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of the Future
How AI is Modernizing 
Insurance Carriers
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Challenges Facing Today’s 
P&C Insurance Companies

The property and casualty (P&C) insurance industry is 
experiencing a period of profound disruption. Carriers 
are navigating economic uncertainty and shifting 
customer expectations while facing the challenges of 
rising risks and increasing costs associated with factors 
beyond their control.
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Escalating Physical 
Risk and Catastrophe 
Exposure 

The impact of climate change is a 
growing and ever-present reality. 
Catastrophic events, such as wildfires, 
hurricanes, floods, and convective 
storms are driving up property losses, 
challenging actuarial models, and 
rendering some geographic regions 
nearly uninsurable. 
 
In high-risk zones, coverage is either 
prohibitively expensive or altogether 
unavailable, raising questions about 
the accessibility and affordability of 
insurance. This has placed pressure  
on both public and private  
stakeholders to explore alternative 
risk-sharing mechanisms and climate 
adaptation strategies. 

1Deloitte, Bridging insurance gaps to prepare homeowners for emerging climate change risks, 2024, 
 https://www.deloitte.com/us/en/insights/industry/financial-services/bridging-the-gap-between-homeowners-insurance-companies-climate-change.html 
 
2CBS MoneyWatch, Homes in parts of the U.S. are “essentially uninsurable” due to rising climate change risks, 2023, 
 https://www.cbsnews.com/news/insurance-policy-california-florida-uninsurable-climate-change-first-street/  
3Center for American Progress, Managing the Climate Change-Fueled Property Insurance Crisis, 2025, 
 https://www.americanprogress.org/article/managing-the-climate-change-fueled-property-insurance-crisis/ 

“The insurance industry by itself—and 
even with reinsurers—is not sufficiently 
capitalized to help every person and 
company protect against the range of risk 
they have. And so there’s the notion of 
how to enable third-party capital to enter 
by correctly identifying risks, measuring 
the risks, and then transferring those risks 
into the trenches that third-party capital 
is willing to invest in… [This] is on the 
cusp of increasing significantly given the 
evolving nature of risks.”  

— Fritz Nauck, McKinsey Senior 
Partner

Rising Risk by the 
Numbers 

Between 2019 & 2022:

Severe climate-related disasters in the US 
escalated by 32% and insured losses rose 
by nearly 300%1

In 2023:

35.6 million properties faced increasing 
insurance prices and reduced coverage 
due to climate risks2

In 2024:

The US sustained $183 billion in damage 
from 27 different major weather and 
climate disasters3

https://www.deloitte.com/us/en/insights/industry/financial-services/bridging-the-gap-between-homeowners-insurance-companies-climate-change.html
https://www.cbsnews.com/news/insurance-policy-california-florida-uninsurable-climate-change-first-street/
https://www.americanprogress.org/article/managing-the-climate-change-fueled-property-insurance-crisis/
https://www.mckinsey.com/industries/financial-services/our-insights/mckinsey-insurance-leadership-on-2024-trends-and-innovations
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The Cost of Fraud & 
Operational Pressures
It’s not just high-impact catastrophes 
threatening to raise costs and strain 
profitability. Insurance fraud also remains 
a major issue, accounting for an estimated 
10% of all P&C claims in the US, 
amounting to approximately $122 billion 
annually, or roughly 40% of all insurance 
fraud losses.4 

Many P&C carriers have enacted premium 
hikes in response to fraud losses, as 
well as rising operational costs fueled by 
supply chain disruptions, labor shortages, 
and technology debt. However, these 
increases come with consequences, as 
customer churn rates have increased 
even as overall Net Promoter Scores have 
risen.5  Rising asset values, elevated 
repair and replacement costs, and a 
higher frequency of losses are all pushing 
premiums beyond the reach of many 
consumers and small businesses.

This is especially true in mature markets, 
where premium growth is largely 
driven by rate increases rather than 
exposure expansion.6 While this pricing 
momentum has supported top‑line 
growth in recent years, it is becoming 
increasingly unsustainable as concerns 
about affordability and customer retention 
mount amid falling consumer confidence 
in an uncertain economy. 

