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Executive Summary: 
 
  Wikipedia defines robotics as an interdisciplinary branch of engineering and science that 
includes mechanical engineering, electronic engineering, information engineering, and computer 
science among some others. Robotics deals with the design, construction, operation, and use of 
robots, as well as computer systems for their control, sensory feedback and information processing. 
  While performing all tasks that a human can is a long way off, we are already seeing robots 
being used in some roles that have been traditionally performed by humans. For example, some 
robots have been built to handle more tedious administrative and repetitive tasks, enabling humans 
to focus their efforts on critical mental or physical acts, such as developing deeper relationships and 
performing more complicated tasks. 
  Incorporating robotics into the workplace can be expensive and time consuming. Even if an 
organization does not have all the data needed to support a fully robotic solution, it does not mean 
robotics should not be used. Individual organizations should determine if the use of robotics is right 
for them and, if the answer is yes, begin creating a plan for what is needed, targeted production 
release, and how it will be implemented/delivered. Most early adopters start with multiple functional 
“pilots,” or proofs of concept, that are completed in as little as 30 to 60 days. Broader, first-
generation programs may take about 6 to 12 months. 
  When evaluating the introduction of robotics, it is important to also understand related 
terms in order to put everything in perspective. Chatbots refer to computer programs or artificial 
intelligence which conducts a conversation via auditory or textual methods. Such programs are often 
designed to convincingly simulate how a human would behave as a conversational partner. Chatbots 
are typically used in dialog systems for various practical purposes including customer service or 
information acquisition. Some chatbots use sophisticated natural language processing systems, but 
many simpler systems scan for keywords within the input, then pull a reply with the most matching 
keywords, or the most similar wording pattern, from a database. Automation is a reference to any 
simple control system that makes a decision based on set data and options. Software Robotics, often 
called bots, are software applications that essentially replicate a repetitive human action. Robotics 
Process Automation (RPA) is the application of software robotics to processes that are highly 
repeatable, regular, and routine. Cognitive Computing is an advanced technology that mimics the 
human brain to solve complex problems. And Cognitive Robotics involves the application of 
cognitive computing to software robotics in order to automate sophisticated decisions. 
  Robotics and related technologies, including Robotics Process Automation (RPA), Artificial 
Intelligence (AI) and machine learning are impacting the insurance industry in both opportunistic 
and compromising ways. Results of using these new technology processes are being seen across the 
industry. 
If you are considering introducing robotic solutions into your company, the following should be 
considered: 

1) Take a strategic view: Start out small. Start with a strategic view of how robotics will enable 
the future and ensure that all investments support the achievement of the goals. Goals 
should be focused on targeted outcomes, not just outputs. 

2) Be realistic about your capabilities: Understand your current capabilities and infrastructure 
limitations. Focus on building capabilities in steps as skills and infrastructure is improved 
and expanded. 
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3) Aim for agility: Create a more agile development environment – both within IT and across 
the business – and encourage the creation of a ‘test and learn’ mindset within the 
organization. 

4) Create smart governance: Governance is critical to not only the management of data, but 
also the management of the underlying infrastructure. Flexibility will be key as the 
technology evolves and new use cases emerge.  

 

Implications: 
 

• Robots, and their controlling software, require data to be complete and accurate for the 
robot to perform tasks consistently and with a high degree of precision. 

• Robots controlled by software that learns (artificial intelligence) must be paired with 
software solutions to adapt and learn as they perform tasks. 

• Robots have traditionally been physical machines, and the early generations were machine-
looking in their appearance. While machine-looking robots will remain, a new generation of 
robots are being made to resemble humans, having many physical human characteristics 
such as arms, legs and a face. 

• The decisions and actions completed by a robot may not be the same as those made by a 
human. As a result, the company that built or owns the robot may have exposure due to 
incorrect, inaccurate or untimely decisions. 

• Robotics will play a key role in driving out inconsistencies in decision-making, potentially 
improving compliance and eliminating errors in processes. 

• Data generated by robotics is much more consistent and reliable. Human errors and human 
variation are removed, and a more reliable audit trail has been created. 

• Robotics Process Automation (RPA) will likely become prevalent in insurance carrier and 
wholesaler operations. Data generated by RPA can provide management with access to more 
timely information supporting their decision making. Resources which previously spent time 
processing may be repurposed to focus on adding value by other means, thereby adding to 
productive gains. The enhanced insight provided in reports should lead to quicker and better 
decisions. 

