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INTRODUCTION

Al Adoption Framework for Insurance Companies

Artificial Intelligence (Al) has emerged as a transformative force within the insurance
industry, promising significant improvements in efficiency, accuracy, customer experience,
and strategic differentiation. However, despite its potential, many insurance companies
find Al adoption daunting, often struggling with identifying where and how to begin, aligning
Al initiatives strategically, and managing the associated risks and complexities.

Perr&Knight's Al Adoption Framework for Insurance Companies is designed specifically to address

these challenges. Drawing on established principles of process improvement and best practices in
technological adoption, the Framework provides insurance executives, operational leaders, and technology
teams with a structured, practical approach to effectively integrate Al into their organizations.

Beginning with clear strategic alignment, the Framework ensures Al initiatives are not just
technology projects, but strategic enablers tied directly to business objectives and long- term
vision. By capturing a comprehensive process inventory and establishing improvement priorities,

insurance companies can identify the highest-impact opportunities for Al deployment.
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In the workflow modeling stage, rigorous analysis of current processes and data mining helps to identify
those use cases most suitable for Al integration. This informs our solution design, focusing on clearly
articulated functional and technical requirements, data considerations, and workflow redesign. Risk
management and governance receive special attention, ensuring ethical, compliant, and robust Al solutions.

Implementation and deployment stages are characterized by thoughtful planning, effective resource
allocation, diligent vendor management, and proactive change management initiatives. Finally, a
structured approach to continuous monitoring, ROl measurement, and iterative improvement ensures
that Al solutions remain effective, responsive to changing conditions, and deliver sustainable value.

By adopting this structured, comprehensive, yet flexible Framework, insurance companies
can confidently navigate their Al journey, turning potential into tangible outcomes.
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SECTION O
STRATEGY ALIGNMENT

Successful Al initiatives begin with strategic clarity. Without aligning
Al investments with overarching business objectives, companies risk
engaging in isolated projects that yield limited or uncertain value.

PerrKnight.com

0.1 OBJECTIVES & VISION

A critical first step in an insurance company’s Al journey is defining precisely what they aim to
achieve through Al adoption. Objectives may span multiple strategic imperatives including improved
customer experience, enhanced operational efficiency, reduced risk exposure, innovative product
offerings, or otherwise gaining competitive advantage. Clear, specific, and measurable goals enable
executives and their teams to remain focused, monitor progress, and justify investment.

The company’s Al vision should reflect an understanding of both current market realities and future industry
trends and disruptions. A clear vision communicates the aspirational role Al will play within the organization, and
in doing so galvanizes stakeholder support and sets unambiguous expectations throughout the organization.

QUESTIONS TO CONSIDER

* What specific outcomes do we hope to achieve through Al adoption?

® How does our current vision for the organization incorporate Al and innovation?
® What long-term trends or disruptions are shaping our need for Al capabilities?

0.2 STRATEGIC FIT AND DIFFERENTIATION

Strategic fit means ensuring Al initiatives are aligned with the company’s broader strategy,
strengths, and long-term competitive positioning. Al adoption should leverage an insurer’s unique
strengths — such as proprietary data, deep underwriting expertise, strong customer relationships,
or operational excellence - to achieve outcomes that set them apart from their competition.

Examples of Al as a key strategic differentiator for insurers include those who utilize Al
effectively in claims processing, risk modeling, customer segmentation, or personalized
marketing in a way that enables them to outperform their peers. Accordingly, a critical step in
our Al Adoption Framework involves assessing each Al initiative for its potential to enhance
competitive positioning, create lasting advantages, or even reshape market dynamics.

Through clear objectives, a well-defined vision, and a commitment to strategic
differentiation, insurers can be confident that their Al initiatives deliver meaningful,
sustainable value aligned with their most critical business goals.

QUESTIONS TO CONSIDER

® What are our organization’s unique strengths that Al could amplify?

* |In what ways can Al become a differentiator in our market?

* How will each Al initiative support our broader strategic objectives and competitive positioning?

