optimizing the outreach strategy.

Retention Strategies

By identifying warning signs of client
dissatisfaction or departure, Al allows agents to
proactively address issues, thereby improving
retention rates.

Qualitative Insights

Natural language generation can convert
complex data into easy-to-read reports,
providing agents with qualitative insights that
are easy to share and act upon.

Streamlining
Sales Processes

Sales
Automation

Automate routine tasks
like lead qualification and
follow-ups

Prioritization of high-value
leads for agents

Social Media

Social Listening

Scan social media for
mentions of insurance

Enhanced customer
targeting and personalized

Outreach Tools . .

needs interactions
Onboarding Automated Guide new agents through Efficient onboarding and
New Agents Onboarding Processes the onboarding process training of new agents
Script Sales Script Optimize sales scripts based Increased agent productivity
Efficiency Optimization on customer responses and effectiveness
Emotional Emotion Recognition Analyze tone in customer Real-time tips to agents
Intelligence for Sales Calls voices during calls forimproved sales

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Client Client Risk Profiles 9uickly analyze a client's Identifying opportunities
Assessment risk profile to cross-sell or up-sell
Agent Chatbots for Provide quick query Quick query resolution
Support Agent Support resolution for agents foragents
Trainin Virtual Assistants Guide agents through Efficient and effective
raini
d for Training training modules agent training
i Predictive Analytics Predict when a customer .
Cross-Selling . . . . Increased cross-selling
for Cross-Selling might need additional policies
) Automated Automate the generation .
Reporting & . Automated generation of
L. Reports & Carrier of sales reports and
Communication L. L sales reports, market trends
Communications communications

Al technology is revolutionizing the insurance industry's sales and distribution channels, offering distinct

advantages for both D2C and agent/broker models.

® ForD2C channels, Al enables round-the-clock customer service, personalized product offerings, and
a streamlined sales process, all of which contribute to reduced costs and increased sales.

@ In the agent/broker model, Al enhances efficiency by automating routine tasks, offers smarter
insights through data analytics, and improves customer targeting and personalized interactions.

Whether it's optimizing the consumer experience or empowering agents to be more productive, Al serves
as a catalyst for more effective, efficient, and customer-centric practices across the board.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Data Collection: Submissions & Logging

+/ Collecting all the data from the customer and third-parties necessary for underwriting

Submission & logging: This is the process of collecting and recording information from customers and
third-parties. The goal of submission and logging is to create a central repository of information about
all policies issued by the insurer. This information can be used to manage the policies, track claims, and
comply with regulations.

Collecting accurate and relevant data is fundamental for insurance companies. Al technologies can
automate and refine data collection processes, from telematics in auto insurance to wearables in health
insurance, providing a more comprehensive understanding of the risks involved.

Submissions and logging of customer data are critical activities that require accuracy, speed, and
compliance. Artificial Intelligence (Al) offers a range of tools and technologies that can transform these

processes to make them more efficient, secure, and customer-centric.

Al Impact in Submissions & Logging

Automated Document Logging
Ensure that all documents and data are
automatically logged into the appropriate
databases or systems, allowing for easy
retrieval and maintaining data integrity.

Streamlined Submission Process
Accelerate the document submission and
approval processes, benefiting both agents
and customers.

\ V4

Reduced Manual Effort and Errors
Minimize the need for manual data entry and
reduces the potential for human error, making
the process more efficient and reliable.

Enhanced Data Accuracy

By automating validation and verification,
Al increases the accuracy and reliability of
the data collected, which is crucial for risk
assessments and policy underwriting.

Faster Decision-Making

Real-time risk assessments allow for quicker
and more informed decisions, improving the
efficiency of the underwriting process.

o

Improved Customer Experience

The use of Al in query handling and
personalizing data intake can make the
submission process smoother, quicker, and
more intuitive, enhancing the overall customer
experience.