• Governance standards over bots will be critical as deployment and capabilities are increased. 

• Insurance leaders may need to address the following cultural considerations as they 
implement bots: 
o What role will bots play in the operating model? 
o How will bots and humans interact? 
o What combination of bots and humans are acceptable to employees and consumers? 
o How will questions of ethics and morality be managed? Can bots learn and know the 

boundaries of ethical and moral behavior? 
 
COVID-19 Specific Implications  
 

• The desire to minimize potential contamination of products (both food and non-food) in 
manufacturing and shipping may lead companies to seek greater automation across their 
business.    
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• Pushing to rapidly adopt automation, to help minimize the need for in-facility or in-office 
workers, would result in initial/up-front increased operating costs (with future lower 
marginal costs) for businesses.  

• Implementation of new automation due to COVID-19 may have both positive and negative 
impacts on human safety. 

• The potential for changing behaviors as a result of COVID-19 business shut-downs and 
prolonged social distancing could lead to a shift in how clients choose to purchase insurance.  
For example, some buyers have been historically put off by the idea of interacting with a 
Bot.  However, if they are unable to visit their local insurance agent face-to-face, they may 
develop a comfort level with purchasing insurance online or over the phone with bot 
interaction. 

 

Opportunities: 
 

• Paired with Artificial Intelligence, robots can analyze large amounts of data and take 
consistent action. 

• A reduction in employee expense may result in the areas of total compensation for tasks 
taken by the robot. 

• Robotics are viewed by some executives as the answer to managing the current skills gap 
with their workforce. For example, operational efficiencies can be achieved with quicker 
decision making, more consistently, and at a lower transactional cost. 

• A reduction in commission/fees can make insurance and services more cost effective for the 
buyer. 

• Enhanced personalization and customer experiences may result from using volumes of data 
which can be processed quickly. 

• Firms can benefit from adopting robotics into their claims management process: 
o Robotics can be used to examine claims management processes to “help predict the 

eventual outcome of the claims process and suggest the most appropriate strategy based 
on that prediction (for example, recommending an early settlement on cases where the 
data suggests a high potential for long-term litigation)”.1 

o “…robotics could help identify potential mismatches between the policy terms set 
internally and those submitted by brokers. This is helping insurers to identify – at policy 
inception – policies that may lead to subsequent losses.”2 

• There is potentially a significant competitive advantage to be gained with successful adoption 
of RPA and cognitive robotics, with early adopters gaining the advantage of early 
experimentation aimed at productive gains and expense control. 
o A large insurance client recently applied RPA within the account processing function and 

were able to shorten a three-hour data reporting process down to just three seconds. As 

 
1 Kells, David. “Robots have arrived in the insurance industry. Are you ready?” KPMG, January 4, 2017. 
https://assets.kpmg/content/dam/kpmg/au/pdf/2017/the-robots-have-arrived-fs.pdf  
2 Kells, David. “Robots have arrived in the insurance industry. Are you ready?” KPMG, January 4, 2017. 
https://assets.kpmg/content/dam/kpmg/au/pdf/2017/the-robots-have-arrived-fs.pdf  

https://assets.kpmg/content/dam/kpmg/au/pdf/2017/the-robots-have-arrived-fs.pdf
https://assets.kpmg/content/dam/kpmg/au/pdf/2017/the-robots-have-arrived-fs.pdf
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a result, precious resources were freed-up within the finance function to focus on higher 
priority and higher value activities.3 

o IBM has created “IBM RPA” for insurers, which bridges legacy systems and automates 
high volume, repeatable tasks with AI and RPA for insurance. “IBM RPA does more 
than access multiple data sources and automate labor-intensive processes.  It is a self-
learning system that enables smarter decision making.  RPA can “automate your 
processes as you create a digital workforce and your employees can spend more time on 
higher value activities.” 

• As opposed to using robotics exclusively, examining and exploring how humans and 
machines can work together to create more consistent, more efficient and higher quality 
underwriting decisions can be beneficial. Done correctly, the results could be significant. 

• There are coverage opportunities for those carriers and brokers who wish to build and sell a 
product covering the exposures related to the use of bots, robots, controlling software and 
other ancillary risks. 

