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The Agent and “The “Machine:” 

How Artificial Intelligence, Big Data and 
Machine Learning is Changing the Role of 

Insurance Agents

Welcome and Introductions

Housekeeping

We’ll 
Break @ 
Midpoint

Please 
Turn To 
Vibrate

Engage, 
Question 
& Push 
Back!



5/29/18

2

Agenda

vWhat’s All this Noise about Big Data, 
Artificial Intelligence, and Machine 
Learning?

vThe Future Role of Underwriting, and Loss 
Prevention

vThe Future Role of the Agent 
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“Our state based system 
of insurance regulation 
has faced change 
before…
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… but never on the scale 
we are currently 
experiencing …

... “This is a watershed 
moment.

… We cannot falter.” 

“The NAIC and its 
members are once 
again at a turning point 
and facing a myriad of 
forces including: 
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“Technological 
advances and the 
impact on 
consumers, 
insurance industry 
and state insurance 
regulators.”

“Use of data to 
tailor insurance 
product design, 
pricing and 
delivery.”

“Changing view of 
ownership of 
personal property 
and the increasing 
availability of 
autonomous 
vehicles.”
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“Rising demand for 
simplified and near 
instantaneous
purchase 
transactions.”

“24-hour news cycle, 
fed by nontraditional 
sources for
information on 
complicated issues.”

“Need for states to 
hire increasingly 
professional and
technical staff at a 
time of limited state 
budgets.” 
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Traditionally grounded in 
easy-to-regulate forms and 

structured data.

Switch to on-the-fly 
decisions, price adjustments 
made by machine learning 

algorithms with data 
flowing from the IoE devices

Are the Regulators up to the task?

How “Big Data,” Artificial Intelligence, and 
Machine Learning is  Influencing

Underwriters and Agents

Let’s Define our Terms …
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What is “Big Data” Analytics?

What is “Big Data?”

Big data analytics 
refers to the strategy 
of analyzing large 
volumes of data. 

What is “Big Data?”

… gathered from a 
wide variety of 
sources, including 
social networks, 
videos, digital 
images, sensors, and 
sales transaction 
records. 
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What is “Big Data?”

… uncover patterns 
and connections that 
might otherwise be 
invisible …

What is “Big Data?”

… that might provide 
valuable insights, 
and better decisions.
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What is Artificial Intelligence?

What is Artificial Intelligence (AI)?

Ability of a machine 
or a computer 
program to think and 
learn. 
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What is Artificial Intelligence (AI)?

The concept of AI is 
based on the idea of 
building machines 
capable of thinking, 
acting, and learning 
like or better than 
humans. 

What is Machine Learning?

What is Machine Learning?

Machine learning is a 
subfield of artificial 
intelligence. 

Its goal is to enable 
computers to learn 
on their own. 
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What is Machine Learning?

A machine’s learning 
algorithm enables it 
to identify patterns 
in observed data, 
build models that 
explain the world, 
and …

What is Machine Learning?

… predict things 
without having
explicit pre-
programmed rules 
and models.

How “Big Data,” Artificial Intelligence, and 
Machine Learning Influence the Role of 

Underwriters?
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Historical Underwriting

Agents fill out 
forms – passes to 

underwriter

Risk assessed 
based on 

traditional 
underwriting rules

Priced based on 
statistical models 

of historic data

Historic Underwriter’s View of a Risk

Traditional Underwriters’ View
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Traditional Underwriters’ View

Traditional Underwriters’ View

Traditional Underwriters’ View
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Underwriters have traditionally … 

70% of time 

spent on gathering 
information  

Underwriters have traditionally … 

Trouble getting 
information in one 
place

Challenge comparing 
data from multiple 
sources

Underwriters have traditionally … 

“Swivel chair” 
integration issues
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Underwriters have traditionally … 

Communication 
gaps when 
collaborating with 
experts and brokers

From Manual to Automation …

“Hard Copy” to “Digital Copy”

§ Doubled Underwriting Productivity
§ Reduced Loss Ratio by 2%
§ Reduced Expense Ratio by 0.5% 

Emerging Underwriting “Tools”

Automation to Big Data, AI, Machine Learning
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Future of Underwriting

vThousands of structured and unstructured 
data sources provide a lot more information 
… 

v … not just about the risk but also its 
operating environment, people and 
business practices that may influence its loss 
propensity. 

Future of Underwriting

vThese may include:

§ Social media, 

§ Various government and private databases, 

Future of Underwriting

vThese may include:

§ Information from IoT and telematics devices,  

§ Satellite and drone feeds. 
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Future of Underwriting

vBig data platforms can virtually eliminate 
application forms and the whole process of 
checking and assessing them. 

vMachine learning-based tools can do 
automated underwriting.

Future of Underwriting 

Automation to Big Data, AI, Machine Learning

Predictions: 10x Productivity, 
2x Growth,
10 – 15% Reduced NCOR  
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“Where agents once served as the front line in risk 
selection and pricing, advances in predictive 
models are making this role obsolete.”

“Agents of the Future: The Evolution of Property and 
Casualty Insurance Distribution”  (2013)

-McKinsey & Company

Let’s talk about …     

“Straight Through 
Underwriting”

Safety and                     
Injury Prevention
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Safety and Injury Prevention

Workers compensation will evolve and 
become largely about proactive workplace 
safety rather than paying for losses post-
accident. 

