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Accelerate, Don't Alienate:
Modernise P&C claims with
right-sized automation and
real human insight.




INntroduction

In today's insurance landscape, finding the
right balance between automation and
human expertise in claims processing is

so much more than just a challenge, it's a
question worth asking: Where does each
excel? Automation can dramatically enhance
efficiency, yet the human touch remains
indispensable for handling complex claims,
offering empathy during stressful times, and
restoring peace of mind after a loss. Insurers
today must dare to compare these approaches
and understand how the balance of these
elements can result in a streamlined and
emotionally intelligent claims operation.

Industry statistics highlight the importance

of this balance given Al's critical role in the
ongoing digital transformation of insurance
technology. According to a report by McKinsey
& Company, automated underwriting systems
have reduced the time required to underwrite
a policy by up to 90%, cutting the average time
from several days to just a few hours.’

In addition, 76% of insurers globally use Al

to automate claims processing and improve
customer service. 2

Despite these advancements, the need

for skilled professionals with deep industry
knowledge and strong relationship skills is
growing. Insurers are increasingly investing
in their human resources while adopting Al.
Arecent report highlights that insurers are
not only leveraging Al to improve operational
efficiency, but also investing in adaptive
training and operational resources tailored to
modern needs.?

This dual approach ensures that human
agents are supported by Al systems, allowing
them to spend more time on meaningful
interactions. For example, by using Al tools

to handle routine queries, human agents

can focus on complex, emotionally charged
situations, thereby strengthening customer
loyalty and ensuring insurers are seen not just
as service providers, but as trusted partners
during life's most difficult moments.
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T k St t . Al can fast-track a First Notice of Loss
a e e p S O (FNOL), but it can't replace empathy
when a customer is reporting a
Q | e traumatic event.

The claims process is fraught with emotional
weight, as it's about restoring peace of mind
by making the policyholder whole. Automation
must go above and beyond efficiency; it must
deliver empathy and empower the policyholder
to feel in control.

Smart insurers use Al to flag emotionally
charged language and escalate those
claims to experienced adjusters.

Triage isn't just about complexity, and it
should include emotional context and
urgency.

Automation without intelligent routing
leads to cold, transactional experiences
and can lead to reputational risk.

Claims speed is important, but speed
without sensitivity leads to higher
attrition post-claim.

Al should reduce back-end workload
and improve front-end experience. It's

_ not one versus the other.
Here are some examples of how we might

compare a claims process with and without
automation - keeping the human empathy
component in mind:

Bots that handle routine claims will still
need human fallback when frustration
is detected.

Customers don't remember how fast
the claim closed, but they remember
how they were treated.

Complex or high-impact claims
need adjusters with technical and
interpersonal skillsets.




Al can identify opportunities for proactive outreach, especially during
CAT events or sensitive situations. Here are some benchmarks an insurer

could use to measure the impact of automation balancing against human
empathy:
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Improving the Balance Between
Automation and Human Intervention

Improves Customer Retention

For so many policyholders, their claims experience can often influence whether they remain with their
insurer for the long term. More complex claims or CAT events that require nuance and the special
attention of human adjusters can drive claims forward and impact outcomes, leading to optimum
results for all. The claims process is stressful for policyholders, and the human element remains critical
by delivering unparalleled expertise, namely:

Expertise. Complex claims require experienced adjusters with specialised knowledge.

Empathy. The emotional and stressful nature of claims requires human compassion and understanding.

With the right blend of automation and empathy, insurers can transform the claims journey into one
that is faster, smarter, and more human than ever before. Ultimately, the future of insurance claims will
require a balance of technology and human expertise, with adaptability, interoperability, and agility as
the keys to success in today's rapidly changing P&C landscape.

Dare to Compare

See if your core system is helping you achieve the right blend of automation and human intervention.
Visit us online at sapiens.com/property&casualty for further information about our award-winning
P&C solutions.

About Sapiens

Sapiens International Corporation (NASDAQ and TASE: SPNS) is a global leader in intelligent insurance Saas-based software
solutions. Sapiens’ robust platform, customer-driven partnerships, and rich ecosystem empower insurers to achieve
operational excellence in a rapidly changing marketplace. A Microsoft Top 100 Partner and the recipient of many industry
analyst awards, Sapiens helps insurers harness the power of Al and advanced automation to support core solutions for
property and casualty, workers' compensation, and life insurance, including reinsurance, financial & compliance, data &
analytics, digital, and decision management. For more information visit https:/sapiens.com or follow us on LinkedIn.
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