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Maria’s journey starts here.




One Session, One Practical Framework

A practical path: focus on what Al does, how it affects consumers, and who is responsible.

Start with Demystify Al Different levels Benefits + Accountability Watchlist +
consumer of impact concerns + Q&A
+ Poll trust

What to expect

We’ll follow Maria’s journey through shopping, quote, coverage, claim, and explanation — showing where Al can

help, where it can affect outcomes, and how accountability should follow consumer impact.
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Start with the consumer

Follow the consumer impact across Maria’s journey.

. . . What is Al doing?
Maria is shopplng for auto Shopping help, coverage explanation, pricing

and homeowners support, claims triage, or a decision that affects her
insurance. outcome.

Does it affect Maria?

Al may help her compare options,
understand coverage, and get a faster

Does it touch price, eligibility, coverage,

underwriting, claims, or renewal?
quote.

The impact depends on how Al is

Can the company explain it and stand behind it?
used.

Is there a clear explanation, responsible owner, and
accountability for the outcome?

Maria’s journey: does it affect her outcome, and can
the company explain it?
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Poll: Where would Al help Maria?

Separate how Al is used before deciding what questions to ask. Maria’s journey: separate the impacts.

MAIN POLL
Which Al-supported use would be most helpful to Maria as she

shops for insurance?

Al explains coverage options ﬂ Al suggests questions
in plain language to ask before buying

Al helps identify

n Al explains what affects her premium
coverage gaps

Al recommends a company and estimated price

Takeaway: Not every use of Al has the same impact.
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Alistate.
Where Al shows up in Maria’s journey

From her first Al questions through shopping, coverage, and any claim she files.

Al supports Maria

Tools that help Maria get started and move forward Where Al shapes decisions that affect her outcome
Personal Al tool to start her questions Quote and underwriting information

Compare options and understand coverage Price or eligibility decisions

Get a quote and route her requests Coverage recommendations

Claim triage or payment
Explanation and a way to ask questions

Maria’s journey Ask Al — shop — quote — choose coverage — receive policy — claim — explanation
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Al is one label, not one policy question

Different kinds of Al can touch Maria’s journey in different ways.

Machine Learning +
Predictive Analytics

Established Learning
May support risk assessment May summarize or explain
by finding patterns in data coverage options in plain
and model results. language.

Risk assessment +
fairness

Policy takeaway Start with what Al is doing.
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Emerging

May eventually route work or
trigger workflow steps across
systems.
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Different impact, different accountability

For Maria, coverage summaries are different from Al influencing price, eligibility, renewal, or claim payment.

Lower impact

Internal Decision
productivity support
memos, coding help, coverage summaries, price or eligibility

document sorting coverage explanations support,
claims flags

Maria’s journey: impact rises as
Al gets closer to decisions.

Rule of thumb Consumer impact increases as Al gets closer to material outcomes.

Allstate.

non-renewals, claim
payments,

material premium
changes
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How Al can help Maria

Where Al makes Maria’s experience faster, clearer, and more consistent.

As Maria shops and buys As she uses her coverage

Compare options side-by-side choices Route the claim smoother handling
Explain coverage in plain language Explain changes what changed and why
Speed the quote faster intake and review Smoother service faster and clearer

Maria’s journey: faster, clearer,
more consistent.

The upside Used well, Al makes Maria’s experience faster, clearer, and more consistent.
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Where Al can go wrong

How Al can disadvantage Maria if it isn’t governed well.

Can disadvantage Maria.

Wrong data bad input affects the outcome

Unfair data patterns patterns are not detected or tested

Poor explanation the answer does not make sense to a person
No responsible review no real person owns review or correction
Overreliance on Al the tool is treated like the final answer

Where it can go off track

Every stage can slip — wrong data, untested patterns, overreliance at the decision, a weak explanation, or no review or correction.
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Accountability is the principle; people remain responsible

When Al affects Maria, real people remain responsible for the decision, explanation, documentation, and review.

Clear explanation + documentation + responsible owner + path to review or correction

Low-impact Al Medium-impact Al

Monitoring and quality checks. Documented review, exception handling,

Example: Al helps summarize information and escalation.

or route a request. Example: Al flags something unusual in a
quote or claim.