As the traditional boundaries of insurable 
risk are challenged, insurers must adapt 
swiftly to remain resilient and relevant.

4Deloitte, Property and casualty carriers can win the fight against 
insurance fraud, 2025,  
https://www.deloitte.com/us/en/insights/industry/financial-services/
financial-services-industry-predictions/2025/ai-to-fight-insurance-fraud.
html  
5Bain & Company, After Years of Customer Loyalty Programs in 
Insurance, What Works, and What’s Next?, 2024,  
https://www.bain.com/insights/after-years-of-customer-loyalty-
programs-in-insurance-what-is-next/  
6McKinsey, Global Insurance Report 2025: The pursuit of growth, 2024, 
https://www.mckinsey.com/industries/financial-services/our-insights/
global-insurance-report

https://www.deloitte.com/us/en/insights/industry/financial-services/financial-services-industry-predictions/2025/ai-to-fight-insurance-fraud.html
https://www.deloitte.com/us/en/insights/industry/financial-services/financial-services-industry-predictions/2025/ai-to-fight-insurance-fraud.html
https://www.deloitte.com/us/en/insights/industry/financial-services/financial-services-industry-predictions/2025/ai-to-fight-insurance-fraud.html
https://www.bain.com/insights/after-years-of-customer-loyalty-programs-in-insurance-what-is-next/
https://www.bain.com/insights/after-years-of-customer-loyalty-programs-in-insurance-what-is-next/
https://www.mckinsey.com/industries/financial-services/our-insights/global-insurance-report
https://www.mckinsey.com/industries/financial-services/our-insights/global-insurance-report
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Why Modernization 
Is the Solution

Modernization, driven by next-generation technologies 
such as agentic artificial intelligence (AI) is the clearest 
path to sustainable growth, operational resilience, and 
customer relevance.
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AI’s Transformative Potential  
Across the Insurance Value Chain  

From underwriting and claims to fraud detection and customer service, AI enables insurers 
to drive efficiency, precision, and responsiveness at scale. 

•	 In underwriting, AI empowers faster, data-driven decisions by analyzing vast, complex 
datasets in real time, leading to more accurate risk pricing and quicker turnaround. 
Measurable impacts include a 20% to 40% reduction in costs to onboard new 
customers, and a 3% to 5% accuracy improvement in claims.7 AI can also support 
continuous underwriting through real-time risk scoring and micro-segmentation, 
allowing for dynamic pricing and personalized products. 

•	 In claims, AI automates intake, triage, and resolution while flagging potential fraud 
earlier in the process. By integrating real-time, multimodal analysis into the claims 
lifecycle, P&C insurers could prevent between $80 billion and $160 billion in fraudulent 
payouts by 2032.8 

•	 In customer engagement, AI delivers intelligent, personalized interactions, enhancing 
satisfaction while assisting agents with real-time recommendations, cross-sell 
opportunities, and policy servicing. In some cases, AI can utilize sentiment analysis 
to generate customer communications that are perceived as clearer and more 
empathetic than those written by humans.9 AI can also enhance customer lifetime value 
(CLV) modeling by identifying high-value customers early and then guiding product 
development and retention strategies.

These improvements are more than operational tweaks—they fundamentally shift a carrier’s 
cost structure to do more with less. AI-powered systems can augment or assist agents in 
real time, transforming call center operations, improving claims experiences, enhancing 
cross-sell opportunities, and creating new standards for policyholder engagement.

