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AnHotanusi. Beedenue. B cratebe, MBI uccieqyeM Bo3MOXHocTH Agentic Al kak WHCTpyMeHTa
aBTOMaTH3allUH TPOJIAK CTPAXOBBIX MPOAYKTOB, B paboTe TaKkKe aHAIU3UPYETCS apXUTEKTypa areHTHOM
CHUCTEMBI BKJIIOYash MOJAYJIHM 00paboTku ecrecTBeHHOro s3bika (NLP), Momyns B3auMoneicTBusi C
KIIMEHTOM, IPHUHATH perieHui u uaterpanuto ¢ CRM — cucremamu. Memoodwsl ucciedosanus: B CTaTbe
NpoBeNEH aHajiu3 aIrOPUTMOB NPUHSITHSA PELICHUH, KOTOpPBIE COYETAIOT MEXAY COOOH METOABI
MAIIMHHOTO OOYYeHUs ¥ TMpaBuja, I[O3BOJSIIOIINEC HHTEIUICKTyaJbHBIM arceHTaM aBTOHOMHOE
WHUIMMPOBAHUE B3aNMOACHWCTBHA C KIMEHTaMHM, IPENOCTABISATE WHAWBHIYyaldbHBIE PEKOMEHAALNU
KJIIMEHTaM WM MOJACTPauBaThCA K MHOBENCHUIO. Pezyromamut u odcysyucoenun. ABromaTusaluvs NpOIax
CTPaxOBBIX IPOAYKTOB BaXKHA, B CBSI3M C POCTOM HU(POBU3AIMU, BBICOKOH KOHKYPEHTHOCTBIO H
noTpeOHOCThIO B MepcoHanu3anuu. Haydnass HoBu3Ha pabOThI BKIIIOUAET B ce0s1 KOMIUIEKCHBIN MOIXO,
00BEIUHSIONNI B cebe KOJIMYECTBEHHYIO OLIEHKY areHTHBIX CHCTEM B CTPaxoBOH cdepe, a Takxe
BHEIDEHHE M TPOEKTHpOBaHME. B  crarbe yKas3pIBaeTcsi CIOCOObI  BIUSHHUS  ABTOHOMHBIX
MHTEIUIEKTYaIbHBIX areHTOB HAa SKOHOMHYECKHE MOKa3aTeIl KOMIAHUH U YIy4IIaTh KIMEHTCKUH OIBIT.
B wuccrnenoBaHMM TakKe YUYMTHIBACTCSA BIMSHHE HAa JOJITOCPOYHYI0 TOYHOCTH IPOTHO3HPOBAHMS,
CBSI3aHHBIE C IIOBEJCHHEM KIHMEHTOB, OOBEMOM IaHHBIX, CPOKAM pealu3alMy MWIOTHOTO NPOEKTa.
3aknwuenue TlpakTrueckas 3HAYMMOCTh CTaTbU OCHOBBIBACTCS Ha pa3pabOTKE areHTHOW CHUCTEMBbI H
BKIIIOYaeT e BHEJpPEHHE B KPYIHOHM CTPaxoBOi KoMmaHuW. AHanu3 Tnokasai 3ddekTuBHOE ycKopeHue
00paboOTKM 3asBOK, CHIKEHHE 3aTpaT Ha NPHUBJICYEHHE M POCT YAEPKaHHUS KIMEHTOB, 3HAYUTEIBHOE
noBeimieane ROI u kouBepcun. MccnenoBanue paccMaTpuBaeT BHEAPEHUE MUIOTHOTO MPOEKTA TOJBKO
JUTSL OTHOTO BHJIA CTPaxOBOTO MPOAYKTA, NATbHEUIIINE UCCIEOBAHUS 110 3TOM TeMe, MOKHO PacIIuPUTh
Ha JIpyTrue MPOIYKTHI M CErMEHTHI PBIHKA.
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Abstract. Introduction. The article explores the potential of Agentic Al as a tool for automating the sales
of insurance products. The study also analyzes the architecture of the agent system, including natural
language processing (NLP) modules, client interaction modules, decision-making modules, and
integration with CRM systems. Materials and methods. The article examines decision-making
algorithms that combine machine learning methods with rule-based approaches, enabling intelligent
agents to autonomously initiate client interactions, provide personalized recommendations, and adapt to
client behavior.The automation of insurance product sales is particularly important due to the growing
digitalization of the industry, high competition, and the increasing demand for personalization.The
scientific novelty of the work lies in a comprehensive approach that combines quantitative evaluation of
agent systems in the insurance sector with implementation and design. The article outlines how
autonomous intelligent agents can influence a company's economic indicators and enhance the client
experience. Results and discussion. The study also considers the impact on long-term forecasting
accuracy, associated with client behavior, data volume, and the timelines of the pilot project
implementation. The practical significance of the article is based on the development of an agent system
and its implementation in a large insurance company. Conclusion. The analysis demonstrated effective
acceleration of application processing, reduction of acquisition costs, increased client retention, and
significant improvements in ROI and conversion rates. The study focuses on the implementation of a pilot
project for a single type of insurance product; further research could extend this approach to other
products and market segments.
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Introduction. In recent years, given the widespread development of digital technologies,
customer expectations in the insurance market have increased significantly. Insurance companies are now
improving the speed and quality of service. To automate information processing and improve customer
service, digital technologies are being integrated into workflows. This reduces costs and improves
organizational quality, ultimately leading to increased efficiency and competitiveness.