• Robotics will perform jobs which in the past have been deemed dangerous for humans to 
perform, where risk outweighed the reward. This represents an opportunity for data 
gathering which would support better risk quantification. 

• Robots can perform tasks continuously (24x7). 

• Using robotics for applications involving the need for time-sensitivity and assistance in life- 
threatening situations may create opportunities for new product offerings/coverage 
enhancements to account for new and changing exposures. For example, Maryland 
Development Center (MDC) has already created several companies that utilize cutting-edge 
robotics technology for medical applications, including Next Step Robotics (stroke 
rehabilitation), Awarables (insomnia treatment), Tesserae (detecting and treating obstructive 
sleep apnea), Connected Care Systems (support for post- surgery recovery), Surgical Vision 
Systems (advanced imaging systems for surgery), Aerea (portable, emergency airway access), 
Advanced Surgical Designs (technologies to improve spine surgery) and Pneumico 
(modernizing hand ventilation). This also may pose a threat, as we may see new claims/suits 
from victims/survivors and would need to determine where the fault lies in potential 
problems arising out of the use of this new technology. 

 
COVID-19 Specific Opportunities  
 

• Increased automation means less human handling of items and less person-to-person 
contact in processing and warehousing environments. “For years, robotics and automation 
have been a looming presence in a number of fields ranging from shipping and fulfillment to 
construction sites and operating rooms. But the novel coronavirus could well be the 
disruption that accelerates the adoption of these technologies.”4 This change could have a 
profound impact on managing the spread of COVID-19, as well as helping to avoid business 
interruption losses. 

 
3 Kells, David. “Robots have arrived in the insurance industry. Are you ready?” KPMG, January 4, 2017. 
https://assets.kpmg/content/dam/kpmg/au/pdf/2017/the-robots-have-arrived-fs.pdf  
4 Heater, Brian & Tabatabai, Arman. “Top VCs discuss how COVID-19 is impacting robotics.” Tech Crunch May 7, 
2020. https://techcrunch.com/2020/05/07/top-vcs-discuss-how-covid-19-is-impacting-robotics/  

https://assets.kpmg/content/dam/kpmg/au/pdf/2017/the-robots-have-arrived-fs.pdf
https://techcrunch.com/2020/05/07/top-vcs-discuss-how-covid-19-is-impacting-robotics/
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• As a result of the COVID-19 pandemic, many industries learned that certain activities could 
not be performed remotely, outside of a manufacturing plant or an office. This may increase 
the demand for robots/RPA to perform these types of activities, as robots cannot get sick 
and can continue to perform these tasks inside a facility, even if the facility is closed to 
human workers due to a pandemic or other event. 

• As COVID-19 forced many companies to implement remote working, it has increased 
management awareness that many repetitive tasks, including processing of certain insurance 
transactions, do not need to be performed in an office environment. Further, if these tasks 
were performed by a single individual working remotely, without the need for a lot of 
guidance and direction from other team members, then these tasks are strong candidates for 
RPA. 

• Insurance carriers could address new and changing needs for COVID-19 related insurance 
products, or modifications to existing product offerings. Businesses that transition to a 
greater percentage of automation/use of robotics, and reduction in human workforce, may 
require changes to their existing insurance program(s).  Insurers need to be able to respond 
to these changing needs. 

 

Threats: 
 

• Reliance on machines/computers may result in compromised machines which could cause 
significant business impacts. 
o You cannot physically see some robots, but they are there. They drive your internet 

searches and retail recommendations. They manage your office temperature controls and 
environment. They remind you of friends’ birthdays and provide you with navigation 
advice. Robots sit in our phones, in our infrastructure, and in our homes. 

• Lower employment rates in the unskilled labor force are a potential outcome. 

• There can be challenges with bots and humans working together: 
o Can they work side-by-side? Will there be trust issues? What happens when machines 

outsmart the humans? 
o The potential exists for situations where the human supports the robot as opposed to 

the robot supporting the human.  Depending on the design of the human task, it could 
be difficult for the human to maintain proper levels of vigilance over the necessary time 
period to catch robotic errors.  Consider, for example, Tesla autopilot. 

• Robots may have an impact on new and emerging risks such as cyber issues when computers 
are controlling more of the world. 