Al Adoption Framework for Insurance Companies
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SECTION 1
PROCESS INVENTORY

Identifying the right opportunities for Al requires a thorough
understanding of insurance operations. Before investing
any real time or treasure into Al initiatives, it's important to
catalog, categorize, and evaluate organizational processes
to pinpoint precisely where Al can deliver the most value.

1.1 PROCESS IDENTIFICATION
(CORE, SUPPORTING, MANAGEMENT)

This step in our Al adoption journey involves identifying and categorizing processes into
core, supporting, and management functions. Core processes represent the organization’s
primary value-producing activities, such as underwriting, claims processing, or customer
servicing. Supporting processes, while not directly customer-facing, are vital to enabling
effective operations, including human resources, IT management, and compliance functions.
Management processes involve decision-making, governance, and strategic planning.

Completing this step ensures that Al investments are targeted according to strategic priorities.
For example, Al adoption in core processes might directly enhance customer experience or
operational efficiency, while supporting and management processes often present opportunities
to reduce overhead, streamline internal operations, and improve decision-making capabilities.

QUESTIONS TO CONSIDER

® What are our core, supporting, and management processes?

® Which processes directly impact customer experience, efficiency, or risk mitigation?

* Are there processes currently under strain due to complexity, volume, or outdated systems?
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1.2 SIPOC DIAGRAMMING

With processes identified and categorized, a SIPOC (Suppliers, Inputs, Processes, Outputs, Customers) diagram
is used to thoroughly understand how each process fits within the larger organization it is designed to serve.
SIPOC diagrams over visual clarity, explicitly defining boundaries, stakeholders, key inputs and outputs, and
highlighting opportunities for Al integration.

By depicting who interacts with each process, the resources required, the specific tasks involved,
and the outcomes generated, we gain insights into which processes are suitable for Al adoption by quickly
recognizing areas where automation, predictive modeling, or cognitive capabilities can be meaningfully applied.

QUESTIONS TO CONSIDER

® Who are the key stakeholders (suppliers/customers) involved in each process?
* What are the key inputs, activities, and outputs of each process?

* Where do we currently experience breakdowns or inefficiencies?

1.3 PROCESS PRIORITIZATION

Not all processes are immediately suitable for Al adoption and not all will benefit. Accordingly, process prioritization
involves assessing each process according to critical criteria, such as strategic importance, level of dysfunction,
ease of Al integration, data availability and quality, resistance to change, and general operational risk.

Prioritizing processes enables insurers to allocate resources effectively, mitigate implementation risks, and deliver
quick wins that build momentum and executive buy-in for broader Al initiatives.

Taken together, a comprehensive process inventory, effective SIPOC diagramming, and rigorous prioritization,
insurers can confidently select high-impact opportunities, setting the stage for successful Al implementations.

QUESTIONS TO CONSIDER
® Which processes present the greatest opportunity for Al enhancement?

® What criteria should we use to rank processes (e.g., dysfunction, cost to modify, data readiness)?
* Are there any high-risk or highly regulated processes we should deprioritize for now?

PerrKnight.com
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SECTION 2
WORKFLOW MODELING

After identifying and prioritizing key processes, we seek an understanding
of the current state of workflows to uncover precise, high-value Al
opportunities. Workflow modeling is essential for translating abstract
processes into concrete tasks and activities, providing the detailed insights
needed for use case identification and meaningful Al adoption.

PerrKnight.com

2.1 CURRENT STATE WORKFLOW MODELING

Current state workflow modeling involves documenting sequences of activities designed to produce specific
outcomes in the organization. This includes capturing each step, decision point, hand-off, and other interaction
within and between organizational processes. Accurately modeling existing workflows reveals inefficiencies,
redundancies, and areas where manual tasks significantly slow down performance or increase risk.

Detailed current state models provide a baseline against which the benefits of future Al enhancements can be
measured. Without accurately representing the current state, it becomes challenging to communicate clearly
how Al-driven improvements directly contribute to efficiency, accuracy, and profitability.

QUESTIONS TO CONSIDER

® What are the current steps, decision points, and hand-offs in this workflow?
® Where do delays or bottlenecks occur?

® Which steps are repetitive, manual, or prone to error?