In the insurance industry, the workload on employees is increasing, slowing down key operations.
This is due to insufficient sales automation. Significant amounts of money and resources are spent on
attracting new clients, putting pressure on the business and hindering growth opportunities.

Artificial intelligence is a technology for creating a system capable of learning and operating in
changing conditions, in which decision making occurs similar to the human thought process [1].

Agentic Al is a type of artificial intelligence that does not require human control over it.

Agentic Al, an automated digital system, includes modules for natural language
processing, targeted planning, and decision making, which facilitate customer interactions and
automate sales processes.

According to research, artificial intelligence (Al) is transforming the insurance industry, including
customer interaction methods [2]. Agentic Al has the ability to fully adapt to the client, provide
recommendations, which increases efficiency and reduces operating costs.
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Models for assessing customer risk have been actively used for several years, with considerable
attention paid to preventing customer fraud [3].

The purpose of the study is to analyze effective models for using Agentic Al to increase sales
and improve customer focus in the insurance industry.

Research objectives:

1. Explore and analyze methods for using Agentic Al to automate sales in the
insurance industry;

2. Develop algorithms for an agent system for its implementation in corporate
processes;

3. Develop recommendations for the use of agent systems in insurance companies.

With increasing digitalization, the core competencies in demand are changing as more
functions require technological skills [4].

The fundamental principles of agent systems are their operational efficiency. Their ability
lies in following key rules: autonomy, goal-setting, and adaptability.

Autonomy allows the system to make decisions and perform tasks independently, without
human intervention.

Goal setting implies the system’s ability to set goals and plan any actions.

Adaptability refers to the ability of a technology to analyze new data and learn.

These principles, when applied by insurance companies, optimize sales processes, speed
up application processing, and improve the quality of customer interactions.

According to Bryzgalov D.V., Gryzenkova Yu.V., Tsyganov A.A., digitalization of
communications with policyholders/insured persons is implemented through Internet systems
technologies - the organization of personal accounts, chats on websites and in mobile
applications (90%), as well as through electronic document management (57%) [5].

Innovations do not arise by themselves. They must be managed, both at the macro level
and at the level of individual organizations [6].

What's the difference between classic Al systems and traditional chatbots from Agentic
AI? The difference is that classic Al systems operate according to preset algorithms and require
constant human intervention for adjustments and additions. Traditional chatbots are limited to
pre-defined conversational scenarios.

Agentic Al, in turn, is capable of independently solving problems, optimizing operations,
adapting to a specific environment, and interacting with clients.