Anomaly Detection
Real-time monitoring of transactions to identify
anomalies that may signify fraudulent activity.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Use Case

Al-Powered
Tech

Description

Document
Digitization

Process
Streamlining

Customer-
Centric Data
Intake

Data Accuracy

Real-Time
Decision Making

Customer
Support

OCR (Optical
Character
Recognition)

Workflow
Automation

Personalized
Data Intake
Journeys

Data Validation
& Verification

Real-Time Risk
Assessment

Automated
Query Handling

Automatically digitize and classify
documents and forms, converting them
to machine-readable data.

Automates the entire process from
receipt to storage, ensuring compliance
with regulations.

Tailor the submission process for each
customer, using pre-filled forms and
individualized guidance.

Cross-verify data against multiple sources
to ensure its accuracy and reliability.

Use machine learning algorithms to assess
risk based on submitted data in real time.

Employ chatbots or virtual agents
to handle common queries during the
submission process.

Automated
Document

Logging

Streamlined
Submissions
Process

Improved
Customer
Experience

Enhanced Data
Accuracy

Faster Decision-
Making

Reduced Manual
Effort & Errors

Underwriting & Rating

Underwriting & rating is the process of evaluating a risk to determine if the insurance company will insure
itand, ifyes, then pricing it. Underwriters assess the risk of a particular policy by considering factors such
as the applicant's age, health, driving record, and property location. They also use actuarial tables and
other statistical data to determine the probability of a claim being made. The price of the policy is then

determined based on the level of risk.

The underwriting stage benefits tremendously from Al's predictive analytics and data mining capabilities.
Automated algorithms can rapidly and accurately assess risk, leading to more tailored policies and
potentially lowering costs for both the insurer and the insured.
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Underwriting

Al Impact on Underwriting

Accuracy

Insurers can more accurately tailor coverage
and pricing to each customer’s specific needs
and circumstances, leading to more accurate
and relevant policies.

Dynamic Underwriting Rules

Al and ML models can continuously learn
from new data, enabling insurers to adapt
and update underwriting rules in real-time.
This ensures that underwriting criteria remain
up-to-date and relevant to the changing risk
landscape.

A4

Faster Underwriting Process

By automating data collection and analysis, Al
and ML significantly speed up the underwriting
process. This enables insurers to provide
quicker responses to customers, reducing the
time it takes to issue policies.

Improved Risk Segmentation

ML algorithms identify patterns and
correlations within data, allowing insurers
to segment customers into more refined risk
categories. This fine-grained segmentation
enhances the accuracy of underwriting
decisions and ensures appropriate pricing for
various risk levels.

Predictive Underwriting

ML algorithms can predict future risks based
on historical data and emerging trends. This
foresight allows insurers to proactively adjust
their underwriting strategies and develop new
products to meet evolving customer needs.

Regulatory Compliance

Al-driven underwriting systems help insurers
stay compliant with changing regulations by
automatically updating underwriting rules and
policy terms to align with legal requirements.
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Use Case

Risk
Forecasting

Dynamic
Risk Models

Text Data
Analysis

Visual Risk

Assessment

Real-Time Data

Gathering

Behavior-Based

Risk

Document
Verification

Creditworthiness

Regulatory
Alignment

Al-Powered Tech Description

Predictive
Analytics

Machine
Learning
Risk Models

Natural Language
Processing

Image & Video
Recognition

loT Sensors

Telematics

Automated
Document
Verification

Credit Scoring
Algorithms

Automated
Compliance
Systems

Uses historical data to forecast future
outcomes such as a policyholder's
likelihood of making a claim.

Continuously learns from new data to
make risk assessment models more
accurate and adaptable.

Processes and analyzes large volumes of
text-based application data, extracting
insights that humans might overlook.

Assesses conditions of properties,
vehicles, or health conditions through
images and videos.

Collects real-time data about the state of
the insured asset or individual, providing

dynamic input for risk assessment.

Tracks driving behaviors and other metrics

in auto insurance to enable more accurate,

behavior-based underwriting.

Instantly validates the authenticity of
documents, expediting the underwriting
process.