• In the Digital Insurance Agenda, Van Thiel notes, “Bots are at work across the wider 
insurance enterprise – supporting management decisions, facilitating transactions and even 
managing aspects of office security.”5 Disruption in traditional workflow & processes made 
for better business outcomes. 

• Potential challenges exist in building, maintaining and managing robotic processes: 
o “As these bots start to interact, and one bot depends on the output of another, 

important governance questions will arise. For example, how will two sets of bots 

 
5 Van Thiel, D. “Winning the insurers’ race with robotics.” Digital Insurance Agenda. July 20, 2017. 
http://www.digitalinsuranceagenda.com/131/winning-the-insurers-race-with-robotics/  

http://www.digitalinsuranceagenda.com/131/winning-the-insurers-race-with-robotics/
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created by the actuarial function and the finance function interplay? How will they work 
together to calculate key business metrics? What controls are in place to ensure that their 
methodologies, calculations and algorithms are consistent?”6 How do they resolve their 
differences? 

o There are risks of an error or bad action/decision made, and the resulting costs to undo 
or repair the damage. 

o Increased costs and complexities for building, configuring and maintaining may occur. In 
addition, it is important to keep the solution current, as you do not want decisions made 
on old data or technology. 

o “…91% of insurance CEO’s admit being worried about the challenges of integrating 
automation, AI and cognitive robotics into their existing business and operating 
models”.7 

• Data creates a challenge for bot implementation. Cognitive computing and machine learning 
rely on building a repository of reliable, definable historical information data, from which the 
bots can learn. Making sure the machines are working from the right data (and that they are 
all agreeing on the same version of ‘the truth’) will be critical to safely unlocking the value of 
cognitive robotics. 

• A good example of this is the Facebook Chatbot Experiment. The intent was to have two 
chatbots simulate dialog and negotiation. The experiment relied upon use of the English 
language, which is not easily definable. “The original training data set was in English, but the 
extracted features were just words and phrases, and the robot was just putting them together 
based on the numerical representation of how likely they were going to help get the desired 
outcome.” Two robots that do not actually understand English ended up talking to one 
another and learning from one another. On the surface, it appeared as if they were creating 
their own language, but it turned out to be failed communication based on insufficient data. 
Companies looking to utilize robots to communicate with humans and/or other robots will 
need to be very careful to make sure that even the smallest details are considered in 
developing the rules for the robotic processes. 

• Risks to brand and company reputation could be positive or negative. Customers become 
disloyal to a brand due to the inability to speak/work with a human. 

• Robots could go rogue, which creates liability for damages to 3rd parties. 

• Robotics related claims have the potential to be complex as insurers try to determine the 
cause of a robot-related accident, whether it arises from the manufacturer or the company 
implementing the technology 

• Unknown outcomes as courts grapple with many issues associated with ensuring accuracy, 
legality and fairness of AI decisions. 

 
COVID-19 Specific Threats 
 

• Shortage of supply as major industrial robot vendors have struggled in 2020 due to an initial 
slowdown in global demand of industrial robots caused by the COVID-19 pandemic.  As 

 
6 Kells, David. “Robots have arrived in the insurance industry. Are you ready?” KPMG, January 4, 2017. 
https://assets.kpmg/content/dam/kpmg/au/pdf/2017/the-robots-have-arrived-fs.pdf  
7 3 Van Thiel, D. “Winning the insurers’ race with robotics.” Digital Insurance Agenda. July 20, 2017. 
http://www.digitalinsuranceagenda.com/131/winning-the-insurers-race-with-robotics/  

https://assets.kpmg/content/dam/kpmg/au/pdf/2017/the-robots-have-arrived-fs.pdf
http://www.digitalinsuranceagenda.com/131/winning-the-insurers-race-with-robotics/
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demand increases (some companies are reporting three times the normal level of orders), the 
pressure to get products to market faster could lead to focusing on quantity over quality, 
leading to potential product liability claims. 

• Increases in robotic equipment due to increased automation can significantly increase 
business personal property values, which may not be contemplated in the insured’s current 
policy.  Coinsurance provisions could result in penalties to insureds at the time of loss if 
their policies were not updated accordingly. 

• Companies rushing to implement new robotic technologies and automation can run the risk 
of employees getting injured who are not sufficiently skilled or trained in the setup and 
operation of the new equipment. 
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