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Insurance has gone through several phases of change over the 
decades. But the present transformation promises to be the most 

pivotal. Drowned in data, ruffled by regulations, and caught in 
customer expectations, insurers find themselves overwhelmed. 

The manual processes and traditional strategies for underwriting, 
claims processing, and policy servicing that have worked for years 

will have to make an exit. 

I would advise insurers to promptly welcome a new superstar. 
Agentic AI, a multi-agent framework with GenAI capabilities 

purpose-built for insurance core journeys, is reshaping insurance 
from the inside out. These agents can assist, act, decide, and 

learn. They operate within defined environments (e.g., an 
underwriting workflow or a claims process), making decisions, 

learning from interactions, and adapting their actions over time. 
Thus, they mimic a human’s ability to improve continuously. 

Insurance agents can proactively chain together complex tasks 
(for example, gathering data, evaluating risk, and pricing a policy), 

collaborate with other specialized AI modules for compliance 
checks, fraud detection, customer communication, etc., and 
maintain contextual memory of a customer or policy across 

interactions.

McKinsey projects that by 2030, purchasing insurance will be 
near-instant, and over half of claims will be automated. While not 
there yet, insurers across P&C, life, and specialty lines are already 
implementing AI solutions to streamline core operations. Agentic 
AI and intelligent automation are enabling faster, more scalable 

operations for key insurance roles, including underwriters, claims 
managers, policy servicing heads, and claims adjudicators.



The Rise of 
Agentic AI 
in Insurance 
Journeys
Modern agentic AI systems 
combine advanced artificial 
intelligence with automation to 
act as “digital colleagues” across 
insurance functions. This new 
agentic approach marks a shift 
from earlier generations of AI 
that were narrow or required 
constant prompts. Now, AI 
agents can orchestrate 
end-to-end processes in a fluid, 
low-code environment. 
Low-code AI platforms allow 
insurance teams to configure 
workflows and integrate models 
with minimal coding, making it 
faster and more agile to deploy 
AI solutions. 

Hence, insurance executives see 
agentic AI as a strategic priority. 
Deloitte reports 82% of carriers 
plan to adopt agentic AI 
systems within the next three 
years. These systems promise to 
eliminate inefficiencies, 
automate key processes, and 
empower underwriters, claims 
adjusters, and other 
decision-makers to operate 
more effectively with real-time 
intelligence. In short, AI is 
evolving from a back-end 
analytical tool to a front-line 
orchestrator of insurance 
operations.

Crucially, this is not just about 
tech upgradation for the sake of 
expanding the tech stack. 
Concrete business outcomes 
drive it. A recent McKinsey 
survey of leading insurers found 
that more than half expect AI 
and generative AI to boost 
productivity by 10–20%, increase 
premiums by 1.5–3%, and 
improve their loss ratios 
(technical results) by 1.5–3%. 
Industry frontrunners view AI as 
a tool to sharpen their strategic 
focus and enhance their 
competitive edge by drastically 
reducing turnaround time or 
improving risk selection, rather 
than as an experimental silo. 
With insurers under pressure to 
improve combined ratios and 
customer experience, the stage 
is set for AI to reinvent how core 
insurance journeys are executed.



Empowering 
Underwriters 
with AI 
Assistants
Underwriters sit at the 
intersection of risk assessment, 
pricing, and customer acquisition. 
Historically, they have been 
hindered by paperwork and 
fragmented systems, which slow 
down the quote-and-bind 
process. Agentic AI offers 
underwriters a digital 
“co-pilot/assistant” to offload 
low-value tasks and augment 
their decisions with data-driven 
insights.

The results are impressive. 
AI-driven underwriting workflows 
have cut decision time from days 
to minutes while ensuring high 
accuracy and yielding efficiency 
gains of around 35% for insurers in 
practice, as per the 2025 BCG 
report. This translates to lower 
costs and faster responses for 
customers who now get quotes in 
record time. AI improves risk 
selection by analyzing far more 
data than a human can through 
refined risk assessment and even 
flagging high-risk cases for 
proactive adjustments to terms or 
pricing.
 
In short, underwriters can focus 
on complex risk assessments and 
relationship management, while 
the AI agent handles heavy 
clerical work. The result is faster, 
more consistent underwriting 
that scales with demand.

AI Use Case for 
Underwriting

An AI agent might 
automatically 

cleanse incoming 
policy applications 
and flag missing 

information, 
ensuring 

underwriters receive 
complete, 

structured files 
without manual 

intervention, freeing 
them to focus on 
judgment rather 

than data gathering.



Transforming 
Claims 
Management 
and 
Adjudication
Claims operations are often 
considered the “moment of truth” 
in insurance, where customer trust 
is won or lost. Claims managers 
now deploy AI for intelligent 
triage, enabling faster processing 
of low-value and low-complexity 
claims and allowing adjusters to 
focus on the most complex cases. 

According to the 2025 Insurance 
report by BCG, Insurers have seen a 
50% boost in claims processing 
speed with AI handling intake and 
triage. Additionally, up to 70% of 
simple claims could eventually be 
settled straight-through, resulting 
in a 30–50% reduction in claims 
cost.
 
AI doesn’t just make claims faster; 
it also makes them more accurate. 
Advanced analytics now flag 
suspicious claims with high 
precision (one AI system achieved 
higher fraud detection accuracy, 
saving carriers millions in losses). AI 
can also detect patterns such as 
multiple small claims hinting at a 
larger issue, and alert managers 
early, helping reduce leakage. For 
high-value claims, AI acts as an 
adjuster’s assistant: it reads and 
summarizes lengthy documents, 
highlights key facts or 
inconsistencies, and even suggests 
the next best actions based on 
similar past cases. Decisions 
become faster and more 
consistent, since adjusters are 
supported by data-driven insights 
and precedent.