Evaluates credit scores and financial
history to assess the risk level of the
policyholder.

Helps insurers stay compliant by
automatically updating underwriting
rules and policy terms to align with legal
requirements.
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Impact

Accurate Risk
Assessment

Dynamic
Underwriting
Rules

Risk Factor
Identification

Improve Risk
Segmentation

Predictive
Underwriting

Dynamic
Underwriting
Rules

Faster
Underwriting
Process

Accurate Risk
Assessment

Regulatory
Compliance
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ejulgle

Al models contribute to a more dynamic and responsive pricing strategy. They enable real-time
adjustments based on a multitude of variables, ranging from behavioral data to market trends, leading to

more competitive and fair pricing models.

Al Impact on Rating

Risk Factor Identification

Machine learning algorithms can identify
new, non-traditional risk factors that human
analysts might overlook, thus refining the
premium calculation model.

Accurate Risk Assessment and
Personalized Premium Rates

With the enhanced capability to analyze
diverse and real-time data, Al algorithms offer
highly accurate risk assessment, leading to
personalized premium rates.

More Accurate Determination

of Premium Rates

Predictive and behavioral analytics combined
with machine learning offer more nuanced and
precise rate calculations.

Dynamic Pricing Based

on Real-Time Data

loT and telematics allow for real-time data
collection that can dynamically adjust pricing
and coverage levels.

Real-Time Premium Adjustments
Dynamic pricing algorithms and loT devices
enable insurers to adjust premiums in real-
time, based on ongoing risk assessment.

Behavior-Based Incentives

and Adjustments

Insurers can now offer reduced premiums
or other incentives based on good behavior,
such as safe driving, thereby encouraging
policyholders to minimize risk.

~

Location-Based Risk Assessment
Geospatial analytics allow for premiums to be
adjusted based on geographic risk factors like
flood zones or crime rates.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Real-Time . . Continuously update premium rates based Dynamic Pricing
i Dynamic Pricing . L

Premium Algorithms on real-time data, allowing insurers to offer = Based on Real-
Updates 9 tailored pricing. Time Data

. . Forecasts future claims and policyholder Accurate
Future Risk Predictive . . ) N .

. behaviors, informing more accurate initial Premium
Assessment Analytics . .
premium rates. Calculations

Analyzes behavior data from sources

s . like social media or telematics to adjust .
Pricing Analytics . . . . Incentives
premiums according to risk behavior.

Behavior-Based Behavioral Behavior-Based

Uses geographic data to assess risks

Location-Based Geospatial .
i . related to location, such as flood zones or .
Risk Analytics . . . . . Risk Assessment
high-crime areas, impacting premiums.

Location-Based

)

Ouoting & Binding

+/ Quoteis sentto the client
+/ Negotiation

v/ When approved, the policy
is bound

Once the underwriting is complete and the
price set, Al can automate the binding process,
ensuring that all the contract terms are met and
errors are minimized, leading to a smootherand
quicker policy activation process.

Quoting & binding: Once the underwriter has approved a policy, the next step is to quote a price. The
insurer will consider factors such as the policy's coverage, deductible, and term length when determining
the price. Once the price is agreed upon, the policy is bound, which means that it is officially in effect.

By leveraging Al and related technologies, insurers can offer a seamless, quick, and personalized

experience to both new and existing policyholders. Below is a detailed discussion of the applications and
impacts of Al in quoting and binding:
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Al Impact on Quoting and Binding

Reduced Manual Errors and Delays
Automating the quote generation and policy
binding processes significantly reduces the
chance of manual errors and oversights,
which can be costly for both the insurer and
the insured. It also minimizes delays, leading
to a quicker turnaround time.

Enhanced Customer Satisfaction

The speed, accuracy, and personalization
achievable through Al not only make the
process more efficient but also enhance
customer satisfaction. Policyholders are more
likely to have a positive experience when the
process is smooth, quick, and tailored to their
needs.

