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automation solution 

2. Data management 
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4. A new organizational approach 
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deployment — technical roadmap 

1. Needs assessment

2. Data preparation 

3. Infrastructure setup 

4. Model development and training 

5. Integration and deployment 
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Are you ready to unlock the power of 
communications automation with GenAI in  
the contact center? Schedule a demo today.

 
Scan or visit https://info.intelepeer.ai/
dg-workshop
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Introduction
The insurance industry is undergoing a profound 
transformation, driven by the swift progress of 
communications automation and generative 
AI (GenAI). Insurance contact centers are 
turning to the technology to boost productivity, 
increase customer satisfaction, and streamline 
operations as competition grows and customer 
demands rise.

This quick eGuide will outline the transformative 
value of communications automation with 
GenAI in the insurance contact center. Readers 
will benefit from a technical roadmap to 
integrate the technology into the insurance 
contact center while ensuring safe, effective 
deployment and fast ROI. From critical aspects 
to consider before deployment, through a 
streamlined deployment template, we will cover 
all the essential aspects to help you achieve 
a smooth and successful communications 
automation with GenAI implementation.

http://intelepeer.ai
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The value of 
communications 
automation with 
GenAI in the insurance 
contact center
Communications automation has had a 
profound effect on the contact center industry. 
For many, the traditional service model was 
marred by limitations such as long waiting 
times, costly 24/7 service, low operational 
efficiency, and poor productivity. Talent 
shortages, high recruitment and training costs, 
and significant turnover rates contribute to 
traditional models becoming unsustainable.

The implementation of communications 
automation with GenAI is a solution to these 
critical pain points. Using communications 
automation with GenAI, contact centers can 
simplify and streamline operations, reduce 
manual input and errors, and significantly 
improve customer experience (CX) through 
tailored, 24/7 omnichannel communications 
and interactions. Communications automation 
with GenAI drives value in the contact center by 
improving CX, increasing operational efficiency, 
scalability, and flexibility, and accelerating ROI.  

http://intelepeer.ai
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Improved CX

Communications automation solutions 
leverage GenAI to enable deeper, more 
meaningful, omnichannel interactions by 
analyzing customers’ and prospects’ individual 
preferences and behaviors. A more complete 
understanding of the customer allows 
insurance organizations to deliver highly 
relevant communications, recommendations, 
and solutions tailored to their specific needs on 
their preferred communications channel. The 
result is increased satisfaction, brand loyalty, 
and the potential for higher revenue. 

Streamlined self-service  

Implementing communications automation 
with GenAI allows insurance companies to 
deliver 24/7/365, omnichannel self-service to 
customers. Customers are now able to quickly 
and efficiently resolve most queries without 
speaking to a human agent. The decreased 
resolution time improves CX, while offsetting 
human agent workload. The result is decreased 
labor costs and allowing human agents to 
focus on critical tasks.  

Higher operational efficiency 

Communications automation solutions 
that leverage GenAI technology can offer 
companies advanced analytics capabilities 
that allow them to predict future customer 
behaviors and needs. By anticipating customer 
needs, companies can make informed 
decisions about resource allocation, allowing 
them to optimize operational efficiency and 
improve the utilization of their systems and 
resources.

Scalability and flexibility

Communications automation with GenAI 
solutions enable contact centers to harness 
the power of AI agents to easily adjust and 
expand their operations in response to hours of 
low or high demand. This flexibility guarantees 
that organizations can sustain a superior level 
of CX regardless of demand fluctuations, 
while allowing them to keep headcount and 
operational costs low.

Accelerated ROI

Enhanced operational efficiency, lower staffing 
expenses, and higher customer satisfaction 
allow contact centers to achieve faster ROI. 
Communications automation solutions offer 
contact centers a unique opportunity to achieve 
sustainable growth quicker while delivering on 
their promise of CX in a competitive industry.

http://intelepeer.ai
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Key factors to consider 
before deploying 
communications 
automation and GenAI 
in the insurance 
contact center 
Rolling out communications automation in the 
insurance contact center requires a thorough 
analysis of critical internal and vendor elements 
that enable great CX, top performance, fast ROI, 
and higher revenue. Consider the following four 
factors before planning your communications 
automation with GenAI deployment.

1. Assess your communications  
automation solution
Ensure that your communications automation 
solution can layer over the top of your existing 
contact center solution. Layering the solution 
over your current infrastructure avoids ripping 
and replacing, keeps costs low, and results 
in fast implementation time. As an added 
benefit, layering the solution over the top 
connects disparate platforms, creating a truly 
interconnected, omnichannel approach.

2. Data management
GenAI in the contact center requires high-
quality data for training and operation, so 
assessing the quality, consistency, and 
completeness of your data is critical. To do this, 
perform validation checks to ensure that data 
is accurate, consistent, and relevant, while also 
standardizing formats and removing variations.

Adequate data storage is required to handle 
the increased data volumes generated by 
GenAI applications. Regularly verify data 
against reliable sources to ensure it is correct. 
For example, customer contact details 
should be regularly updated to avoid errors in 
communication.