2.2 WORKFLOW DATA MINING

Complementing visual workflow models, data mining techniques analyze existing data flows and, when
available, process logs to identify work patterns, anomalies, and opportunities hidden within large datasets.
Workflow data mining leverages historical data from transactional systems, claims records, underwriting
histories, or customer interactions to quantify task frequency, process duration, variations, and error rates.

This quantitative analysis helps us to uncover where Al solutions — such as machine learning for anomaly
detection, natural language processing for document handling, or predictive analytics for risk assessment — can
generate substantial value. The insights derived from data mining ensure that Al use cases are grounded in
empirical evidence rather than assumptions or anecdotal impressions.

QUESTIONS TO CONSIDER

® What data is currently available to analyze this process?

* Are there any patterns or anomalies in the historical data that reveal inefficiencies?
® Which parts of the process are most measurable and trackable?

Al Adoption Framework for Insurance Companies
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2.3 USE CASE IDENTIFICATION

With a clear view of workflows and robust data-driven insights, specific Al use cases begin to emerge. Use case
identification involves pinpointing precisely where Al interventions can streamline workflows, automate routine
tasks, enhance decision-making accuracy, and reduce operational risks. High-value use cases often include

repetitive manual processes, complex data-intensive tasks, predictive modeling opportunities, or areas suitable
for cognitive automation.

Clearly defined, targeted use cases provide a strong foundation for solution design, ensuring that Al initiatives
directly address meaningful business challenges. They serve as reference points throughout the Al adoption
journey, enabling clear communication, stakeholder alignment, and measurable value realization.

By thoroughly modeling current workflows, mining workflow data, and identifying concrete use cases, insurers
set themselves up to successfully harness Al, transforming operational processes into competitive advantages.

QUESTIONS TO CONSIDER

® Where could Al reduce manual effort or improve decision-making?

® Which tasks within the process are best suited for automation or prediction?
* How will we define success for each potential Al use case?

PerrKnight.com Al Adoption Framework for Insurance Companies
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SECTION 3
SOLUTION DESIGN

After clearly identifying the processes, workflows, and
precise Al use cases, the next critical stage is solution
design. This phase ensures Al solutions are practical,
valuable, technically feasible, and well-integrated into
the organization's operational fabric.

3.1 IDEATION

Ideation is the creative foundation of effective Al solution design. It involves collaborative brainstorming sessions
with cross-functional teams, stakeholders, and subject matter experts to explore various Al-driven approaches.
During ideation, innovative concepts and alternative solutions emerge, ensuring that selected Al interventions are
imaginative, impactful, and closely aligned with organizational goals.

QUESTIONS TO CONSIDER

* What possible Al-enabled solutions could address the selected use cases?
® What ideas can we gather from cross-functional stakeholders?
® What constraints or opportunities might shape our solution choices?

3.2 FUNCTIONAL REQUIREMENTS

Defining functional requirements is critical for ensuring Al solutions align closely with business needs.
These requirements clarify exactly what the Al solution should accomplish, including specific capabilities,
outputs, decision support functionalities, automation goals, and user interaction expectations. Well-defined
functional requirements provide clarity for stakeholders, solution developers, and project sponsors, reducing
ambiguity and guiding design choices effectively.

QUESTIONS TO CONSIDER

® What does the solution need to do from a business perspective?
* What outputs, decisions, or recommendations should it deliver?
* What automation or user interaction needs must it fulfill?

PerrKnight.com Al Adoption Framework for Insurance Companies
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3.3 TECHNICAL REQUIREMENTS

Technical requirements detail the technological aspects necessary to support functional requirements.
They address hardware, software, infrastructure, integrations, computing resources, security protocols, and
any specialized Al technologies required, such as vector databases or agentic Al platforms. Clear technical
requirements ensure the chosen Al solutions are feasible within the organization’s existing IT ecosystem or
highlight required enhancements.

QUESTIONS TO CONSIDER

® What platforms, integrations, or technologies are needed?
® Will our current infrastructure support the solution?

® What technical limitations or risks must we address?