Safety … The Auditor Model

Let’s acknowledge … 
Auditor Model is no 
longer improving 
outcomes.

Safety and Injury Prevention

The number of 
workplace injuries 
will come down … 



5/29/18

21

Safety and Injury Prevention

Safety and Injury Prevention

Safety Data and Machine Learning

vMachine learning makes sense of all the 
safety data collected and helps in long-term 
risk management. 
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The smarter the device or building ..

vToday we have the tools to genuinely 
anticipate and prevent accidents, and one of 
the best tools is that thing everyone carries 
around these days, a mobile phone. 

The smarter the device or building ..

vWith a smartphone, workers can take a 
picture of any hazard (for example, an 
electrical fault) …

vWith augmented reality, and the GPS on the 
phone turns the hazard into a dynamic alert 
as opposed to being some static and often 
hidden document. 

The smarter the device or building ..

vSo, even if it is not removed immediately, as 
it is unlikely to be in most cases, workers can 
be alerted as they approach it. 
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Safety Data and Machine Learning

vFor insurance companies, this combination 
of IoT data feeding into machine learning 
capability will help deliver more 
sophisticated risk prediction models and 
underwriting risk assessment tools than the 
industry has ever seen before.

The smarter the device or building ..

vThe building itself is now smarter, with:

§ sensors for temperature, 
§ smoke, 
§ moisture, 
§ electric current, 
§ humidity, 
§ noise, light measurements, etc

The smarter the device or building ..

vIn the more industrial workplaces, helmets, 
wristbands and even gloves are being 
embedded with sensors, … 
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The smarter the device or building ..

v … so they can send alerts to employees and 
their managers in real time, allowing them 
to take preventive measures if workers’ 
wellbeing is compromised or safety 
procedures are not being followed.

“There is no device 
in ten years that is 
not sensored.” 
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Everything that 
touches everybody’s 
life in the civilized 
world will have a 
sensor…”

§ C3 IoT CEO Thomas Siebel
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SafetyCompass

The smarter the device or building ..

Companies re putting together a whole 
network of beacons and IoT devices out in 
industrial sites or office buildings so you 
monitor the whole work environment and you 
can monitor a person … 
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Future Role of the  
Insurance Agent

What does the agent 
of the future look like 
if agents will no longer 
influence pricing?

Insurance agents will not disappear 
…

… but, the role of the 
intermediary (agent) is 
changing to that of a 
risk assessor and 
consultant for more 
complex lines of 
business. 
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“Broker 2020: Leading from the 
front in a new era of risk” - PWC 

“Demand for more 
tailored and deep 
expertise from their 
insurance advisors.” 

Let’s talk about … 

“Niches”

Pick your niches wisely
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Automation and Robots

Nearly   40 % 
of jobs in the U.S. 
may be vulnerable 
to replacement by 
robots in the next 
fifteen years …

“Broker 2020: Leading from the 
front in a new era of risk” - PWC 

“Assistance to 
identify and address 
new, evolving and 
escalating risks.”

(known and, 
currently, unknown) 
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Let’s talk about … 

“Risk Assessments”
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OWNERSHIP/COMBINABILITY

DOES THIS BUSINESS OR ANY OF THE OWNERS OF 
THIS BUSINESS, EITHER INDIVIDUALLY OR IN 
COMBINATION WITH OTHER OWNERS OF THIS 
BUSINESS, OWN MORE THAN 50% OF ANY OTHER 
BUSINESS, WHICH OPERATED AT ANY TIME 
DURING THE FIVE YEARS PRIOR TO THIS 
APPLICATION?

OR, DOES THIS BUSINESS OWN A MAJORITY 
INTEREST IN ANOTHER ENTITIY, WHICH IN TURN 
OWNS A MAJORITY INTEREST IN ANY ENTITY THAT 
OPERATED AT ANY TIME IN THE FIVE YEARS PRIOR 
TO THIS APPLICATION?
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(6)(a) If an employer understates or 
conceals payroll, or misrepresents or 
conceals employee duties so as to 
avoid proper classification for 
premium calculations, 

Florida State Statute

… or misrepresents or conceals 
information pertinent to the 
computation and application of an 
experience rating modification 
factor, … 

Florida State Statute
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… the employer, or the employer’s 
agent or attorney, shall pay to the 
insurance carrier a penalty of 10 
times the amount of the difference 
in premium paid and the amount 
the employer should have paid and 
reasonable attorney’s fees. 

Florida State Statute

“Broker 2020: Leading from the 
front in a new era of risk” - PWC 

“74% of survey 
participants are
looking to brokers 
for analytics to
help inform their 
decision-making.” 

Let’s talk about … 

“Analytics”
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Analytics

Injury Data

Analytics

First Report of Injury 
“Lag Time”
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Analytics

Temporary Total 
Disability Days

Evidenced Based Treatment and 
Disability Durations

Analytics

Evidenced-based 
Treatment
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Analytics

Pharmacy costs as a 
% of medical costs

Analytics

% of claims closed 
within 10 months
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No … the sky is not falling

Are you ready …
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Agents of the Future

• Value is disconnected from “getting a great 
price”

• More focus on strategic risk advice, 

• Digitally and analytically sophisticated, 

Agents of the Future

• Ability to deliver the transparency and control 
that today’s customers desire 

“It is not the 
strongest of the 
species that 
survive, nor the 
most intelligent, 
but the one most 
responsive to 
change.”

Charles Darwin (1809 – 1882)
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Dialog