A 4

Scalability

The automation brought by Al allows insurance
companies to scale their operations more
effectively. They can handle a larger volume of
quotes and bindings without a proportionate
increase in operational costs.

Use Case Al-Powered Tech  Description Impact
Automated Uses Al algorithms to instantly provide Reduced
Quick Quote . g . . P .
] Quote tailored quotes, improving operational Manual Errors
Generation . .
Generators efficiency and customer experience. & Delays

Improved Compliance

Smart contracts ensure that all the conditions
are met before a policy is bound, helping to
enforce regulatory compliance automatically.

]

Dynamic Adjustments

Just as Al allows for dynamic pricing in rating,
it also permits real-time adjustments during
the quoting stage. This means that quotes
can change in real-time based on new data
or behavior, providing the most up-to-date
pricing for potential policyholders.

Cost Savings

By automating many of the tasks traditionally
performed by humans, insurers can
significantly reduce operational costs, a portion
of which can be passed on to the customerin
the form of lower premiums.

Utilizes blockchain to automatically

Policy Smart execute, enforce, or terminate insurance Improved
Execution Contracts policies, making binding more efficient and Compliance
secure.
Instant, Employs Al to tailor quotes to individual Enhanced
Personalization Personalized needs and risk profiles, enhancing Customer
Quotes customer satisfaction. Satisfaction

. Automated
Automatic -
Policy Bindin Binding

y 9 of Policies

Smart contracts auto-bind a policy once
criteria like receipt of initial premium
payment are met, eliminating the need for

Scalability

manual intervention.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Policy Issuance

v New business processing + Dec page & policy package + Send to customer/agent

By employing Al in policy issuance, insurance companies can automate critical functions, like document
verification and policy creation, making the process more efficient and error-free.

Policy issuance is the final step in the insurance underwriting process, where the insurance company
formally provides the insurance policy to the applicant. This is the point at which the insurance coverage

becomes legally binding, subject to the receipt of the initial premium from the insured.

Al Impact on Policy Issuance & Processing

Automated, Error-Free Policy
Issuance

The use of smart contracts and automated
document generation ensures that policies
are issued quickly and without manual errors,
making the process more efficient and reliable.

Quick Validation of Documents
Al-based document verification can speed
up the process of checking the authenticity
of required documents, thereby reducing the
time between application submission and
policy issuance.

\ V4

Reduced Manual Intervention
Automation in document verification and policy
document generation minimizes the need
for manual oversight, thereby reducing the
potential for human error and speeding up the
issuance process.

Reduced Operational Costs

Automated systems are generally more cost-
efficient in the long run, as they allow insurers
to process a larger volume of policies without
a corresponding increase in operational costs.
This could also lead to more competitive pricing
for policyholders.

Enhanced Customer Experience

The speed, efficiency, and accuracy brought
by Al in policy issuance improve the customer
experience, making it more likely that
customers will complete the purchase of
a policy and possibly even become repeat
customers.

Automated Compliance Checks

Al systems can be programmed to ensure
that all issued policies are in compliance with
current laws and regulations, which is critical
for both the insurer and the insured.
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Use Case

Policy
Creation

Document
Verification

Policy
Document
Generation

Policy
Updates

Document
Management

Compliance

Al-Powered Tech Description

Self-executing contracts that automate

Smart the issuance and ongoing maintenance
Contracts . L g0ing

of insurance policies.

Quickly and reliably validates the
Document . L

. . documents required for policy issuance,
Verification .
) reducing the chance of fraudulent or

Algorithms . .

incorrect documentation.
Automated Auto-generates policy documents tailored
Policy Document  to the individual policyholder based on
Generation collected data and underwriting decisions.