People remain responsible when Al affects consumers.

Responsible human review before a
material consumer outcome is finalized.

Example: Al affects price, eligibility,
coverage, claim payment, renewal, or
another meaningful outcome for Maria.

If Al affects Maria’s price, coverage, claim, renewal, or explanation, the company should be able to show who reviewed it, who owns it, what information was used,
whether it was used appropriately, and how Maria can get a clear answer or correction.
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Transparency makes accountability usable

Review alone is not enough; the company must explain and stand behind the outcome.

“A person reviewed it” is
not enough by itself.

Companies should be able to explain
what happened, who owns the result,
what review occurred, and how a
consumer can seek correction.

WHAT WHY
What role did Al play, and Why did it matter for the
what information was consumer?
used?
WHO HOW
Who is accountable for the How can questions or
result? corrections be handled?

If Maria is affected, transparency means a clear answer, a
responsible owner, and a path to review or correction.
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Building on the Framework

Build on existing oversight tools while keeping accountability clear.

Actuarial Professionalism

ASOP 12: Risk classification
ASOP 56: Modeling
Validation + professional judgment

Policy lens: build on existing
accountability.

Company Governance

Documentation + recordkeeping
Model testing + validation

Data safeguards + appropriate use
Risk assessments

Cyber + privacy controls

Ongoing monitoring

Policy lens: testing and monitoring are
ongoing.

State Insurance Oversight

Rate and form review
Market conduct exams
Consumer protection authority

Policy lens: regulators already oversee
insurers.

Oversight tools can support — not replace — clear accountability.
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What builds trust?

What earns trust when Al supports an insurance decision.

FOUR SIGNALS

OF TRUST ﬂ
A PEAETGIEEE Clear accountability

What consumers look for explanation of the by the insurer
main reasons

What builds the most trust in
an Al-supported insurance

decision?

No single signal is enough on its own. Testing and review by n
qualified professionals, Path for review
including credentialed or correction
actuaries.

THE TAKEAWAY

Earned, not assumed.

Trust comes from explanation, accountability, testing, and
review or correction.
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A practical legislator watchlist

Turn trust signals into plain-English accountability questions.

Role @ Use

What is Al doing? How is it used?

@ Accountability

Who is accountable, and how Can consumers get a clear
can issues be corrected? explanation?
i Risk-based governance
Helpful policy

Consumer-impact thresholds
Regulator access +
documentation

focus

Allstate.

Maria’s journey: impact guides

O,

accountability.

Does it affect Maria or other
consumers?

Testing

Is testing and review matched
to impact?

Policy lens: turn the Maria test into practical accountability questions.
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Objective Resources for Legislators

Use these sources to evaluate how Al is used, its impact, and accountability.

American Academy of Actuaries Casualty Actuarial Society

Al Applications in Insurance and Pensions

Timely snapshot of Al's uses across insurance and
pensions

Discrimination: Considerations for ML/Al Models
and Data Society of Actuaries

Fairness, testing, monitoring, and regulatory

The CAS Al Primer
Validation and automation-bias guidance

considerations A Primer on Generative Al for Actuaries
An Actuarial View of Correlation and Causation SOA Research Institute: overview, examples,
Risk pricing focus on challenges and approaches to applications, and responsible use

anti-discrimination regulation
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https://actuary.org/resources/risk-mgmt-brief-ai-use-cases-in-insurance-and-pension/
https://www.actuary.org/wp-content/uploads/2025/05/risk-brief-discrimination.pdf
https://www.actuary.org/wp-content/uploads/2025/05/risk-brief-discrimination.pdf
https://www.actuary.org/wp-content/uploads/2022/07/Correlation.IB_.6.22_final.pdf
https://www.casact.org/article/introducing-cas-ai-primer-practical-guide-actuaries
https://www.soa.org/globalassets/assets/files/resources/research-report/2024/primer-generative-ai.pdf

Closing

The Maria test

If Maria is affected, can the company answer three questions?

1. What did Al do? 2. Does it affect 3. Can the company explain it
her outcome? and stand behind it?

Require clear accountability

Understand how Al is used. Follow the consumer impact.
and transparency.

Consumers deserve a clear answer and a responsible owner.

Allstate
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