
Real talk about AI

Eugene Lee
SVP and General Manager, InsuranceSuite



About me

• 30 years in Enterprise Software

• Two stints at Guidewire
• 2008 - 2018: Value Consulting, Data & Analytics
• 2020 - present: Core Platform GM

• Certified Property and Casualty Underwriter



I am not
an expert in A.I.





The pace of innovation (including AI) has been 
accelerated by the advent of core platforms

  

● Enforced software and 
industry best practices

● Common data models, 
integration patterns, etc…

● Catalyzed ecosystems

Vended core 
platforms

Cloud (SaaS) 
delivery

● Innovation became continuous
● Reduced internal operational 

burden: IT can focus solution 
and technology advisory

● Initial systems of record 
(from paper to data)

● Defined baseline 
processes and scale

● Insourced: IT managed and 
knit together

Homegrown 
mainframes





Predictive Analytics - Clara Analytics 

 

https://drive.google.com/file/d/1AsrYkXyb7nRmNvZ5FA_FC7IWYP5bdmuO/view?usp=sharing


Floatbot 

https://drive.google.com/file/d/1N_tXc6zsr3DKhxhkmgVjBqHpKjxXQV-S/view?usp=sharing


Customer 
service 

interactions

Insurance 
decisions Automation

Better use of 
unstructured

data
 User experience

UW decisions
Triage and 
routing
Liability 
determination
Fraud detection 
and prevention

Chatbots
Intelligent 
recommendations
Personalized 
alerts
Upsell / cross-sell

Automating tasks
Automating steps
Automating entire 
processes “STP”

Unstructured text
Document 
processing
Image 
interpretation

Customer support, 
intelligent 
recommendations, next 
best actions,...
Who is serving who?  
Humans as the data 
entry API

Common AI Use Cases in P&C



I thought we’d be 
further along by now



What makes AI hard – and what we’ve seen work

Why is AI hard? 

● Complexity of use cases

● High stakes / legal 
implications

● Regulatory uncertainty

● Workforce implications / 
impact on people

What makes AI truly work? 

● Empathy & Human Touch

● Storytelling & Explanation

● Accountability & Ethics



How I like to think about LLMs / Gen AI



GenAI value opportunities across the complete P&C lifecycle

● Product creation
● Product verification
● Product optimization
● Product info summary
● Product bundling

● Product feature advice
● Product gap analysis
● Product usage analysis
● Product pricing guidance

● Underwriter assistant
● Submission assistant
● Knowledge agent
● Risk portfolio analysis
● Policy customization

● Reinsurance assistant
● Treaty negotiations
● Emerging risk detection
● Dynamic policy changes

● Claim summarization
● Claim file ingestion
● Adjuster assistant
● Repair recommendation 
● Claims litigation support

● Fraud detection agent
● Claims intake assistant
● Claimant communication
● Incident report generation

● Quotation assistant
● Agent/broker assistant
● Product information
● Consumer chat agent
● Dynamic pricing support

● LeadGen assistant
● Marketing assistant
● Cross-sell assistant
● Consumer support

● Policyholder assistant
● Policy summarization
● Policy issuance
● Policy renewals
● Agent query support

● Policy cancellations
● Compliance monitoring
● Document generation
● Policy data enrichment



Guidewire Empowers Insurtech Innovation



Indico Data

https://drive.google.com/file/d/1UXI8Jx016QFivHRag78qDNrpnGMjveyH/view?usp=sharing


Developers

Claims

Our focus for GenAI in three key areas

• Smarter submission ingestion
• Automated submission 

management
• Guided underwriter experience

• Smart-list prioritization
• Automated data extraction
• Guided adjuster experience

• Smart code evaluation
• Generated code, tests, 

and documentation
• Guided developer experience

Underwriting

Improves

• Risk selection
• Bind ratio
• Expense ratio

• Customer satisfaction
• Claims cycle time
• Loss adjustment expense

• Developer efficiency
• Developer productivity
• Speed to market



Shared platforms enable ecosystems

Ecosystems catalyze sustainable innovation

AI innovation holds promise that
GenAI may finally fully unlock
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