Enables dynamic updates to the

Real-time Polic
! ey policy based on changing data like risk

Updates . .
assessments or premium adjustments.
Efficient Manages, stores, and retrieves policy
Document documents more efficiently, streamlining
Management the policy issuance process.
Automated Ensures all issued policies are in
Compliance compliance with current laws and
Checks regulations. This is vital for maintaining
& Auditing the legal validity of the policies.
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Impact

Automated,
Error-Free Policy
Issuance

Quick Validation
of Documents

Reduced Manual
Interventions

Reduced
Operational
Costs

Enhanced
Customer
Experience

Automated
Compliance
Checks &
Auditing
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Premium Billing

By integrating Al in premium billing, insurance companies can make the entire process more efficient,
accurate, and user-friendly. Al can assist in the premium collection process by offering smart reminders,
automating payment processes, and even predicting which clients are at risk of defaulting on their
payments. Overall, Al offers a transformative approach to the traditionally manual and time-consuming

aspects of premium billing in the insurance sector.

Premium collection is the process through which insurance companies collect the agreed-upon fees
(premiums) from policyholders to provide them with insurance coverage. Premiums can be collected on
various timelines—monthly, quarterly, semi-annually, or annually—depending on the terms of the policy.

Al-powered billing systems efficiently manage premium collections, ensuring timely and accurate payment

processing.

Al Impact on Premium Insurance Billing

Increased Collection Rates

Automated payment reminders and targeted
follow-ups can lead to higher collection rates.
A more efficient collection process ensures
steady cash flow and financial stability for the
insurance company.

Reduced Payment Fraud

Advanced fraud detection algorithms can
significantly reduce instances of fraud, such
as false claims or identity theft, saving the
insurance company potentially large amounts
of money.

A4

Streamlined Billing Process
Automation can make the entire billing
cycle more efficient. It minimizes manual
intervention, speeds up the process, and
reduces the likelihood of errors in billing and
collection.

Enhanced Customer Experience
Automated and timely reminders can enhance
customer experience by providing a hassle-
free way to manage premium payments. This
could lead to higher customer satisfaction and
retention rates.

Operational Efficiency

Al algorithms can process massive amounts
of transaction data in real-time, far outpacing
human capabilities. This increases the
efficiency of the billing department and allows
human employees to focus on more complex,
value-added activities.

Compliance and Regulation

Al systems can be programmed to adapt
to different billing regulations in various
jurisdictions, ensuring that the insurance
company remains compliant with local laws
regarding billing and collections.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Use Case

Billing &
Invoicing

Payment
Reminders

Payment
Plans

Payment
Processing

Premium
Deductions

Compliance

Al-Powered Tech Description

Automated
Billing
& Invoicing

Automated
Payment
Reminders

Customized
Payment Plans

Automated
Payment
Processing

Automated
Premium
Deductions

Compliance
& Regulation

Al and ML automate the billing and
invoicing process, generating and
sending out premium payment reminders
and invoices.

Sends automated reminders for due
premiums and can predict which
customers are at risk of missing

a payment.

Offers flexible and customized payment
plans based on ML and Al algorithms,
allowing policyholders to choose from
various payment frequencies.

Automates the collection of premium
payments, reducing delays and ensuring
timely receipt of payments.

Automates deductions for premium
payments from bank accounts or credit
cards, offering a seamless payment
experience for policyholders.

Can adapt to different billing regulations

in various jurisdictions to ensure
compliance with local laws and regulations
regarding billing and collections

Impact

Increased
Collection Rates

Reduced
Payment Fraud

Streamlined
Billing Process

Enhanced
Customer
Experience

Operational
Efficiency

Compliance
& Regulation

Policy Maintenance & Customer Support

+ Supporting the customer throughout the policy lifecycle

+ Callcenter v Endorsements + Renewals + Cancellations

Leveraging advanced Al technologies allows insurers to provide a more streamlined, efficient, and

customer-centric service, covering various aspects like endorsements, renewals, cancellations, and
overall customer support.




Al Impact on Policy Maintenance

& Customer Support

Customer Communications and Support

Deflect to Self-Service
Deflect high volume customer interactions to
self-service portals.

Personalized Customer Interactions
Using Al and ML for tailored communications
with policyholders.