7McKinsey, The future of AI in the insurance industry, 2025, 
 https://www.mckinsey.com/industries/financial-services/our-insights/the-future-of-ai-in-the-insurance-industry 
 
8Deloitte, Property and casualty carriers can win the fight against insurance fraud, 2025,  
https://www.deloitte.com/us/en/insights/industry/financial-services/financial-services-industry-predictions/2025/ai-to-fight-insurance-fraud.html  
 
9McKinsey, The future of AI in the insurance industry, 2025

https://www.mckinsey.com/industries/financial-services/our-insights/the-future-of-ai-in-the-insurance-industry
https://www.deloitte.com/us/en/insights/industry/financial-services/financial-services-industry-predictions/2025/ai-to-fight-insurance-fraud.html
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Tangible Value  
& Market Advantage 
  
McKinsey estimates that AI technologies could generate up to $1.1 
trillion in annual value for the global insurance industry by 2030.10 
For P&C carriers facing rising losses, growing customer attrition, and 
limited underwriting growth, this value potential represents a clear 
opportunity to reduce costs while improving speed, service, and 
insight.

Internally, AI tools can also support underwriting and claims teams 
with actionable insights, boost productivity, and help better assess 
and price evolving risks, particularly those related to climate and 
catastrophe exposures.

10McKinsey, Insurer of the future: Are Asian insurers keeping up with AI advances?, 2023,  
https://www.mckinsey.com/industries/financial-services/our-insights/insurer-of-the-future-are-asian-insurers-keeping-up-with-ai-advances/

https://www.mckinsey.com/industries/financial-services/our-insights/insurer-of-the-future-are-asian-insurers-keeping-up-with-ai-advances/
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The Cost on Inaction: 
Legacy Systems & 
Budget Constraints 

Yet despite the opportunity such 
technology presents, many insurers 
remain tethered to legacy systems 
that are ill-equipped to support AI 
and advanced analytics. These aging 
platforms often lack the interoperability, 
scalability, and real-time processing 
capabilities required to utilize AI to its 
fullest potential. 

Reports show that up to 70% of an 
insurer’s annual IT budget is dedicated 
to maintaining these outdated systems, 
leaving little room for innovation or 
transformation. This not only limits 
technological flexibility but also places 
insurers at a growing disadvantage as 
more agile competitors embrace cloud-
native, AI-ready infrastructures. 

To address today’s challenges and 
prepare for the future, P&C insurers 
must modernize their technology stack 
from the ground up.

Your most 
important system 
shouldn’t be a 
spreadsheet 
 
One insurance firm that Hitachi 
Solutions worked with had 
disparate legacy systems that 
couldn’t share data or connect 
to modern cloud services or 
analytics platforms.
 
They realized they couldn’t lower 
costs or win new business if the 
team was spending most of their 
time copying and pasting data 
into shared spreadsheets as a 
work-around.

A better solution? Utilizing 
Microsoft Fabric and Microsoft 
Purview, Hitachi Solutions 
created a modern insurance 
data platform that enhanced 
data accessibility, organization, 
and integration, which enabled 
advanced AI applications and 
enterprise-wide analytics.

https://global.hitachi-solutions.com/webinars/modernizing-financial-services-and-insurance-with-microsoft-power-platform/
https://global.hitachi-solutions.com/customer-stories/leading-insurance-company/
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What Does the  
“Carrier of the Future”  
Look Like?

Today, everyone is investing in digital tools and some level of 
modernization. What sets future-ready P&C carriers apart is their 
ability to go beyond surface-level adoption and make a strategic 
commitment to intelligent systems. The Carrier of the Future is 
built on four essential pillars:
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Cloud-native Core 
Systems 

A carrier’s systems need to provide 
the flexibility and scalability to handle 
increasing data volumes, deploy updates 
rapidly, and integrate AI seamlessly.  
 
Cloud-native infrastructure is essential 
for enhancing resilience, ensuring 
security, and enabling a faster, more 
agile response to market changes.

Data Modernization 

Real-time data from a variety of 
structured and unstructured sources plus 
a lack of centralized information sharing 
creates numerous bottlenecks.  
 
AI can help organize and process data, 
ensuring it’s fit for predictive analytics, 
risk modeling, and personalized policy 
recommendations in a manner that is 
smarter and faster than legacy systems 
can support.

AI-driven Automation 

Complex policies and regulatory 
requirements can require extensive manual 
review and verification.  
 