AI Use Case for 
Claims

AI-driven image 
analysis can 

instantly assess 
vehicle damage 
from accident 
photos, and AI 

agents 
automatically 
cross-check 

incoming claims 
against fraud 

patterns. Many 
routine claims (like a 
minor auto collision) 
can be fast-tracked 

by AI agents, 
keeping humans in 

the loop. 



For complex claims involving large 
losses, injury claims, or commercial 
claims, AI plays a different but 
equally important role – augmenting 
human adjusters and managers to 
make better decisions, faster. 
AI-driven tools can automatically 
extract data from lengthy 
documents, like hospital bills, repair 
estimates, and legal reports, saving 
adjusters countless hours. Also, they 
can intelligently triage claims based 
on complexity and urgency, ensuring 
that the right experts focus on the 
right cases. 

Early adopters are already seeing 
efficiency gains. BCG notes that 
automating sub-tasks like FNOL data 

capture, document processing, and 
triage can reduce claims handling 
costs by up to 20% and improve 
processing speed by as much as 
50%. In practice, this might mean 
that a claims manager can handle a 
significantly higher number of claim 
requests in less time or spend more 
time on complicated cases while AI 
assistants handle routine ones. 

Moreover, AI can support decision 
intelligence in complex claims by 
analyzing historical claim outcomes 
and suggesting optimal reserves or 
likely settlement amount, which the 
claims adjudicator can then review 
and finalize.



The AI+ Human 
Approach

The digital cognitive 
agents utilize 

natural language 
processing (NLP) to 

comprehend 
requests and 

seamlessly transfer 
them to human 
agents when a 
conversation 

requires a human 
touch.

Transforming 
Policy 
Servicing and 
Customer 
Experience
Policy servicing, handling 
endorsements, renewals, billing 
queries, and other customer 
requests are also being 
transformed by AI. Traditionally, 
servicing teams fielded huge 
volumes of routine tasks via back 
offices, a process prone to delays 
and errors. Today, intelligent 
automation is taking over much of 
this routine workload, allowing 
staff to focus on more complex or 
high-value interactions.

Conversational AI Agents now 
address many customer inquiries 
across channels. They provide 
instant answers, pull up policy 
details, and execute simple service 
request transactions, such as an 
address change or issuance of a 
certificate of insurance. This 
translates to much faster service.

All told, these improvements 
make policy servicing more agile 
and efficient. Standard servicing 
transactions across lines are now 
faster with AI-driven workflows, 
yielding a seamless customer 
journey and lower servicing cost. 
Teams augmented by AI have 
seen over 30% productivity 
enhancement in service 
operations, according to BCG’s 
findings.



Toward a Unified 
Agentic-orchestrated 
Insurance Journey
The true power of agentic AI emerges when these capabilities are integrated 
across the insurance lifecycle. Rather than isolated use cases, leading carriers are 
moving toward end-to-end AI-orchestrated journeys. Throughout, every 
AI-driven decision is explainable as required by regulators, ensuring transparency 
and trust.

This integrated approach is already taking shape among forward-looking insurers. 
Notably, many are embracing low-code platforms to accelerate these innovations. 
Gartner projects that by 2025, 70% of new enterprise applications will be 
developed with low-code or no-code tools. For insurers, low-code is the 
connective tissue, stitching together AI models, business rules, and legacy 
systems without extensive coding. Changes that took years now happen in weeks.

AI agents monitor 
risk and engage 
proactively by 
steps such as 
sending safety 
alerts or adjusting 
coverage as 
conditions change

An AI claims 
agent can 
automatically 
initiate the 
process, gather 
evidence, and 
even settle 
straightforward 
STP cases. For 
arduous cases, it 
hands off a 
prepared case 
summary to a 
human adjuster

An AI agent 
proposes optimal 
terms or flags the 
account for human 
retention efforts

During the 
Policy Term

When 
Claims 
Occur For Policy 

Renewal



The Future 
Roadmap for  
Insurance 
Leaders 
For insurance leaders, the imperative is to 
pursue intelligent automation holistically. 
Agentic AI can unlock faster, more 
scalable operations, but realizing its full 
value requires reimagining processes and 
upskilling teams to work alongside AI. 
Those who move boldly will not only gain 
efficiency and reduce insurance leakage 
but also deliver a superior customer 
experience that sets them apart. Industry 
research suggests insurers who adopt AI 
early and at scale stand to have a proven 
advantage over slower-moving 
competitors. Harnessing AI effectively 
could be the key differentiator that 
separates tomorrow’s insurance leaders 
from the rest.

By embedding agentic AI into core 
workflows of underwriting, claims, and 
servicing, insurers are turning 
once-manual, reactive processes into 
unified, predictive, proactive journeys. The 
future of insurance is one where human 
expertise is amplified by AI at every step, 
delivering speed with empathy, efficiency 
with intelligence, and innovation with 
governance. Insurance executives who 
champion this transformation will position 
their organizations to thrive in the new era 
of agile, intelligent insurance operations. 

In my view, AI is no longer a technology of 
the future, but an established capability, 
and those who are already moving to 
leverage AI will be able to create sustained 
competitive advantage.
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About 
Newgen

Newgen is the leading 
provider of an AI-first unified 
digital transformation 
platform with native process 
automation, content services, 
customer engagement, and 
AI/ML capabilities. Globally, 
successful enterprises rely on 
Newgen’s 
industry-recognized 
low-code application 
platform to develop and 
deploy complex, 
content-driven, and 
customer-engaging 
business applications on the 
cloud. From 
onboarding to service 
requests, lending to 
underwriting, and for many 
more use cases across 
industries, Newgen unlocks 
simple with speed and 
agility.


