
Accelerated generative AI 
adoption for insurers
The ways in which insurers achieve their business goals is changing fast thanks to 
Generative AI (GenAI). But to realize this technology’s full potential, we need fresh 
approaches to implementation. This paper offers practical steps for integrating 
GenAI into your core business processes to release greater value.



Why GenAI matters for insurers 
Increasingly, the insurance industry is 
employing new technologies to provide their 
customers with personalized experiences, 
make their operations more efficient and 
modernize legacy systems. For an industry 
that thrives on data, GenAI presents some 
truly revolutionary opportunities.

But implementing GenAI introduces unique 
challenges across critical areas:

People – changing ways of working and 
decision-making processes

Technology – rapid evolution of GenAI 
technologies and tools

Data – managing data quality, 
confidentiality and availability

Research insights: How insurers 
are building GenAI and data 
capabilities
Cognizant’s research in Switzerland and 
globally highlights that insurers are rapidly 
building data and analytics competencies 
into their operations and thus into the 
broader industry. The ZHAW-Cognizant Data 
Competencies Study shows that the Swiss 
insurance industry is beginning to leverage 
the capabilities of data analytics and 
GenAI at breakneck speeds.
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However, most initiatives are still in the 
experimentation or proof-of-concept stage, 
where they come up against organizational 
change and compliance challenges. 

As the trend progresses, that experimental 
phase is giving way to production. As GenAI 
services mature beyond the fundamentals, 
businesses are using tools to generate 
and summarize content as part of daily 
operations. Commercial products such 
as accounting and CRM systems are also 
integrating GenAI capabilities. 

How Cognizant supports 
successful GenAI adoption
Our approach begins with identifying 
which of our clients’ process KPIs have 
a direct impact on customer and 
business outcomes, to keep GenAI 
initiatives focused on producing 
measurable outcomes.

From end to end, we collaborate 
with managers and end-users to 
implement transformation that will 
embed GenAI into daily operations 
and encourage the kind of practical 
adoption that drives results. 
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Fast prototyping drives faster adoption
For GenAI transformation to be successful, you need agile, multi-disciplinary teams who 
can quickly identify, prioritize and evolve GenAI use cases. Fast prototyping is critical. Tools 
that enable quick experimentation help teams demonstrate the art of the possible, validate 
achievable benefits, and adjust approaches in real time.

This practical, iterative way of working incr eases adoption rates and accelerates impact and 
value across business processes.

Case study: Transforming incident management with Agentic AI
We helped a global insurer overhaul its major incident management processes using GenAI 
and Microsoft Copilot Studio. What began as a simple, two-line email request blossomed into:

•	 Identifying use cases, building a prototype and demonstrating achievable 
benefits within eight weeks

•	 Launching a minimum viable product (MVP) after just another four weeks

•	 Continuously iterating additional use cases, building these into daily operations 
as we went along

This boosted the client’s critical business performance up to 90% while also building in-house 
capabilities that would allow the solution to keep evolving independently.

Three factors drove this project’s 
success:
•	 A collaborative approach to identifying, 

trialing and expanding 
new use cases

•	 Rapid time-to-market, from prototype 
to MVP

•	 Seamlessly integrating GenAI into business 
operations and enabling continuous 
improvement 

All this made the initiative a true lighthouse 
project for GenAI adoption in insurance.



Choosing the right GenAI solution
Of course, there is no silver bullet – no single platform fits every use case. Choosing the 
GenAI solution that best fits your needs depends on what specific business challenges your 
project faces. Carefully evaluate various tools and architectures to ensure they match your 
technical and strategic needs. Cognizant works with clients to assess options, design effective 
architectures and deliver measurable outcomes by harnessing the potential of GenAI.

 Recommendations for accelerating GenAI adoption
1.	 Plan for change: Expect the plan to change during the transformation journey. It will help 

you understand and analyze the impact of those changes.

2.	 Build a multi-disciplinary team and agile governance: Integrate target users into delivery 
teams. Empower managers to steer strategy based on real-time project results and 
emerging insights.

3.	 Prioritize and prototype use cases: Enable fast experimentation to inspire stakeholders, 
validate achievable results and scale successful ideas into MVPs.

4.	 Embed GenAI into daily operations: Incorporate GenAI into core processes (not just as a 
one-off project) to adapt to evolving technologies, organizational changes and innovation 
opportunities.

5.	 Choose solutions based on business outcomes: Evaluate simple solutions first before 
investing heavily. Balance development and maintenance costs against benefits that can 
be expected to materialize within two years.
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