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I don’t know what 

I’m going to do 

when I get found 

out

• No-one (really) can count or playback the investment case…

• As long as you are saying you are doing something, that’s OK...

• Everyone will be more than happy, so long as they think you 
are doing something…

• This will give you enough time to figure out that something 
that you should be doing…



Because when we talk about “AI in insurance”, we mean 
everything…
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…so whilst we are very excited, we are also highly pragmatic
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1. The Vision: The AI driven future insurance organization
2. Looking to 2030
3. Lessons from other insurers
4. Case Studies and what’s working
5. Conclusion – A pathway and considerations
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…..Has just received the hourly 
automated P&L (Contract and 

Company View) with the 
restaurant claim cost factored in…



• Embedded Insurance at point-of-need

• AI / Machine-learned automated FNOL

• AI enabled supplier verification and dispatch

• AI driven touchless “No-Proof” claim

• AI enabled parametric claim payment

• AI enabled auto-reserving 

• AI driven real-time underwriting



The Macro Picture



The ratio of growth cost/expenses almost has a 1:1 relationship in South Africa 

• For every Rand of premium written 
there is a corresponding rise in cost

• For every Rand of premium written 
there is a corresponding rise in fraud

• It’s a simple equation: Do more 
business, add more people

• Shameless advert (see me after!)

The Southern African Market- Where is the tech benefit? 



Source: South African Reserve Bank Quarterly Update 

The Southern African Market- Where is the tech benefit? 

Selected South African Insurance Sector_March_2025.pdf

https://www.resbank.co.za/content/dam/sarb/publications/prudential-authority/pa-selected-south-african-insurance-sector-data/2025/Selected%20South%20African%20Insurance%20Sector_March_2025.pdf


Societal Benefits

• Growth of micro-insurance products (in this case 
funeral cover) – Penetration still under 14%

• Digitalisation and Digital first channels

• Will track impact of more direct vs traditional broker 
channels (i.e. less commissions!)

• Feels like a changing market…

Is there a need for AI in South Africa? Assuming Insurance does good!



Insurance 2030



By 2030 (Celent)
Insurance is no longer a forms (digitalized or not) and claims 
business. It becomes an AI & data-led, prediction and prevention 
business. Insurers shift from paying when things happen to helping 
customers avoid loss in the first-place.

2020 (Gartner) 
By 2025, The industry will have made a profound change over the 
next five-years and will be focused on new distribution, greater 
range of products and greater specialisation -  much more 
emphasis on servicing clients (personalized, professional) 

2010 (All) 
By 2020 The industry will have digitalized and customer 
self-service will be the norm. Core systems will be modernized 
replacing mainframe and batch systems. External data (credit, 
public records etc.) will drive pricing and risk selection beyond 
claims years discounting. 



Weather Losses Grow 
(Inc. Space-Weather)

Uninsurable 
Regions- 

Regulators push 
for justification of 

models

Reliance on 
Risk models 

and proof to 
regulators

Climate risk 
becomes the 
biggest factor

Pay-as-you use policies 
become norm vs annualized 
contracts

Insurers move to the background.. 
Frictionless, embedded, automated

Embedded Insurance 
(built into electric car 

subscriptions

Cyber becomes as standard as 
Car insurance bundled with 

managed security services

Parametric Policies go 
mainstream – Business 
interruption, travel etc. No 
adjustors- no disputes

Distribution of 
Insurance 
Product

Move from what 
group/segment  you are in 
– to What do you 
personally do… 

Home insurance via 
sensor data – 
Health via wearable

Car insurance via 
telematics and 

behaviour

Social scoring 
models emerge

Hyper-Personalis
ed Pricing

Humans only handle 
Complex Claims
High-net worth 

underwriting
Bodily claims and/or 

empathy driven 

Underwriting 
completed in 
real-time using 
streaming data

Chatbots (text or 
voice) handle and 
route all FNOL (First 
Notification of Loss)

80-90% of simple 
claims 

auto-settled by AI

Fraud Detection using pattern 
analysis 

AI Runs 
Operational 

Tasks

Transforms insurers to risk 
partners, not bill payers

Insurer funds 
new-levels of AI 

enabled risk 
assessments for 

commercial

Home policy includes 
smart monitoring – 
insurer pays for the 
technology to avoid 

the major claim

Insurer pays for car 
connectivity/telematics 
(behaviour) and prices in 
safety features (ADAS) to 
avoid the major claim