24/7 Customer Support
Chatbots and virtual assistants for round-the-
clock assistance.

Timely Notifications for Policyholders
Automated alerts for policy details and due
dates.

A4

Quick Claim Status Updates
Real-time tracking of claim status.

Automated FAQ Assistance
Instant answers to common questions without
human intervention.

»

. . ) "m.
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Efficient Routing of Inquiries
Directing customer questions to the
appropriate department or representative.

~

Real-time Assistance

with Policy Changes

Immediate support for any policy adjustments.

Language Support
Customer support in multiple languages to
cater to diverse customer bases.

Proactive Customer Support
Predictive algorithms to anticipate and address
customer needs.

Life-Event Monitoring

Using Al to track significant life events (like
marriage or the birth of a child) that might
trigger the need for policy updates.
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Personalization and Retention

Personalized Offers
Tailored endorsement or renewal offers based
on customer data.

Automated Renewal Reminders
Personalized reminders and offers to encourage
policy renewal.

Proactive Identification of Policies
Needing Updates

Using predictive analytics to identify and
update policies.

Customer Churn Prediction
Identifying customers at risk of leaving and
taking preventive action.

Increased Retention Rates
Utilizing algorithms to enhance customer
loyalty through personalized services.

~

Proactive Renewals
Predicting renewal likelihood and offering
timely and personalized options.

Reduced Lapse Rates
Using alerts and analytics to maintain
consistent revenue by avoiding policy lapses.

Service Quality and Customer Satisfaction

Enhanced Quality of Customer Service
Using sentiment analysis and advanced
analytics for continual improvement.

Language Support
Providing multilingual customer support to
caterto a diverse customer base.

Operational Efficiency

A4

Efficient Routing of Inquiries
Streamlining customer queries to the right
departments or individuals for quicker
resolution

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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By integrating Al into their policy maintenance and customer support frameworks, insurance companies
can expect to see significant operational improvements, cost savings, and, most importantly, higher levels
of customer satisfaction and loyalty.

Customer
Communications

Al predicts which policies may need

. . . . Proactive
Predictive Analytics updates, renewals, or are at risk of being
Customer Support

canceled.

Triggers notifications for various scenarios Timel
Automated like upcoming renewals, due dates, or . v .

L . Notifications for

Alerts significant events that might affect the

policy.

Policyholders

Natural Language
Processing (NLP)

Allows Al systems to understand and
interact with customers in a human-like
manner.

Personalized
Customer
Interactions

Chatbots, Offers 24/7 assistance for customer
. . ) . 24/7 Customer
Virtual queries, policy details, and common
. Support
Assistants concerns.
Provides customer
Language . ) )
Multilingual Support support in multiple
Support

languages.

Measures customer satisfaction and

Enhanced Quality

Analytics Sentiment Analysis  sentiment to inform future customer of Customer
service strategies. Service
Real-time Provides real-time updates on the status  Quick Claim Status
tracking of customer claims. Updates
Deflect to Automat-ed InstathIy answers common qu-estions, . Efﬁcien.t.Routing
Self-Service FAQ Assistance reducing the need for human intervention. of Inquiries
. . . Real-time
Real-time Immediately supports any policy . .
. . Assistance with
Assistance adjustments or changes.

Policy Changes

Personalized Offers

Tailors endorsement or renewal offers
based on customer data.

Increased
Retention Rates

Customer Automated Sends out personalized reminders and Streamlined

Retention Renewal Reminders offers to encourage policy renewal. Renewal Process
Life-Event Tracks significant life events to trigger the Tailored Incentives
Monitoring need for policy updates. for Renewal

) . . Directs customer questions to the .
Operational Efficient Routing . . Operational
) . appropriate department or representative .
Efficiency of Inquiries Efficiency

for quicker resolution.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain

34



Claims Processing o Settlement

The claims process is a formal procedure that a policyholder follows to seek compensation or coverage
from theirinsurance company for a covered loss or event. When an incident occurs that is covered under
an insurance policy, the policyholder is entitled to file a claim to recover some or all of the costs associated
with that event. The claims process can vary depending on the type ofinsurance (e.g., health, auto, home,
life) and the specific circumstances of the claim.ww

