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The Role of AI in Transforming Insurance Contact Centers

The insurance industry faces significant challenges 
in customer service and claims processing. High 
operational costs, resolution delays, and poor customer 
experiences are among the top few; the complex 
policies and manual processes adversely impact insurers’ 
operational efficiency and strain customer relationships.  

A 2023 McKinsey study found that insurance companies 
with an above-median CX score (as per the survey) 
outperformed their peers on all fronts: from employee 
and agent satisfaction to TSR to revenue growth. 

Image via Gartner

Artificial Intelligence (AI) offers insurance companies the much-needed support to improve customer service and 
streamline claims processing. AI implementation in insurance contact centers is helping insurers interact with customers 
and handle claims at scale. It helps reduce claim processing times and operational costs by 40%.
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https://www.mckinsey.com/industries/financial-services/our-insights/insurance/elevating-customer-experience-a-win-win-for-insurers-and-customers
https://www.gartner.com/en/topics/generative-ai
https://www.mckinsey.com/industries/financial-services/our-insights/insurance-productivity-2030-reimagining-the-insurer-for-the-future
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The Current State of Insurance Contact Centers

Customer Expectations in the Digital Age

Customer demands are changing: they expect omnichannel 
experiences, 24/7 availability, and personalized support. 
Customers prefer self-service options that allow them to 
access policy information and file claims conveniently; 
offerings such as online portals, mobile apps, and chatbots 
increase retention. The sluggish uptake of digital self-service 
tools across various episodes directly correlates with the 
failure rates observed in digital transactions, reaching as 
high as 31% in the US auto insurance sector, as reported by 
Bain.

 
 
P&C insurers rely on omni-channel contact centers 
throughout the customer journey. Agents support policy 
changes, answer coverage questions, and handle billing 
issues. They also assist with underwriting inquiries, sales, 
claims, and escalations, ensuring a smooth experience for 
policyholders. Bain’s research shows that customers prefer 
self-service portals for simple episodes such as bill payments 
and accessing claims-related information, and only require 
human interaction for more complex episodes such as 
seeking advice on or filing complicated claims.

Insurance contact centers are critical touchpoints for 
customer service, whether purchasing a policy or filing a 
claim. The increasing complexity of insurance policies and 
claims makes it difficult for customers to understand their 
coverage. Moreover, most insurers still rely on manual 
processes and legacy systems that are slow and error-prone.

Traditionally, contact centers operate with manual processes 
handled by human agents . However, they face significant 
challenges due to the rising number and complexity of the 
questions. This can lead to delays, errors, and  
dissatisfactory service.

Insurance contact centers have started to embrace omni-
channel environments,  incorporating digital channels 
such as chatbots, virtual assistants, and automated email 
responders to alleviate the burden on human reps. However, 
while digital technologies have undeniably revolutionized 
many industries, the expected leap in insurance hasn’t 
quite materialized yet. There are bright spots: countries like 
South Korea, Sweden, Finland, and the United States are 
frontrunners in digital transformation according to the Swiss 
Re Institute’s Country Digitalisation Index.  Encouragingly, 
emerging markets are also catching up, opening doors for 
fresh ideas and widespread tech adoption.

https://www.bain.com/insights/customer-behavior-and-loyalty-in-insurance-global-edition-2023/
https://www.bain.com/insights/customer-behavior-and-loyalty-in-insurance-global-edition-2023/
https://www.swissre.com/risk-knowledge/advancing-societal-benefits-digitalisation/insurance-digitalisation-index.html
https://www.swissre.com/risk-knowledge/advancing-societal-benefits-digitalisation/insurance-digitalisation-index.html
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Key AI Technologies Influencing Contact Centers

AI transforms insurance contact centers by automating manual processes, improving customer interactions, and providing 
data-driven insights. The following AI technologies are improving the efficiency and effectiveness of contact center operations.

Natural Language Processing (NLP)

NLP is deployed at insurance contact centers 
through Conversational AI-driven chatbots. It 
responds to human language and mimics human 
empathy. NLP can efficiently automate responses 
to frequently asked questions (FAQs), freeing 
up agents to address more complex concerns. 
It also helps route inquiries to the appropriate 
agent based on the customer’s language and 
tone, shortens the Average Handling Time 
(AHT), and ensures proper resolution without 
compromising on the quality of service. 