Future-ready carriers understand that 
efficiency and accuracy go beyond back-
office automation; they apply AI to 
enhance front-line functions, reduce cycle 
times, and improve outcomes for everyone.

Seamless, Intelligent 
Customer Experience 

Policyholders expect digital-first, 
personalized, and responsive service. 
Inefficiencies cause delayed settlements, 
frustrated policyholders, and increased 
operational costs. 
 
The Carrier of the Future delivers 
consistent, human-like interactions across 
channels, enabled by self-service tools and 
AI-powered agents that understand context 
and intent.
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Agentic AI Is a Strategic Differentiator 

The simplest way to think of agentic AI is automation with a user-friendly 
interface component.

Agentic AI has existed for years , but now anyone can use it thanks to recent 
advances in large language models (LLMs). Agentic AI agents can do much more 
than assist users with simple queries. They can take on a series of complicated 
tasks, such as observing, interpreting, and completing tasks autonomously or 
collaboratively, based on established goals, context, and logical reasoning.

For example, as opposed to a basic chatbot that responds to questions, 
an agentic AI system in claims management could:

1.	Detect an insurance claim

2.	Determine if it’s a high-
priority case

3.	Route it to the correct 
adjuster team

4.	Trigger an SMS to the 
customer with next steps

5.	Launch a fraud check 
simultaneously, all 
without human initiation

Agenic AI Systems

Understand user 
goals and outcomes

Adapt to 
context and new 
information

Make decisions 
based on logic and 
rules

Take initiative to 
complete tasks on 
behalf of users
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Microsoft 365 Copilot and Dynamics 365 enable insurers to deploy ready-made agents, 
and Copilot Studio provides the ability to build customized ones to address unique needs, 
ranging from simple data retrieval up to fully autonomous activities.

Agenic AI is best 
used when a task:

01
Is outcome-
driven 

The agent needs to 
accomplish a set of 
clearly defined tasks.

02
Is context-
driven 

The agent can not only 
make decisions based 
on the current situation 
but also adapt to new 
information.

03
Requires logic 
or reasoning 

The agent can make a 
decision that follows a set 
of conditions. For example, 
if a customer has a credit 
card question, send to 
group A; if it’s a claim, 
send to group B.
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Practical Agenic AI  
Applications for Carriers

The Carrier of Tomorrow is able to conduct secure, 
intelligent searches across enterprise data and assign its 
AI agents actionable tasks with defined outcomes. When 
used strategically, agentic AI becomes a cross-functional 
asset that delivers immediate impact across marketing, 
underwriting, pricing, claims, and customer service.
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Marketing & Sales: Driving Growth 
with Intelligent Engagement 
 
Agentic AI empowers marketing and sales teams with the ability 
to identify, engage, and retain high-value customers at scale.

Customer Lifetime Value  
(CLV) Management 
 
AI agents can sift through vast customer datasets to calculate and continuously  
update CLV scores, as well as trigger automated actions to optimize each stage of  
the customer lifecycle: 

•	 Acquisition: Identify prospects most likely to convert based on behavior, 
demographics, and intent

•	 Onboarding: Auto-personalize welcome journeys and coverage education

•	 Engagement: Trigger offers or nudges to increase policy utilization

•	 Retention: Predict churn and proactively recommend interventions 

Agentic AI copilots can provide human agents with real-time product recommendations or 
bundling suggestions and cross-sell prompts during customer calls or quote sessions. They 
can also reduce repetitive tasks, such as data entry, quote generation, and follow-ups, 
freeing up producers to focus on relationship-building and closing. 

Agents can also be front facing, guiding customers to the right product and coverage 
independently, thereby reducing abandonment and improving self-service conversion.
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Underwriting: Enabling 
Continuous, Contextual, and 
Personalized Risk Assessment 

Agentic AI can transform underwriting from a static, 
one-time process into a dynamic, real-time, and 
personalized function.

Four-Phased AI Underwriting 
Maturity Path 

1.	 Digital Underwriting 
Use AI agents to automate intake and flag incomplete or inconsistent 
submissions and route them appropriately. 