Al and ML significantly enhance claims processing and settlement by automating tasks, enabling real-
time data analysis, detecting fraudulent claims, optimizing settlement amounts, and improving customer
engagement. These technologies not only streamline the claims process but also lead to more accurate
and efficient settlements, ultimately improving customer experiences and loyalty. Below are some Al
applications that are particularly relevant to the insurance claims process:

Use Case

Al-Powered
Tech

Description

Initial
Damage

Assessment

Claims
Data

Interpretation

Fraud
Detection

Claim
Likelihood
Prediction

Customer
Support

During Claims

Workfilow

Management

Customer
Sentiment

Image
Recognition

Natural
Language
Processing
(NLP)

Fraud
Detection
Algorithms

Predictive
Analytics

Chatbots
and Virtual
Assistants

Automated
Workflow

Management

Sentiment
Analysis

Uses algorithms to assess
damage in auto or property claims
based on uploaded pictures.

Reads and understands details in
claims forms, medical records, or
invoices for quicker sorting and
processing.

Flags potentially fraudulent
claims by analyzing a multitude
of variables in real-time.

Anticipates claim likelihood
based on customer behavior,
historical data, and other factors
like weather patterns.

Guides policyholders through
the claim filing process,
answering questions and helping
with documentation.

Automates the workflow
including sorting claims,
assigning them to adjusters,

and automating correspondence.

Analyzes customer interactions
to identify pain points in the
claims process for improvement.
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Reduces time and cost associated
with in-person evaluations;
enables quicker settlements.

Eliminates bottlenecks from
manual review, accelerates claims
approval process.

Increases the speed of legitimate
claims by eliminating fraudulent
ones, reducing overall operational
costs.

Enables proactive resource
allocation and underwriting
adjustments, reducing financial
risks.

Improves user experience, reduces
workload on human support staff,
minimizes claim filing errors.

Increases efficiency of claims
processing, reducing manual labor
and chances of human error.

Identifies areas for process
improvement, thereby enhancing
customer satisfaction and loyalty.
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Use Case

Al-Powered
Tech

Description

Real-time
Data Support

Claims
Adjudication

Payout
Calculations

Settlement
Amount
Optimization

Fund
Transfers

loT Integration

Automated
Claims
Adjudication

Automated
Payout
Calculation

Settlement
Amount
Optimization

Automated
Fund Transfer

Provides real-time data from loT
devices like health monitors or car
telematics to support claims.

Automates the assessment of
policy terms, coverage limits,
and eligibility, reducing manual
intervention.

Automates the calculation of
claim payouts based on policy
terms and coverage limits.

Uses historical data to optimize
the payout amount, ensuring
fair compensation.

Initiates automatic fund
transfers for approved claims,
reducing delays.
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Increases claim assessment
accuracy, speeds up processing,
and enhances data-driven
decision-making.

Shortens claims adjudication time,
increases accuracy, and minimizes
chances of human error.

Ensures consistent and accurate
payouts, speeding up the overall
settlement process.

Minimizes over-payments and
under-payments, enhancing
fairness and financial efficiency.

Increases customer satisfaction
by ensuring prompt and accurate
fund transfers for settled claims.
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Data Analytics &
Business Intelligence

Finally, the use of Al/ML in data analytics provides insurance companies with valuable insights into
customer behavior, market trends, and operational efficiencies. This data-driven approach allows for
continuous improvement and innovation across the entire value chain.