Machine Learning and Predictive Analytics

Machine learning (ML) algorithms identify 
patterns to predict customer behavior and 
provide data-driven insights that can improve 
overall contact center performance. Insurers 
can now efficiently handle higher call volumes by 
predicting fluctuations and allocating necessary 
resources to meet the demand. It also helps 
prioritize calls based on urgency, ensuring that 
critical cases receive prompt attention.

Predictive analytics helps with risk assessment 
and fraud detection. With predictive analytics, 
insurers can anticipate customer needs to 
personalize interactions for a more satisfactory 
resolution. By streamlining claim processing 
and minimizing unnecessary steps, predictive 
analytics in P&C insurance leads to faster claim 
settlements. Quicker resolution translates to 
happier customers and contributes to long-term 
customer retention.

Gen AI

According to McKinsey, Generative AI has the 
potential to enhance productivity and boost the 
global economy by $2.6 trillion to $4.4 trillion 
annually. Generative AI in insurance helps 
generate personalized messages using customer 
data. It enables multilingual support and 
improves overall customer satisfaction. 

Call center agents can also use it to access 
reference materials instantly. Generative AI can 
help address workforce gaps in underwriting and 
claims departments. It helps significantly shorten 
the duration of customer interactions and 
simultaneously elevates the quality of  
service provided. 

https://www.mckinsey.com/capabilities/mckinsey-digital/our-insights/the-economic-potential-of-generative-ai-the-next-productivity-frontier#key-insights
https://xceedance.com/wp-content/uploads/2023/08/Generative-AI-in-Insurance-A-Game-Changer.pdf
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Impact of AI on Insurance Contact Centers

From automating tasks to providing intelligent insights, AI is helping insurance contact centers overcome challenges. 

Enhancing Customer Experience

AI provides customers with a more personalized 
and efficient experience by automating routine 
contact center tasks like claim filing or policy 
inquiries. AI also helps improve agent productivity 
by allowing them to focus on building better 
customer relationships. AI helps contact centers 
manage surges in call volumes by routing calls to 
available agents based on their skills, geographies, 
and workload data. 

Streamlining Operations and Reducing Costs

AI significantly reduces costs and time per 
interaction by automating responses to repetitive 
queries. It improves the accuracy and efficiency 
of critical processes such as claims processing, 
personalized policy recommendations, and 
data entry. AI can analyze volumes of customer 
interaction and behavioral data to speed up data-
driven decision-making. AI can reduce contact 
center costs by 30% and improve customer 
satisfaction by 20%.

Improving Accuracy and Compliance

By automating manual processes, AI reduces 
the chances of human error, which can result in 
compliance issues. It also helps ensure consistent 
adherence to regulatory requirements and 
industry standards. Global insurance companies 
should embrace AI but prevent human error 
at the deployment stages to protect their 
commercial and financial reputation.

https://www.mckinsey.com/industries/technology-media-and-telecommunications/our-insights/why-ai-enabled-customer-service-is-key-to-scaling-telco-personalization
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Implementing AI in Insurance Contact Centers
Contact center experiences are responsible for the majority 
of customer churn in the insurance industry. Therefore, it is 
critical to implement AI strategically here. 

 

In order to do so, organizations should assess the current 
AI maturity level of their contact center. Having an idea of 
the AI maturity level will help identify gaps in the existing 
process and formulate a more accurate and seamless AI 
implementation plan. 

•	 Assess the current state of AI maturity in the contact 
center operations

•	 Identify areas for improvement and specific use cases 
for AI technologies in your contact center operations.

•	 Provide thorough training and support for agents to use 
AI tools effectively.

•	 Integrate AI into existing systems and processes to 
maximize efficiency and effectiveness.

•	 Continuously monitor and analyze the impact of 
AI on customer experience, operational costs, and 
compliance.

Key Considerations for Successful Implementation

AI Maturity Model for Insurance Contact Centers: 3 Stages of AI Readiness

Stage 1: Basic

While the organization 
understands the potential benefits 
of AI, the technology hasn’t 
actually been integrated yet.