3.4 DATA AVAILABILITY & QUALITY

Data is the lifeblood of effective Al solutions. Evaluating data availability, quality, consistency, and accessibility
is vital during solution design. Understanding the current data landscape - including data sources, storage
systems, quality standards, and governance practices — ensures that Al solutions operate effectively and
reliably. Where gaps or issues in data quality exist, plans must be made to address them proactively.

QUESTIONS TO CONSIDER

® What data sources are available to support the solution?
* |s the data clean, consistent, and accessible?

® What steps are needed to improve data readiness?

3.5 WORKFLOW REDESIGN

Al implementation often necessitates workflow adjustments or complete redesigns to achieve optimal
efficiency. Workflow redesign involves integrating the Al solution seamlessly into existing operational
processes, often streamlining steps, eliminating redundancies, and defining clear roles and responsibilities.
Effective redesign ensures smooth adoption, reduces operational friction, and enhances productivity.

QUESTIONS TO CONSIDER

® How will the solution change existing workflows?

® What roles or responsibilities might be impacted?

® Are there ways to simplify the workflow as part of the redesign?
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3.6 WORKFLOW SIMULATION

Simulation provides a safe and cost-effective method to test proposed workflow changes and Al integration before

full implementation. Workflow simulations allow teams to visualize how redesigned processes operate in real-world
scenarios, identify unforeseen bottlenecks or inefficiencies, and fine-tune Al-driven enhancements. This proactive
testing minimizes risk and maximizes the likelihood of successful deployment.

QUESTIONS TO CONSIDER

® What simulation or prototyping tools can we use to model changes?
* What risks or surprises might a simulation help us identify?

® How can we use simulation to improve adoption?

3.7 SOLUTION VALIDATION

Finally, solution validation confirms that the designed Al solution meets defined functional, technical, and
business criteria. Validation methods may include prototype demonstrations, pilot projects, or controlled
rollouts. This activity involves gathering feedback from stakeholders and users, measuring performance
against specified objectives, and addressing any issues prior to broader implementation. Rigorous validation
ensures the delivered Al solution provides measurable, reliable, and sustainable value.

By engaging in structured ideation, detailed requirement definition, careful data management, thoughtful
workflow redesign, comprehensive simulation, and rigorous validation, Al solutions can be designed to deliver
meaningful, lasting impact.

QUESTIONS TO CONSIDER

® How will we validate that the solution works as intended?

® What metrics or feedback will indicate success?

® Who needs to be involved in reviewing and approving the solution?

PerrKnight.com Al Adoption Framework for Insurance Companies 12
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SECTION 4
RISK & GOVERNANCE

Integrating Al solutions into insurance operations offers considerable benefits but also
introduces distinct risks and governance challenges. Proactive risk management and robust
governance frameworks are critical to ensuring Al initiatives are ethically sound, compliant,
technically reliable, and strategically positioned within the competitive landscape.

4.1 ETHICAL & REGULATORY COMPLIANCE

Insurance companies operate within a highly regulated and ethically sensitive environment. Ethical and regulatory
compliance in Al initiatives involves ensuring that deployed solutions adhere strictly to industry regulations, data
privacy standards, and consumer protection laws. Additionally, insurers must proactively manage Al ethics,
addressing concerns such as algorithmic bias, transparency, fairness, and accountability. Ensuring rigorous ethical
and regulatory compliance not only mitigates legal and reputational risks but also fosters customer trust and
enhances organizational credibility.

QUESTIONS TO CONSIDER

* How do we ensure fairness, transparency, and data privacy in our Al solutions?
® What regulations or standards must our solution comply with?

® How will we document and communicate ethical safeguards?

4.2 Al GOVERNANCE FRAMEWORK

Establishing a comprehensive Al governance framework is fundamental to managing Al- related risks
effectively. Such a framework includes policies, procedures, roles, and responsibilities clearly outlining how
Al solutions are developed, validated, deployed, and monitored. Effective Al governance provides clarity
around decision-making processes, maintains accountability, and sets standards for ethical and responsible
Al use across the organization. Well-governed Al initiatives promote consistent outcomes, mitigate risks,
and facilitate ongoing alignment with business objectives.