3. Compliance
To avoid legal issues and make sure that 
communications automation with GenAI 

http://intelepeer.ai
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deployment follows a solid cybersecurity 
stance, review the data and security processes 
for your communications automation solution. 
Your vendor should provide a comprehensive 
list of the security and compliance protocols 
that they follow. 

An internal security and compliance review is 
also critical. Conduct a comprehensive audit of 
your current data security measures to identify 
any vulnerabilities or gaps in your data storage, 
transmission, and access protocols. Identify 
and classify data based on sensitivity levels, 
focusing on personally identifiable information 
(PII), financial data, and any other sensitive 
customer information. Complete the security 
and compliance process by implementing 
role-based access controls (RBAC) to restrict 
access to sensitive data based on user roles 
and responsibilities.

4. A new organizational approach
Adjusting the focus of your corporate 
framework and methodology is essential, 
as deploying communications automation 
with GenAI in the insurance contact center 
means transformation in terms of technology, 
processes, and people. It is important that the 
rollout is supported by organizational strategies 
that allow your insurance company to adapt. 
These include flexible project management 
and development for quick adjustments and 
fast iterations, new data governance policies, 
and a solid commitment to communications 
automation with GenAI initiatives on behalf of 
company leaders. The insurance industry has 
been marketing the same product for years, 
and now is faced with the task of a deep digital 
transformation to adapt offer and quality of 
service to more digitized consumers.

http://intelepeer.ai
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Communications 
automation with 
GenAI deployment — 
technical roadmap 
Implementing communications automation 
with GenAI in the insurance a contact center 
is comprised of a series of technical steps to 
ensure a smooth integration and successful 
deployment. Complete the following technical 
roadmap prior to deployment.

1. Needs assessment
When deploying communications automation 
with GenAI in the insurance contact center, 
identify specific areas where the technology 
can add value, such as self-service automation, 
intelligent call routing, omnichannel 
communications, sentiment analysis, and 
data analytics. Make sure that the deployment 
is based on your contact center pain points, 
so define clear objectives and KPIs for 
implementation, always aligning them with your 
overall business strategy. Evaluate the technical 
feasibility of implementing communications 
automation with GenAI in the identified areas, 
considering existing infrastructure and data 
availability.

2. Data preparation
It is essential to prep data for communications 
automation with GenAI deployment. Gather 
relevant historical and real-time data from 
various sources such as CRM systems, 
call logs, chat transcripts, and social media 
interactions. Make sure to clean the data to 
remove inaccuracies, inconsistencies, and 
duplicates, and label data for supervised 
learning if necessary, such as tagging customer 
sentiments or categorizing query types.

3. Infrastructure setup
Ensure you have the necessary hardware 
to support GenAI processing, which may 
include high-performance servers or cloud-
based solutions. Choose appropriate GenAI 
frameworks and tools and ensure they 
integrate with existing systems. Always look 
for providers whose solutions do not require 
ripping and replacing your infrastructure.

http://intelepeer.ai
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4. Model development and training
Work with your communications automation 
provider to train your communications 
automation with GenAI models using historical 
interaction data to learn the nuances and 
specifics of your customer base.  This step 
may involve ongoing refining to continuously 
improve model accuracy and performance.

A key essential element at this stage is to 
validate the GenAI models with a separate 
dataset to ensure they generalize well to new 
data. To guarantee success, perform rigorous 
testing to identify and fix any issues.

5. Integration and deployment
Fully integrate the communications automation 
with GenAI system with your contact center 
infrastructure, ensuring seamless interaction 
with CRM, contact center software, and 
other tools. Then, deploy the technology in a 
controlled environment to test its functionality 
and gather feedback to continuously monitor 
performance and adjust as needed. Implement 
regular maintenance schedules for updates 
and improvements.

6. Performance measurement
Monitor your KPIs regularly to measure the 
success of implementation. At minimum, 
the following KPIs should be continuously 
assessed:

• Customer satisfaction (CSAT)
• First call resolution (FCR)
• Average handling time (AHT)
• Net pomoter score (NPS)
• Cost per contact

Establishing a feedback loop to gather input 
from employees and customers is critical. 
Use this feedback to make continuous 
improvements.

7. Scalability and future planning
It is essential to develop a plan for scaling 
communications automation with GenAI 
solutions across various parts of the contact 
center or additional use cases depending 
on your pain points and customer needs. 
Communications automation with GenAI is 
a rapidly growing technology; it’s critical to 
stay updated on the latest advancements and 
continuously explore new opportunities to 
leverage communications automation with 
GenAI for further improvements.

http://intelepeer.ai
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Transform your 
insurance contact 
center with IntelePeer 
With IntelePeer’s cloud-based, communications 
automation with GenAI solution, you can 
automate your insurance contact center to 
improve and humanize interactions, while 
boosting customer satisfaction.

The IntelePeer platform is designed with 
insurance contact centers in mind, offering 
a tailored solution that streamlines your 
processes, increases revenue, saves costs,  
and delights your customers.
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