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WILL YOUR INSURANCE
AGENT BE KNOCKED OUT BY
A ROBOT ANYTIME SOON?

Does the rise in artificial intelligence
(Al) mean a showdown is coming?

THE MATCH IN INSURANCE
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ROBOTS ARE COMING ON STRONG

For Customers: And Carriers:

320/0 of P&C personal lines 21 0/0 reduction

insurance sales advice and quotes are in combined ratio could be achieved from
provided through digital channels today? automated processing, online sales, big data
pricing, and fraud detection*
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o 35 / O of respondents 80 / O of agent respondents
said they have some interest in working with said they are still having trouble analyzing
a robo-advisor (46% Gen X, 24% Boomers)® data fast enough to meet customer demand?®
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COMPLEXITY DRIVES THE HUMAN COUNTERPUNCH

Automation is fine for But customers prefer human support
simple tasks: for more complicated purchases

/_ 40 O/O ngﬂSUI’ﬂeI’S 630/0 gfonsumers

prefer to learn about prefer to speak to an agent
insurance-related products when making a purchase’

online or via a mobile app®

Mail

Don’t

In person know

Don’t know ROUND

A SPLIT DECISION
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5% 11 25% 1l

of prospects research auto policies onling® are purchased onling?

only 1 00/0

said they would be comfortable having their relationship with
their financial advisor exist entirely online'™
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CARRIERS MUST STEP IN TO STOP THE FIGHTING

Carriers can make peace by getting automation right for:

Customers: Agents:

20% W _ ¥k #1

of smart phone users will immediately request of agents was for carriers to

switch to another site or app if it doesn't better integrate into agency
satisfy their needs management systems
% f1,700
67% of 1,
will switch if it takes too many steps to independent agents surveyed'?

purchase or get desired information'
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INDUSTRY CHAMPS USE TECHNOLOGY TO STRENGTHEN, NOT KNOCK OUT, AGENTS

Winning carriers will follow the footwork of financial services counterparts who
are using robots and Al to empower their agents - not beat them up.

200

customer transactions enabled by USAA’s
Enhanced Virtual Assistant'®
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“The possibilities for a technology revolution in insurance are indeed endless with the rise of Al,

robots, and robo-aadvisors. But what if this revolution could produce more heroes than
casualties? What if rather than being replaced by these technologies, humans could be
made better, stronger, and faster by them?”*
— LISA WOODLEY, VICE PRESIDENT, DIGITAL EXPERIENCE, NTT DATA
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