QUESTIONS TO CONSIDER

® What governance structure will oversee Al development and usage?
* Who is accountable for ethical and technical review?

* How will we standardize and monitor Al use across the organization?

PerrKnight.com Al Adoption Framework for Insurance Companies 13
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4.3 TECHNICAL & SCALABILITY CONSIDERATIONS

Technical reliability and scalability are vital for the long-term success of Al solutions. Technical considerations
encompass ensuring that Al platforms, infrastructure, and tools are robust, secure, and capable of handling
anticipated usage and future growth. Insurers must evaluate the scalability of their technical architecture, ensuring
Al solutions can easily adapt to changing operational demands, data volumes, and evolving use cases without
compromising performance or reliability.

QUESTIONS TO CONSIDER

® Can our Al solution scale with growing data or users?

® What infrastructure improvements might be needed?

* How will we maintain performance as the solution evolves?

4.4 COMPETITIVE ANALYSIS & BENCHMARKING

A strategic approach to Al adoption requires understanding how competitors are utilizing Al and identifying
opportunities to establish differentiation. Competitive analysis and benchmarking involve assessing industry peers
and market leaders to determine current Al maturity levels, typical use cases, and best practices. This insight enables
insurance companies to position their Al initiatives effectively, identifying opportunities for unique innovation and
establishing benchmarks for performance and continuous improvement.

Through careful attention to ethical considerations, regulatory compliance, rigorous governance, technical
robustness, scalability planning, and informed competitive positioning, insurers can confidently navigate Al-related
risks, turning them into opportunities for sustained strategic advantage.

QUESTIONS TO CONSIDER
® How are peer organizations using Al?

* What best practices or cautionary tales can we learn from?
* Where do we have a chance to differentiate through Al?

PerrKnight.com Al Adoption Framework for Insurance Companies 14
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SECTION 5
IMPLEMENTATION

The successful adoption of Al solutions depends heavily

on disciplined and thoughtful implementation. Effective
implementation ensures that Al initiatives progress smoothly
from design to deployment, delivering on their promised
strategic and operational value. This activity involves careful
planning, resource management, vendor collaboration, risk
mitigation, and comprehensive oversight.

5.1 IMPLEMENTATION PLANNING

Effective implementation planning yields a clear roadmap detailing the sequence, timing, dependencies, and
milestones for rolling out Al solutions. Plans should remain flexible to accommodate changes in technology,
business priorities, regulatory requirements, and market dynamics. Regular periodic reviews ensure alignment
with strategic objectives, early identification of potential challenges, and agility to adjust the approach as
necessary, optimizing the likelihood of successful outcomes.

QUESTIONS TO CONSIDER

® What is our detailed implementation timeline?

® What milestones and checkpoints should we build in?

® How will we accommodate adjustments and changes along the way?

5.2 RESOURCE ALLOCATION

Allocating appropriate human, financial, and technological resources is essential. During this activity, we carefully
match resources to project demands, ensuring sufficient technical expertise, capacity, and funding are dedicated
to each phase of implementation. Strategic resource allocation facilitates smooth execution, minimizes delays,
and ensures project teams are equipped to handle implementation complexities effectively.

QUESTIONS TO CONSIDER

® What internal and external resources are needed?

* Do we have the right technical and project management talent in place?
* How will we manage competing priorities?

PerrKnight.com Al Adoption Framework for Insurance Companies 15
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5.3 PROCUREMENT AND VENDOR MANAGEMENT

Our collaborative solutions often require us to engage external vendors for specialized Al capabilities or
technology. Effective procurement involves careful vendor selection based on clear criteria such as technical
expertise, industry experience, innovation capability, scalability, and track record. Once vendors are selected,
rigorous vendor management ensures accountability, clear communication, issue resolution, and continuous
alignment with project goals, safeguarding the quality and timeliness of project deliverables.

QUESTIONS TO CONSIDER

* What criteria will we use to evaluate vendors?

* How will we manage vendor performance and accountability?

* What safeguards are in place for data handling and compliance?