2.	 Accelerated, Simplified Underwriting 
Deploy agents to score applications using available third-party and 
behavioral data to bypass manual review for low-risk applicants. 

3.	 Continuous Underwriting 
Have agents monitor policyholder behavior, weather events, and asset 
exposure on an ongoing basis. Mid-term interventions or coverage updates 
can automatically trigger based on real-time data and evolving risks. 

4.	 Micro-segmentation and Personalization 
Agents can create granular customer segments and tailor underwriting 
criteria to offer targeted and personalized product offerings. They can also 
recommend prescriptive actions, such as premium adjustments or policy 
enhancements, to optimize the customer experience and  
portfolio performance.
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Pricing: Real-Time 
Optimization Through 
Embedded Intelligence 

AI-enabled agents can revolutionize 
pricing strategies by dynamically 
monitoring risk and portfolio shifts to 
improve profitability and competitiveness.

•	 Agentic AI can power real-time pricing 
engines that adjust rates based on 
emerging loss trends, market activity, 
and customer-level risk indicators.

•	 Agents can manage and enforce 
data governance and ensure clear, 
consistent communication across 
pricing, underwriting, and product 
teams.

•	 Predictive analytics agents alert 
pricing teams to early warning 
signs of portfolio imbalance, such 
as adverse selection or emerging 
geographic concentration risks.
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Claims: Automating 
the Full Lifecycle and 
Reducing Loss Costs 

Claims is one of the most promising 
areas for agentic AI, delivering immediate 
impact on efficiency, fraud detection, 
and customer satisfaction. AI agents can 
optimize and automate claims across their 
entire lifecycle by:

Fraud Prevention & Savings 

Agents continuously scan claims data, policyholder behavior, and third-party sources 
to flag anomalies.

•	 Initiating claims based on first 
notice of loss (FNOL) data or 
telematics signals

•	 Automatically gathering relevant 
documentation and damage reports

•	 Recommending or auto-processing 
low-complexity claims

Deloitte estimates that utilizing AI 
across the claims lifecycle could  
prevent $80B to $160B in fraudulent 
claims by 2032.11

Bain & Co. projects that generative 
AI could reduce loss-adjusting 
expenses by up to 25%, driving 
meaningful savings in large and 
complex claims environments.12

11Deloitte, Property and casualty carriers can win the fight against insurance fraud, 2025,  
https://www.deloitte.com/us/en/insights/industry/financial-services/financial-services-industry-predictions/2025/ai-to-fight-insurance-fraud.html 
 
12Bain & Co, The $100 Billion Opportunity for Generative AI in P&C Claims Handling, 2024,  
https://www.bain.com/insights/100-billion-dollar-opportunity-for-generative-ai-in-p-and-c-claims-handling/

https://www.deloitte.com/us/en/insights/industry/financial-services/financial-services-industry-predictions/2025/ai-to-fight-insurance-fraud.html
https://www.bain.com/insights/100-billion-dollar-opportunity-for-generative-ai-in-p-and-c-claims-handling/
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Servicing: Elevating the  
Policyholder Experience 

Agentic AI improves both efficiency and empathy, reducing 
costs while enhancing loyalty. AI agents equipped with real-time 
sentiment analysis can:

Agents can easily handle address changes, billing inquiries, coverage 
modification requests, and other similar tasks. Agents also ensure 
compliance by automatically logging interactions and flagging anything 
that requires further review.

•	 Prioritize and route escalations more intelligently

•	 Adjust tone and suggestions based on emotional cues

•	 Trigger proactive service outreach before issues arise
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Agentic AI in Insurance: 
Bringing It to Life

Hitachi Solutions was contacted by an insurance carrier facing 
numerous operational challenges. 

Fragmented customer and policy data was making it difficult for the 
carrier to gain a unified view of clients and broker relationships, 
hindering its ability to deliver seamless service experiences to 
policyholders. 

Additional pain points included limited visibility into agent and 
broker performance, delays in claims processing due to fragmented 
communication, and a lack of timely insights for cross-sell and upsell 
opportunities. 

