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Closing the Service Gap 

AI Agents for the Modern Insurer 
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How insurers can deploy governed AI agents to resolve the three pain points that quietly erode margin, retention, 
and compliance without replacing the people and systems they already rely on. 

Insurance runs on documents, deadlines, and trust. Yet the daily work of quoting, servicing, and settling claims 
still depends on manual lookups across fragmented systems. AI agents can reason over your own policies, data, 
and workflows, take defined actions, and absorb that repetitive load, keep a human in the loop for judgment 
calls, and leave a clear audit trail. Below are the three pain points we see most often, and a practical path to 
address each. 
THREE PRIORITIES FOR INSURERS 

01 

 
Slow, costly claims processing 
THE PROBLEM  First Notice of Loss intake, document collection, coverage verification, and status 
updates are heavily manual. Adjusters spend more time gathering and rekeying information than 
deciding on claims, which drives up cycle times, loss-adjustment expense, and policyholder frustration. 
AI AGENT IN ACTION  An agent for intake and triage ingests FNOL from any channel, extracts and 
validates data from forms, photos, and estimates, checks it against policy terms, and routes the claim 
with a recommended severity tier. It drafts status communications and flags suspected fraud indicators 
for a human adjuster, who approves or overrides every material decision. 

02 

 
Overloaded service centers and slow response times 
THE PROBLEM  Policyholders and agents wait on hold for routine questions about billing, coverage 
details, endorsements, and documents while staff answer the same queries repeatedly. High volume, 
seasonal spikes, and after-hours demand stretch service teams and depress satisfaction scores. 
AI AGENT IN ACTION  A customer service agent grounded in your policy documents and admin system 
answers questions in plain language 24/7, authenticates the caller, and completes simple self-service 
tasks such as issuing a certificate or explaining a bill. It hands off complex or sensitive cases to a 
representative with the full conversation context attached. 
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03 

 
Underwriting bottlenecks and compliance risk 
THE PROBLEM  Underwriters assemble submissions from email, PDFs, and third-party data by hand, 
while compliance teams manually check disclosures, filings, and documentation. The result is 
inconsistent decisions, slow quote turnaround, and audit exposure when records are incomplete. 
AI AGENT IN ACTION  An agent for submission review reads incoming submissions, summarizes 
exposures, pulls relevant third-party and loss history data, and prepares a structured risk packet for the 
underwriter. A paired compliance agent checks each file against jurisdiction rules and records a 
complete, timestamped trail for every action. 

WHAT GOOD LOOKS LIKE 

Representative outcomes when agents are deployed on the right workflows 

40–60% 

less manual effort on claims intake 
& triage 

24/7 

self-service for routine policy & 
billing questions 

2–3× 

faster submission turnaround for 
underwriters 

WHY AGENTS, NOT JUST CHATBOTS 

A chatbot answers. An agent acts. It reasons over your own data, calls the systems of record, and completes 
multistep tasks under policy guardrails. For insurers, that distinction is where the value sits. 

 
Grounded in your sources: policies, SOPs, filings, 
and admin systems. 
Human oversight: material decisions are reviewed 
and approved by staff. 
Auditable: every action is logged for compliance and 
examiners. 
Secure by design: access controls, data residency, 
and PII handling built in. 

 
System integration: integrates with policy admin, 
claims, CRM, and document stores. 
Measurable: tied to cycle time, cost per transaction, 
and CSAT from day one. 
Incremental: starts on one workflow and expands as 
confidence grows. 

A PRAGMATIC DEPLOYMENT PATH 

01 

Target 
Pick one high-volume, rules-
based workflow with a clear 
metric to improve. 

02 

Ground & Guardrail 
Connect trusted sources, 
set approval points and 
access controls. 

03 

Pilot 
Run alongside staff, 
measure against a baseline, 
tune accuracy. 

04 

Scale 
Expand to adjacent 
workflows with monitoring 
and governance. 

GETTING STARTED 

The insurers who benefit most do not attempt to automate everything at once. They choose a single painful, 
repetitive workflow, deploy a governed agent with a human in the loop, prove the result against a baseline, and 
then expand. PivotQ partners with insurance teams through that full path, from identifying the right first use case 
to secure deployment and ongoing support. 

Ready to identify your first agent use case? 
We help you scope, pilot, and scale AI agents built around your data and controls. 
pivotq.ai   +1 408 641 1928 

 
This white paper is provided by PivotQ.AI LLC for general informational purposes only and does not constitute legal, regulatory, financial, or professional advice. Performance 
ranges are illustrative and will vary by organization, data quality, and workflow. AI agents should be deployed with appropriate human oversight and governance. 