5.4 RISK MITIGATION

Implementation introduces specific risks, including operational disruptions, technical failures, cost overruns, or
unmet stakeholder expectations. Proactive risk mitigation involves diligently identifying, assessing, and addressing
potential risks throughout implementation. Strategies such as phased deployments, contingency planning, pilot
projects, and clear escalation processes help minimize negative impacts and maintain stakeholder confidence.

QUESTIONS TO CONSIDER

® What are the most likely risks during implementation?
® What is our contingency plan if issues arise?

* How will we monitor risk throughout the rollout?

5.5 PROJECT MANAGEMENT AND OVERSIGHT

Dedicated project management and oversight ensure implementation remains on track, within budget, and
delivers intended outcomes. Clear roles, responsibilities, and accountability structures are defined to support
decision-making and issue resolution. Regular status updates, performance monitoring, and stakeholder
reporting maintain transparency and foster alignment across the organization, ultimately ensuring that Al
initiatives achieve their strategic and operational objectives.

By engaging in structured implementation planning, thoughtful resource allocation, diligent vendor
management, robust risk mitigation, and rigorous project oversight, insurers will be
well-positioned to realize significant value from their Al investments.

QUESTIONS TO CONSIDER

® Who is responsible for project delivery?

® How will we track progress and communicate updates?

® What tools or processes will support governance and coordination?

PerrKnight.com Al Adoption Framework for Insurance Companies 16
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SECTION 6
DEPLOYMENT & CHANGE MANAGEMENT

Successfully deploying Al solutions goes beyond technical implementation — it's also
fundamentally about managing change effectively across the organization. Thoughtful
deployment planning and change management are crucial to ensuring Al solutions are
accepted, adopted, and utilized effectively by the workforce, maximizing their intended benefits.

6.1 COMMUNICATION STRATEGY

Effective communication strategies are critical for successful Al deployment. Clear, consistent, and transparent
messaging about the purpose, benefits, impact, and progress of Al initiatives keeps stakeholders informed and
engaged. Tailored communications that address specific stakeholder concerns, expectations, and roles facilitate
understanding, reduce uncertainty, and build trust in Al solutions.

QUESTIONS TO CONSIDER

* What messages need to be communicated to different stakeholders?
® How can we proactively address concerns and build excitement?

* What channels will be most effective for communication?

6.2 STAKEHOLDER ENGAGEMENT

Active stakeholder engagement ensures support and collaboration at all organizational levels. Engaging stakeholders
involves soliciting input, addressing concerns proactively, and involving them directly in the deployment process.
Continuous dialogue with executives, operations managers, frontline staff, and IT teams ensures alignment, generates
valuable feedback, and builds collective ownership of the Al initiatives, significantly improving adoption rates.

QUESTIONS TO CONSIDER

® Who are our key stakeholders and how do we involve them?
* What feedback mechanisms will we use?

* How will we ensure alignment across teams and functions?

PerrKnight.com Al Adoption Framework for Insurance Companies 17
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6.3 TRAINING AND SKILL DEVELOPMENT

Deploying Al solutions often necessitates new skills and capabilities within the workforce. Training and skill
development programs tailored to specific roles help employees effectively utilize new Al tools, interpret Al-

generated insights, and adapt to redesigned workflows. Comprehensive training reduces resistance, accelerates

adoption, and ensures employees feel confident and competent using Al-enabled processes.

QUESTIONS TO CONSIDER

® What skills do users need to successfully adopt the Al solution?
® What training methods will be most effective?

* How will we measure training success and learning retention?

6.4 ROLLOUT EXECUTION

A carefully planned and well-executed rollout strategy is essential. Rollout execution involves phased or
incremental deployment, clear timelines, contingency plans, and clearly defined responsibilities. Initial pilots,
parallel runs, or staged implementations enable organizations to manage risk, resolve issues quickly, and
demonstrate success early, building confidence and momentum for broader Al adoption.

QUESTIONS TO CONSIDER

* Will we deploy all at once or in phases?

® What pilot or soft launch opportunities exist?
® Who will lead the rollout at each stage?

