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Current underwriting process



Underwriting journey
Majority of applicants are straight-through processed but ~30% need human 
review
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What is Generative AI (Gen AI)?



Context
The launch of Open AI’s Chat GPT in November 2022 has highlighted the 
huge potential of Gen AI across a wide range of tasks

Generative AI
produces new, previously unseen, content

Images & Videos Audio Text

Artificial Intelligence

Machine Learning

Deep Learning

Generative AI



Context
Text is one of the main use cases today, propelled by ever-growing computing 
power and large language models (LLMs)

The models are not new – but the tech is now mature enough to turn them into truly powerful 
solutions, based on a wide range of parameters

Number of parameters of Open AI’s GPT models

GPT-1
110 Million

2017

GPT-2
1.5 Billion

2019

GPT-3
175 Billion

2020 2023

GPT-4
1.76 Trillion

2018 2021 2022

Launch of ChatGPT
(started on GPT3.5)



Context
Gen AI has the potential to power several use cases in the life & health 
(re)insurance industry, across the whole customer journey

Customer Support

Claim Processing

Policy Recommendation

Risk Assessment

Feedback Analysis

Regulatory ComplianceDocument Analysis

Trend Analysis

Underwriting Engagement

Focus of 
today



How can generative AI help 
underwriting and claims 

processes?



New Underwriting journey
The review of structured and unstructured evidence can be considerably 
quicker and recommended UW decisions returned for human review
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Reduces human error and improves consistency

Enables quicker manual underwriting or claims 
processing

Underwriters and claims assessors able to focus 
more on high-value tasks

Benefits
Used in underwriting, claims or as a post-issue tool



Benefits
The business case centres around the savings in operational costs without 
impacting the risk profile

Example 
(medium-sized insurer with high STP rate)

Without UW 
assistant tool

With UW 
assistant tool
- Scenario 1

With UW 
assistant tool
- Scenario 2

Applications with additional medical evidence 
(per year)

12,000

Human underwriter – cost per hour £50

Human underwriter – time per case 1 hour 30 mins 10 mins
Total human underwriting cost (per year) £600k £300k £100k
Potential annual savings £300k £500k



What are the challenges in 
building a Gen AI tool for 
underwriting and claims?



Challenges
The promise of Generative AI is high, but it is moving quickly and needs 
considered adoption into business processes

Fast-moving environment Benefits > Costs?

Security

Management buy-in Insurance specificities

Guardrails Testing



Why do we need underwriting 
and claims expertise to help 

build a solution?



A tool needs to be more than an LLM
Underwriting and claims expertise is important in prompt engineering and 
post-processing

Date Height Weight BMI
1 Jan 2022 1.70 cm 90.2 kg 31.2
30 May 2022 1.69 cm 88.3 kg 30.9
18 Nov 2022 1.70 cm 86.2 kg 29.8
1 May 2023 1.69 cm 80.1 kg 28.0

What BMI will the underwriter want to see?

Date Height Weight BMI
1 Jan 2022 1.70 cm 90.2 kg 31.2
30 May 2022 1.69 cm 58.3 kg 20.4
18 Nov 2022 1.70 cm 86.2 kg 29.8
1 May 2023 1.69 cm 80.1 kg 28.0

How will we spot data errors?

Electronic Health Record
Date BMI
1 Jan 2022 31.2

Blood Test Report
Date BMI
12 June 2022 33.0

Application Form
Date BMI
1 June 2022 30.9

Which data source do we 
trust when they tell us 
different things? How do we ensure we extract 

sufficient and relevant  information 
for each impairment?

Impairment UW Decision
‘Mild’ Asthma + no smoking Standard rates
‘Mild’ Asthma + smoking +50%
…
‘Severe’ Asthma + no 
smoking

+250%



Summarisation is good but full integration is the gold standard
The real value comes when underwriting summaries can be structured to 
feed underwriting rules engines…but still with human review

Underwriting 
summary for 

human 
underwriters to 

review

+ Integration into 
underwriting 

workbenches and 
admin systems

+ Link to 
underwriting 

manual to return 
suggested 

underwriting 
decision



When will it fully replace human 
underwriters?



Never ?



• Hallucinations – incorrect conclusions
• Decisions too harsh
• Decisions too lenient

• Inability to act on misrepresentation at claim stage

• Legal – the right to request human decisions

• Legal – use of impermissible data 

• Data/systems may evolve

Risks and mitigations
All AI carries risk, but generative AI has additional risk 

• Human review of every case used in UW/claims

• Regular testing

Mitigations

Risks
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