Use case Description Impact
Advanced Analyzes large datasets like historical Enables more accurate risk assessments,
Risk claims, market trends, and external informed decision-making, and optimized
Modeling factors for risk assessment. risk portfolios.
Rfeal-tlme Continuously monitors risk factors and A.HOWS fo.r |.mme.d|ate response to c.:hanglng
Risk . . risk conditions, improving overall risk
- provides real-time updates.
Monitoring management.
Scenario Enables comprehensive scenario and Enhances preparedness for economic
Analysis and stress tests to assess resilience to various  downturns and other risk scenarios,
Stress Testing risk scenarios. improving long-term stability.
. Balances risk exposure, diversifies Optimizes financial performance and
Portfolio . . . . . . .
T investments, and identifies potential minimizes risks, leading to better fiscal
Optimization . .
high-risk areas. health.
Churn Enables proactive customer retention

Identifies signals that a customer may be

Reduction . strategies, reducing churn and maintaining
. about to leave the service.

Strategies revenue.

Automated . . . Enhances managerial oversight and
Provides real-time KPI tracking for better - a a.g' a 's 9 . a .

Dashboard . .. ) data-driven decision-making, improving
business decision-making. - Lo

Updates operational efficiencies.

Sentiment Analyzes social media and customer Prowde; insights for strat'egy adJustmgnt,

. . . . . improving customer relations and public
Analysis interactions to gauge public sentiment.

image.

Overall, Al and ML technologies optimize operational efficiency, reduce manual errors, and enhance
customer experiences throughout the insurance value chain. hese technologies bring automation,
efficiency, and data-driven decision-making to various stages of the insurance process, revolutionizing
the way insurers operate and interact with customers.

By leveraging these technologies, insurers can deliver more personalized policies, faster claims processing,
and improved risk management, positioning themselves for success in the competitive insurance market.
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Unleashing the Power of Al and ML:
The Critical Need to Digitize Data Collection

In the fast-paced and data-driven world of the 21st century, embracing Artificial Intelligence (Al) and
Machine Learning (ML) is not just an option; it's a necessity for businesses seeking to stay competitive
and relevant.

Degree of difficulty in
incorporating new data sources
into processes New data sources
Electronic health records
(EHRs), third party data
Source: Now easier to obtain bases, photos, images, voice,
digitally-traditional data data from wearables & loT
@ Swiss Re Tax fillings, property devices, behavioural insights,
Institute . " X .
Easily obtained- registrations, births & deaths, reviews
traditional data crime records, government
Data via application, FNOL, data
medical info, motor vehicle
records

@ Established ) Partially established R Exploratory phase
@ Addressed D Being addresses R | ess known

9 Low & Stabilising, was high D still expensive

@ Minimal D Moderate R High

However, the true power of Al and ML can only be harnessed when data collection is digitized, leaving
behind the limitations of manual or paper-based processes.

You can't run before you can walk - the key to the successful
implementation of Al and ML technologies in insurance is to start
by digitizing data collection processes. This includes collecting
customer information, claims data, policy documents, and other
premium-related records in digital-first format.

EasySend Decoding digital: The impact of Al and ML on the insurance value chain
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Once the data is digitized, insurers can leverage Al and ML algorithms with greater accuracy to identify
trends, reduce fraud, optimize product and pricing decisions, automate customer service, and provide
personalized services.

Embracing digital data collection unleashes the full potential of Al and ML, providing organizations with
accurate insights, personalized customer experiences, real-time responsiveness, and the agility needed to
succeed in an ever-evolving world. To remain competitive and relevant, businesses must take the decisive
step towards digitization and position themselves for a data-driven future.

1 '

About EasySend

EasySend is a no-code digital transformation platform designed specifically for insurance and
financial enterprises. Our platform specializes in transforming complex forms into seamless digital
experiences. By converting customer data and signature intake processes into interactive digital
journeys, we enable organizations to streamline customer interactions, enhance customer experience,
ensure data accuracy, and optimize efficiency.

Our solution is trusted by over 100 enterprises, including world-leading carriers, agencies, brokerages,
MGAs, MGUs, TPAs, and insurance software integrators. Join the ranks of industry leaders who rely

on EasySend to revolutionize their digital transformation processes.

To schedule a demo visit easysend.io
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