6.5 SUPPORT INFRASTRUCTURE

Robust support infrastructure is vital for the sustainability of Al solutions post-deployment. This includes
establishing technical support teams, providing easily accessible user documentation, setting up dedicated
help desks, and continuously monitoring system performance. Readily available support and responsive

troubleshooting ensure minimal operational disruption, maintain high user satisfaction, and maximize long-term

value from Al investments.

By emphasizing effective communication, active stakeholder engagement, targeted training, strategic rollout
execution, and robust support infrastructure, insurers can significantly enhance the success, acceptance, and
long-term sustainability of their Al initiatives.

QUESTIONS TO CONSIDER

® What kind of technical and user support will be required?

® How will we document and resolve post-deployment issues?
® Who is responsible for maintaining and updating the solution?

Al Adoption Framework for Insurance Companies
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SECTION 7

MONITORING, VALUE
REALIZATION, AND CONTINUOUS
LEARNING MANAGEMENT

Implementing Al solutions is not a one-time event but an ongoing
process — and one that's increasingly important in this age of rapid
change and technological advancement. Effective monitoring,
rigorous value measurement, continuous feedback, and iterative
improvement are essential to ensure sustained success and
enhanced Al capabilities as business conditions evolve.

7.1 PERFORMANCE TRACKING & KPI MONITORING

Consistent performance tracking ensures Al solutions deliver their intended value over time. Clearly defined Key
Performance Indicators (KPIs) related to operational efficiency, accuracy improvements, customer satisfaction, risk
reduction, and productivity gains provide objective measures of success. Ongoing performance monitoring helps
insurers to quickly identify areas needing attention, validate solution effectiveness, and adjust strategies accordingly.

QUESTIONS TO CONSIDER

* What KPIs will we use to track performance?

® How frequently will we review results?

® Who is responsible for monitoring and reporting?

7.2 ROl MEASUREMENT & COMMUNICATION

Quantifying and clearly communicating return on investment (ROI) is crucial for sustaining organizational support
for Al initiatives. Regular ROl assessments demonstrate tangible financial and operational benefits, reinforcing the
strategic value of continued Al investment. Effective communication of these results to stakeholders maintains
enthusiasm, builds credibility, and strengthens the case for further Al adoption across the enterprise.

QUESTIONS TO CONSIDER

® How will we calculate ROI?

® What qualitative and quantitative benefits should we track?
® How will we communicate results to stakeholders?
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7.3 FEEDBACK AND ITERATION LOOPS

Feedback and iteration loops are foundational to continuous learning and adaptation. Structured mechanisms for

capturing user, stakeholder, and customer feedback ensure insights gained from operational experience inform
ongoing refinements. Frequent retrospectives and formalized feedback processes allow teams to adjust quickly,
refining Al models, workflows, and support systems to enhance usability, effectiveness, and user satisfaction.

QUESTIONS TO CONSIDER

® How will we gather feedback from users?

® What is our process for reviewing and incorporating suggestions?
® How will we manage versioning and updates?

7.4 CONTINUOUS IMPROVEMENT PRACTICES

Continuous improvement practices embed learning and agility into the Al adoption process. Periodic reviews

of solution design, implementation approaches, data quality, and model accuracy identify opportunities for
enhancements. Ongoing refinements based on monitoring insights, feedback, and evolving business needs ensure
Al solutions remain relevant, effective, and aligned with organizational objectives over the long term.

By maintaining rigorous monitoring, measuring and communicating clear value, embracing feedback, and
committing to continuous improvement, insurance companies ensure their Al initiatives consistently deliver
sustainable, strategic value and maintain competitive advantage.

QUESTIONS TO CONSIDER

* How often will we revisit the solution design and implementation?

* What mechanisms are in place to evaluate long-term effectiveness?
* How do we embed learning into future Al initiatives?
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REALIZING THE BENEFITS OF
THE Al ADOPTION FRAMEWORK

The structured approach outlined in this Al Adoption Framework empowers insurance companies
to confidently integrate Al into their organizations. By following the Framework’s clearly defined
stages — Strategy Alignment, Process Inventory, Workflow Modeling, Solution Design, Risk &
Governance, Implementation, Deployment & Change Management, and Monitoring & Continuous
Learning — insurers will be far better positioned to harness the transformative potential of Al.
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The benefits of adopting this structured methodology are significant:

2,

STRATEGIC ALIGNMENT
Ensures Al initiatives are tightly linked to business goals,
creating meaningful and measurable impacts.