One of the biggest issues was that key tasks such as quote generation, 
policy changes, and claims intake were largely manual and time-
consuming, contributing to inefficiencies, variable service quality, and 
inconsistent experiences for policyholders. This reliance on manual 
workflows caused compliance and documentation gaps, while the lack 
of centralized resources and support caused new agents to struggle 
with onboarding and training inefficiencies. 
 
Here’s how we addressed those challenges by spear-heading an 
AI-powered transformation for the carrier.
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Building the AI Foundation 

Hitachi Solutions began with advisory services to establish 
the strategic and technical groundwork aligned to the carrier’s 
business goals:

1.	 Evaluating Organizational Readiness for AI-driven Risk and Claims 
Management 
First, we assessed the carrier’s readiness for integrating Microsoft 365 Copilot and 
Copilot Studio into underwriting, claims processing, and policy servicing workflows. 

2.	 Defining Enterprise Strategy for Security, Compliance, and Responsible AI 
Next, we established governance frameworks to protect sensitive customer 
and claims data and support regulatory obligations, including NAIC, state-level 
mandates, and more. 

3.	 Identifying High-impact Use Cases for Core Insurance Functions 
We established use-cases to help clarify the benefits and business goals:

•	 Underwriting Automation: Streamlining risk assessment and quote generation

•	 Claims Intake and Triage: Enhancing FNOL (First Notice of Loss) and  
fraud detection

•	 Agent and Broker Enablement: Improving customer engagement and  
policy servicing

•	 Regulatory Reporting: Automating compliance documentation and audit readiness 

4.	 Developing a Comprehensive Adoption Roadmap 
We capped our advisory service with a roadmap on how to incorporate change 
management, data governance, and security protocols to ensure scalable and 
sustainable deployment across business units.
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Reinforcing and Expanding the 
Foundation 

Building on the advisory work, Hitachi Solutions delivered multiple 
AI Agents via Copilot and Copilot Studio, demonstrating the business 
value of agentic AI through real-world applications:

Business Benefits 

The results speak for themselves:

•	 Workload 1: Agent for claims intake and document automation, 
integrated with core policy administration and claims systems

•	 Workload 2: Copilot Studio-powered contact center agent for 
intelligent triage of customer inquiries and broker support

•	 Workload 3: Roadmap for agentic expansion across field adjuster 
support, compliance reporting, and third-party vendor coordination

•	 Improved Sales Effectiveness: Agents and brokers spend less 
time searching for policyholder data and more time engaging 
meaningfully with clients.

•	 Faster Decision-making: Underwriters and claims managers see 
real-time engagement and risk trends, enabling more strategic 
resource deployment.

•	 Stronger Client Relationships: Teams deliver more personalized, 
timely, and coordinated service, deepening customer trust  
and loyalty.

•	 Enhanced Productivity: AI eliminates manual data gathering 
and meeting prep, streamlining workflows and freeing up time for 
higher-value work.
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How to Become the Carrier 
of the Future with Hitachi 
Solutions

The Carrier of the Future knows that AI isn’t limited to just 
proof of concepts and pilot projects but instead embraces 
a strategic approach to make it part of their long-term 
roadmap. The best approach is to start small and simple, with 
an intentional design that aligns with your business goals.  
 
Here are some steps you can take to align technology with 
real business value, ensure data readiness, and leverage the 
right tools that will scale across your organization.
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01

02

Lay the Right 
Foundation with 
Clean, Connected, and 
Current Data 

AI is only as good as the data it learns 
from. The first step is ensuring your 
data architecture is modern, secure, and 
continuously updated. Disparate data 
sources, inconsistent formats, and siloed 
systems will limit the effectiveness of 
even the most advanced AI models.

Start Small, Scale 
Smart with Targeted, 
High-impact Use Cases 

Successful AI transformation starts with 
focused, low-risk, high-impact applications 
that build confidence and capabilities 
within the organization. These initial wins 
should be easy to measure and manage 
with human oversight.