Prevention-Base
d Insurance

Insurance
2030



1. We look far more like tech-enabled risk advisors than a 
traditional insurer. 

2. We win by using more data than anyone else (ethically)

3. We win by adopting automation and using AI early

4. We win by adapting to climate reality

5. The customer experience is finally good…
- Claims settle instantly (quickly) where possible
- We give proactive warnings (we detected a leak, shutting 

off water now)
- Insurance products feel simpler, clearer and integrated 

into the world around us 

By 2030
Insurance is no longer a 
paperwork (digitalized or not) 
and claims business. It becomes 
a data, prediction and prevention 
business. Insurers shift from 
paying when things happen to 
helping customers avoid loss in 
the first-place.



Humans only handle Complex Claims
High-net worth underwriting
Bodily claims and/or empathy driven 

Underwriting completed 
in real-time using 
streaming data

Chatbots (text or voice) handle 
and route all FNOL (First 
Notification of Loss)

80-90% of simple claims 
auto-settled by AI

Fraud Detection using 
pattern analysis 

AI Runs 
Operational 

Tasks

Level 8:
Quantum AI

Level 7:
Artificial Super Intelligence (ASI)

Level 6:
Artifical General Intelligence (AGI)

Level 5:
Systematic AI [LLM+Agentic+Graph/RAG]

Level 4:
Advanced Generative AI:

Agentic AI Systems | Multi-Modal

Level 3:
Generative AI

Level 1 & 2:
Rules based logic/basic machine learning



Quick Reality Check – Making it Real



We started with Business Insurance –  (Business Data vs Consumer Data)

Input: 

Company Name + 
Postcode or phone or 
website or company 
registration etc.

Two bits of information



Go.AI Deployed Across All Client Facing PAS Software and Digital Screens

Input: 

“What additional covers, 
renewal strategies… I’m 
going to speak to 
them…” 



Next- Task Management Development – Go.AI “help me manage my day…”

Input:  

“What’s on today!”



Next- Into Complex/Specialty Risk Management and Complex Underwriting

Input: Multiple 
documents / contracts / 
data enrichment for 
complex (global 
speciality) 

DOT: Decision on Tap



Claims – A True Story



Example of POC: More complex workflows (i.e. super-automation)



✔ The claim intake form digitalised.
✔ An AI generated natural language 

summary
✔ AI Natural language Q&A

We also provide combinations of business 
rules, AI to check this digitalised claim…

✔ The ICD coding is correct
✔ That the client is covered
✔ Policy terms are verified
✔ Deductibles / Limits  / Treatment 

Exclusions
✔ The payment schedule
✔ Fraud or (gaming checks) 

…And Pay the claimant in near-real-time 

Example of POC: More complex workflows (i.e. super-automation)



It’s around this time two people realised the same 
thing……..

Example of POC: More complex workflows (i.e. super-automation)



Super-sized efficiency

Speed of claim 

handling- accuracy

Happy end customer

(The claimant)

Go Sapiens!

This Guy is about to 

decimate my 

department and 

probably will decimate 

my career

Example of POC: More complex workflows (i.e. super-automation)



Where we are likely heading... An example from a real-world claim workflow



“Tokenisation of the task” e.g. “$1 to structure claim, $4 to determine cover etc”





Internally focused 

90% of PoC’s Didn’t Go Anywhere

“Its only as good as our data” 

U/W & staff are using side-desk 

We should learn together



A Pathway



Business Confidence – We have actually been here before

• Liability shift – Fault may 
move from drivers to 
manufacturers/software 
providers

• Fewer (No) accidents 
could shrink the personal 
auto insurance market 

• Smaller vehicle park

• Impossible to 
differentiate insurance 
and power switches to car 
manufactures

• We will all be out of a 
job.
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With each other, the regulators, the market, our customers and more importantly with our business

So we soften…and we need a pathway to help us communicate
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Your AI strategy is actually a Data Strategy

Why…
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Get Excited

Why…



Last word… Thank-you!