CLARITY AND FOCUS
Systematic identification and prioritization of high-value opportunities reduce
risks and ensure resources are invested where they matter most.

DATA-DRIVEN DECISION MAKING
Workflow modeling and data mining provide objective, empirical
evidence, enabling targeted, informed Al deployments.

ROBUST AND ETHICAL SOLUTIONS
Thoughtful design, rigorous governance, and proactive risk management
guarantee Al solutions that are ethical, compliant, reliable, and scalable.

SMOOTH EXECUTION

Disciplined implementation planning, vendor management,
and proactive change management activities ensure seamless
integration of Al technologies into daily operations.

SUSTAINED IMPACT
Ongoing monitoring, clear value realization, and a commitment to continuous improvement
mean Al solutions remain relevant, effective, and strategically valuable over the long term.

Ultimately, insurance companies adopting this comprehensive, structured framework enhance their

competitive standing, operational efficiency, customer satisfaction, and profitability — turning the

mere promise of Al-driven improvements into powerful, sustainable business advantages.
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APPENDIX:
THE FRAMEWORK

+ Strategy Alignment + Implementation
0.1 Objectives & Vision 5.1 Implementation Planning
0.2 Strategic Fit and Differentiation 5.2 Resource Allocation
5.3 Procurement and Vendor Management
5.4 Risk Mitigation
5.5 Project Management and Oversight
+ Process Inventory

1.1 Process Identification

1.2 SIPOC Diagramming

1.3 Process Prioritization + Deployment & Change Management
6.1 Communication Strategy
6.2 Stakeholder Engagement

i 6.3 Training and Skill Development
+ Workflow Modeling

2.1 Current State Workflow Modeling
2.2 Workflow Data Mining
2.3 Use Case Identification

6.4 Rollout Execution
6.5 Support Infrastructure

+ Monitoring, Value Realization, and Continuous Learning

7.1 Performance Tracking & KPI Monitoring
+ Solution Design

3.1 Ideation
3.2 Functional Requirements

7.2 ROl Measurement & Communication
7.3 Feedback and Iteration Loops

7.4 Continuous Improvement Practices

3.3 Technical Requirements
3.4 Data Availability & Quality
3.5 Workflow Redesign

3.6 Workflow Simulation

3.7 Solution Validation

+ Risk & Governance
4.1 Ethical & Regulatory Compliance
4.2 Al Governance Framework
4.3 Technical & Scalability Considerations
4.4 Competitive Analysis & Benchmarking
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ABOUT PERR&KNIGHT

For 30 years, Perr&Knight has provided exemplary insurance consulting and software
solutions to the property & casualty and life, accident & health industries. Services include
actuarial consulting, risk strategies & solutions, product development, insurance policy and
forms consulting, regulatory compliance, compliance and operational assessments/training,
state filings, licensing, technology consulting, statistical reporting, data services, predictive
analytics, and bureau monitoring & maintenance. Software includes StateFilings.com, the
leading cloud-based state filings management solution. With offices nationwide and more
than 150 insurance professionals, including 30+ credentialed actuaries, Perr&Knight is among

the largest independent actuarial and insurance consulting firms in the United States.

Copyright© 2025 Perr&Knight. All Rights Reserved.

Perr&Knight is not a law firm and does not provide legal advice, services and/or opinions. Perr&Knight and its employees
cannot act as legal counsel with respect to any matter and no attorney-client relationship is implied or created by anything
contained herein. To the extent that during the course of providing consulting and other services, any information regarding
legal matters is provided, Perr&Knight has made commercially reasonable efforts to ensure that such information

is accurate. However, as laws vary from jurisdiction to jurisdiction and change rapidly, such information may not be

up to date and all legal matters should be reviewed by your own in-house counsel, outside counsel and/or other legal

advisors as appropriate who are licensed or otherwise permitted to practice law in the jurisdiction(s) involved.