Action Steps:

•	 Conduct a data audit to assess data 
quality, accessibility, and usage 
across departments

•	 Modernize data pipelines and 
implement unified governance 
frameworks

•	 Move toward cloud-based, real-time 
data environments to enable AI 
agility and scalability

Recommended Starting Points:

	● Knowledge Assistants: Empower 
agents and adjusters with AI 
copilots that surface relevant 
documents, guidelines, or customer 
histories in real time

	● Claims File Summaries: 
Automatically generate claims 
summaries to reduce manual 
review time and improve adjuster 
productivity

	● FNOL Assistants: Use virtual 
agents to collect initial claim 
information, verify coverage, and 
assign adjusters quickly

These use cases allow your teams to 
gain experience with AI in a controlled 
environment, setting the stage for 
broader rollouts.
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03 04
Use Microsoft’s 
Scalable Tools to 
Power Transformation 
 
Microsoft’s AI-enabled platforms provide 
an integrated, secure, and scalable 
environment that aligns with the needs 
of modern carriers. These tools work 
seamlessly across departments, enabling 
collaboration, automation, and faster 
decision-making.

Accelerate Key 
Functions with 
Purpose-Built Copilots 
and Agents  

Microsoft’s AI copilots and agentic 
solutions are designed to transform 
specific roles and functions in the 
carrier ecosystem.

	● Power Platform + Microsoft 365 
Create custom apps, workflows, 
and dashboards that are secure, 
compliant, and built on a unified 
data model, with no separate clouds 
or disconnected tools. It empowers 
underwriters, claims handlers, agents, 
and back-office teams to automate 
tasks and access insights effortlessly. 

	● Copilot Studio 
A robust platform for designing and 
managing chatbots, Copilot Studio 
enhances the performance of all   
your Power Virtual Agents. Seamless 
integration, effortless scalability, and a 
user-friendly interface makes it easier 
than ever for your team to create 
bots without training, AI expertise, or 
developers. 

	● Plan Designer 
A copilot-first solution design tool that 
helps business leaders and IT teams 
rapidly define end-to-end business 
solutions. It walks users through 
planning workflows, generating 
required user stories and roles, and 
aligning the solution with strategic 
objectives.

Underwriter Copilot

•	 Provides underwriters with a single 
pane of glass to access and interact 
with multiple systems

•	 Summarizes risks, flags missing 
data, and suggests pricing 
recommendations based on internal 
guidelines and market benchmarks

•	 Speeds up decision-making 
while improving consistency and 
compliance

Fraud Detection Investigator Agents

•	 Continuously monitor claims for 
anomalies, unusual patterns, and 
known fraud indicators

•	 Automatically trigger case reviews 
and assign risk scores for human 
follow-up

•	 Reduce losses by detecting fraud 
earlier and minimizing payout delays

These tools don’t just support 
employees—they act alongside them, 
automating low-value tasks while 
elevating the value of human judgment.

https://global.hitachi-solutions.com/business-applications/microsoft-power-platform/
https://global.hitachi-solutions.com/business-applications/microsoft-power-platform/copilot-studio/
https://www.microsoft.com/en-us/power-platform/blog/power-apps/introducing-the-plan-designer-in-power-apps-preview/
https://global.hitachi-solutions.com/copilot/
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05
Embed AI in Your Long-Term  
Roadmap to Ensure It’s Sustainable 
 
AI isn’t a side project; it’s a core enabler of competitive advantage.  
To avoid fragmentation and ensure ROI, AI adoption must be governed 
by a cross-functional roadmap that aligns with enterprise goals.

