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Accelerating AI Adoption…

Super charging processes and decision making
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Structured data
(core system trans-

actions, customer 

interaction metadata etc)

Call transcripts, 

Webchats & Verint 

CA category hits

Emails & other 

correspondence

Documents & 

File notes

Classification

Making predictions such as classification of records 

or documents into different segments

e.g. Classifying call transcripts as complaints/ non 

complaints; Classifying documents into different 

types and subtypes. 

Generation

Generate text based on user prompts

e.g. Summarizing the contents of a document to show 

information a claims handler would be interested in, 

Generating code, 1st draft of written reports, and 

eventually, automated chat responses to customers

Suncorp Language Intel Engine: 

Powered by an ensemble of several 

large language models and custom 

methods

Bringing together structured and 

unstructured information.

Question Answering

Interactively ask complex questions about a document 

and get answers in real-time

e.g. Interact with AI by asking questions about a 

document and getting answers about the contents. 

Information Extraction

Extract a specific piece of text from a document for 

insights generation or to feed into another process for 

decision making

e.g. Extracting ABN from an invoice or total sum 

insured from a broker quote

Language is the new oil……
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Where we have landed…..
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But play to the strengths...
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So what are we actually doing…….
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AI use cases across the customer journey

I discover I purchase or renew I get service I claim
I prevent 

damage

Key CX 

drivers:

Frontline

Customer-

facing

Relevant marketing materials

(e.g., ads, landing pages)

Customer chatbot

(incl. multi-lingual assist, digital human, SME Advice, etc.)

Automated workflow follow-ups (incl.

draft policy application)

Customer product support (incl.

prompt customers to adjust covers)

Chatbot to answer customer Q&A, incl. 

providing status updates

Indiviudalised status inquiry visibility

Predict customer sentiment, identify issues 

and initiate actions (e.g. adjust cover)

Proactive risk alerts 

(e.g. prompt

to take proactive risk 

reducing actions)

Claims customer bot for easy and efficient 

service (incl. SMS service)

Claims Customer Portal / Dashboard

Claim lodgment assistant 

Customer sentiment

and market trends analysis

Automated product description

and marketing materials

Product trend identification and analysis

Automated, relevant content generation

(e.g., content generation hub, engagement)

Improved underwriting (incl. geospatial & 

perils data, SME risk profiling accuracy)

Knowledge management tool (e.g., PDS summary, guide to identify and support vulnerable customers)

Automated workflows (incl. draft policy 

application, broker quote validation)

Direct Channel agent assist  (incl. call transcription and analysis, multilingual assist)

Automated workflow (e.g., initiate follow-

up actions)

Complaints management

(incl. automated triage, customer comms 

drafting)

Claims agent assist 
(incl. single view of claims)

Summarise and prepare docs / comms 
(incl. claims file, draft customer comms)

Automated fraud detection

Corporate 

services

Automated risk identification and potential mitigation (incl. risk intelligence tagging agency, identify regulatory updates in real-time and assess impacts)

FraudGPT, Software Engineering, Coding co-pilot, Procurement Intelligence

Automated HR Queries, Leaders’ People Dashboard, Complaints trends and triaging, Training / L&D coach (e.g. stimulate customer interactions for training scenarios)

Financial Analytics; Automated Reports Generation

AI facilitated knowledge and insight generation Fully autonomous AI agentsAI augmented decision and action supportAI Application Themes: POC in-flight

• Brand connection • Products easy to understand

• Price transparency

• Easy and efficient service • Claims meeting expectation

• Claims ease of lodgment

Automated claims assessment 

(incl. triage and visual intelligence)

Dynamic Pricing 

• Understand how to 

reduce risks

Non-exhaustive 

Aggregated View

Legal Queries Chatbot, Precedent and Knowledge Management, Red Marker
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But what are you actually doing I hear 
you ask…….
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—

To……..
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Where are the challenges…… 

Business 
experience and 
exposure

Vendor adoption 
and maturity

Rapid evolution 
of technology 
capability 
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If I had to pick three…..

– Do (or try to)…

▪ Foster innovation and flearning

▪ Experiment liberally

▪ Increment solutions – prototype, 
MVP

▪ Be clear on the downsides/limitations

▪ Don't forget it's not set and forget

– Try Hard not to....

▪ Build for the current state

▪ Assume the human process is 
flawless

▪ Present AI as flawless

▪ Accept resistance to experimentation

▪ Try to deliver everything in one hit
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Questions?
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