Stage 2: Functional

Organizations are taking their 
first steps with AI, using limited 
data to automate basic customer 
interactions through a single 
channel. While deflecting inquiries 
is the main goal, this stage lays 
the groundwork for broader AI 
adoption in the future.

Stage 3: Mature

These contact centers possess 
advanced AI functionalities 
to address intricate customer 
situations. They can gather 
information from all available 
data sources and boast a highly 
integrated tech stack for seamless 
information flow. Beyond 
maximizing customer satisfaction, 
the focus here can include 
generating additional  
revenue streams.



Integration with Existing Systems

AI solutions must integrate with existing systems and 
processes, including customer relationship management 
(CRM) platforms, claim management systems, and other 
operational tools. Successful integration requires thorough 
planning and selecting compatible AI solutions.

 

Staff Training and Change Management

Train employees to use AI tools and understand the benefits 
of the technology to their daily work. Change management 
practices like effective communication and ongoing support 
will help foster a culture of innovation and continuous 
improvement. According to Deloitte, insurers are focusing 
on strengthening the technology skills of their workforce. 
These skills include underwriting, predictive modeling, and 
actuarial science. Upgrading employees will also help them 
stay ahead of the competition.

Challenges and Limitations of AI in Contact Centers
While the benefits of implementing AI in insurance contact centers are significant, it is essential also to consider the potential 
challenges. Some common limitations of AI in contact centers include:

The benefits of implementing AI in insurance contact centers outweigh the limitations. Proper planning, training, and 
monitoring are needed to overcome these challenges.

•	 High initial implementation and maintenance costs.

•	 Dependence on data quality and availability for accurate 
predictions and insights.

•	 Resistance to change from employees as some may 
perceive AI as a threat to job security.

•	 Lack of regulatory frameworks for ensuring data privacy 
and adhering to security protocols.

•	 Potential disruption to existing processes and systems 
during integration.

•	 Managing customer expectations like quick, accurate, 
and personalized responses to their policy and claims 
processing inquiries.
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https://www2.deloitte.com/us/en/insights/industry/financial-services/financial-services-industry-outlooks/insurance-industry-outlook.html


Use Cases of AI in Insurance Contact Centres

Conclusion

Sales and Marketing

AI-powered chatbots can assist in generating 
leads, answering customer inquiries, and providing 
personalized product recommendations based on 
individual needs.

Underwriting and Risk Assessment 

ML algorithms can analyze and identify anomalies 
or trends in vast amounts of data in real time. 
It helps evaluate risk and identify fraud while 
processing claims.

Policy Servicing 

AI-driven virtual assistants can handle routine policy 
servicing tasks such as address changes, billing 
inquiries, and coverage updates.

Claims Processing

AI technologies can automate claims intake, first-
notification-of-loss, and triage processes, enabling 
faster processing times for simple claims. 

Fraud Detection 

ML algorithms can analyze patterns in data to 
identify potential fraudulent activities or claims. 
 

Customer Service  
AI-powered chatbots can handle customer inquiries 
and complaints and provide 24/7 support.

AI technologies are revolutionizing insurance contact centers by enhancing efficiency, improving customer satisfaction, and 
reducing costs. AI can also perform specific roles and tasks for insurance. Training Large Language Models (LLMs) will enable 
them to handle complex and function-based tasks such as actuaries, underwriters, and customer service representatives. 
Proper planning, technology selection, and ongoing maintenance help insurance companies leverage AI to stay competitive. 

Partner with Xceedance to implement AI through licensed specialists. We offer our expertise in handling digital 
transformations of insurance contact centers through robust solutions and technical assistance.

Scan the QR code to visit our website, 
or go to www.xceedance.com

Learn how Xceedance can help your organization navigate complex market challenges, manage rapidly-evolving policyholder 
expectations, boost regulatory compliance, and kickstart enterprise transformation. Ready to find your way forward? 
Reach out to us at contact@xceedance.com to get started.

https://xceedance.com/chatbots-in-the-insurance-lifecycle/
https://xceedance.com/what-we-do/lifecycle-operations-solutions/digital-contact-center/