Strategic Considerations: 

	● Develop an AI governance structure that includes business, IT, 
data, and risk leaders 

	● Prioritize use cases that align with measurable KPIs such 
as underwriting turnaround time, claims accuracy, and 
policyholder retention 

	● Train teams to work with AI systems, not around them, to 
emphasize trust, transparency, and ethics
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Why Insurance 
Carriers of the Future 
Partner with Hitachi 
Solutions

	● Optimized Operational Efficiency: 
Automate repetitive tasks such as 
claims intake, underwriting prep, and 
policy servicing to reduce cycle times 
and manual effort

	● Improved Customer Experience: 
Deploy AI agents that provide 
real-time, personalized service to 
policyholders, improving satisfaction 
and retention

	● Cost Optimization: Use no-code and 
low-code tools to build and scale AI 
solutions faster and more affordably, 
with predictable cost models

	● Make Data-driven Decisions: 
Unlock insights from structured and 
unstructured data to improve risk 
modeling, pricing, and fraud detection

	● Security and Governance by 
Design: We implement identity, 
access, and data controls from day 
one, using Microsoft Purview and 
Sentinel to ensure compliance, 
auditability, and protection of 
sensitive data.

	● Responsible AI Practices: We 
guide carriers through ethical AI 
design, ensuring transparency, 
fairness, and accountability in every 
agent deployed.

	● Controlled Autonomy: Even 
autonomous agents are governed 
like human employees, with clear 
boundaries, escalation paths, and 
oversight mechanisms.

We Help You  
Realize Business Value

We Mitigate  
the Risks of AI
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	● Deep Microsoft Expertise with 
Industry Focus: We bring unmatched 
experience combined with a deep 
understanding of insurance operations 
to deliver solutions that are secure, 
scalable, and aligned with regulatory 
and customer expectations.

	● Stability in a Rapidly Evolving 
AI Landscape: As new AI models 
are released at an increasingly rapid 
pace, we provide stability through 
Microsoft’s Copilot Studio and Azure 
AI Foundry, ensuring long-term 
adaptability and protecting prior 
investments.

	● Outcome-based, Integrated 
Approach: Our solutions don’t just 
focus on AI, they also integrate the 
full Microsoft platform to deliver 
business outcomes. This means 
carriers can leverage the best tools for 
each task—whether it’s automation, 
analytics, or compliance—within a 
unified, governed framework.

We Help You Leverage the 
Power of Microsoft

	● Scalable Innovation: We start with 
simple retrieval agents and then 
scale to orchestrated, multi-agent 
systems that span departments and 
data sources.

	● Empowered Workforce: We 
ensure your employees are equipped 
with AI tools that enhance—not 
replace—their roles, boosting 
productivity and engagement.

	● Future-Proof Architecture: With 
Microsoft’s agentic stack, you can 
evolve your AI capabilities without 
disruption, ensuring long-term 
agility and ROI.

We Help You Realize  
the Rewards of AI
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Achieve End-to-end AI  
Transformation

	● Build your business case with real ROI

	● Launch meaningful POCs that don’t 
stall out

	● Scale AI across your enterprise to 
drive measurable value

Build on a Foundation of 
Policyholder  
360 and Agent 360 

	● Connect siloed systems to build a 
complete customer view

	● Use AI to surface insights across 
all business units

	● Empower sales, service, and 
leadership with real-time 
intelligence

	● Get a complete view of Agencies 
and Agents for performance 
metrics and insights

Benefit from Smart, Scalable  
Architecture

	● Leverage your existing Microsoft 
investments, including Dynamics 365, 
Power Platform, and Copilot

	● Integrate AI quickly without costly 
overhauls

	● Adjust AI and data models in real 
time to stay responsive

Invest in Measurable, Evolving  
Success

	● Align AI with your business KPIs 
to help you measure success

	● Enhance metrics such as average 
handle time (AHT) or first 
call resolution (FCR) for next-
generation service experiences

	● Partner on governance, security, 
and data ownership every step of 
the way
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You know your customers. 
We know how to harness your 
data and technology to serve 
them better. With Hitachi 
Solutions, you get more than a 
solution—you get a long-term 
partner in transformation.

Get started with a targeted pilot that will 
demonstrate how Microsoft 365 Copilot 
can streamline your business while 
increasing employee productivity and 
satisfaction.

Want to identify 
the areas of your 
business that can 
benefit most from 
AI integration?

Sign Up Today

https://global.hitachi-solutions.com/downloads/microsoft-365-copilot/