The Agentic Al architecture consists of four key principles that enable the system's autonomous
operation:

. Natural Language Processing (NLP) — enabling interaction with users through
understanding text and generating specific responses;

. Decision Engine — analyzes data, makes decisions and selects the optimal strategy
for further actions ;

o Action planning (Planning) — forms and organizes actions, taking into account
priorities and constraints;

. CRM integration — ensures interaction and allows the use of information from

corporate systems.

Research materials and methods. To assess the effectiveness of Agentic Al
implementation in the insurance company's sales and customer interaction processes, we will use
data on internal sales processes, employee workload, sales statistics, and application processing
speed. Additionally, we will analyze data from the CRM system and customer interaction
reports.

The methodological basis of the study is based on:

J principles of systems analysis - allows for the study of corporate processes,
identifies the relationships between stages of work and provides an assessment of changes in
overall efficiency;
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o Comparative study of digital tools - to design a more effective agent system, one
needs to understand the strengths and weaknesses.
o Agentic Al behavior modeling — analyze the performance of agent systems in a

virtual environment and assess the impact on sales.

The methods specified were chosen to objectively evaluate the data, understand the
effectiveness of new tools, and safely implement the prototype system.

The indicators before the implementation of Agentic Al reflect: low level of automation,
high cost of customer acquisition, high workload for operators, low percentage of conversion to
sales (Table 1).

Objective: To determine and analyze the level of efficiency of an insurance company
before implementing Agentic Al

Table 1 — Results of determining the level of work efficiency before the implementation of Agentic

AL

Indicator Values
before
implementation

Average application processing time 40 minutes

Conversion to sales 8%

Cost of attracting one client 3000 rubles

Customer Retention Rate 55%

Load on operators 80

Source: compiled by the author based on an analysis of data collected prior to the implementation of
Agentic Al

To achieve these objectives, and given the insurance company's initial operational
efficiency, it was decided to launch a pilot project using an autonomous agent system comprising
four key modules.

To implement the Agentic Al pilot project and evaluate its effectiveness, a model of five
sequential processes is used (Fig. 1).
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Figure 1 — Descriptive graphical model of the Agentic AI autonomous system.
Source: compiled by the author based on the implemented pilot project of Agentic Al.

The presented autonomous model is capable of analyzing client behavior, solving
incoming problems, choosing a strategy, and conducting a full application processing cycle.

Research results and discussion. After the pilot system was launched, the results
changed significantly. Due to automation, the workload on operators was reduced, customer
retention increased, and the conversion rate to sales increased (Table 2).
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Objective: To explore the capabilities of the presented autonomous model of the Agentic

Al pilot project.
Table 2 - Results of determining the level of work efficiency after the implementation of Agentic Al

Indicator Values after implementation
Average application processing time 20 minutes
Conversion to sales 25%
Cost of attracting one client 1500 rubles
Customer Retention Rate 70
Load on operators 55

Source: compiled by the author based on an analysis of data collected after the implementation of Agentic
Al

Comparing the results of the first and second tables, we obtain the percentage of
implementation effectiveness (Table 3).
Table 3 — Comparative analysis of the dynamics of key indicators (before/after implementation).

Indicator Values before | Values after | Implementation
implementation implementation efficiency (%)
Average application | 40 minutes 20 minutes 50% reduction
processing time
Conversion to sales 8% 25% 212.5% growth
Cost of attracting one client | 3000 rubles 1500 rubles 50% reduction
Customer Retention Rate 55% 70 27.3% growth
Load on operators 80 55 31.25% decrease

Source: Compiled by the author based on the comparison before and after the implementation of the
Agentic Al pilot project.

In this study, we found that the overall effectiveness of Agentic Al implementation
increased the speed of claim processing in an insurance company by 74.2%.

Our data confirm the findings of Belova A.O. in the study “Economic efficiency of CRM
system implementation: analysis of advantages and indicators” [8].

CRM strategy involves the use of specialized, advanced tools and technologies for
interacting with customers, enabling companies to build mutually beneficial relationships by
prioritizing their needs. This results in increased competitiveness and increased profits [7].

In her research, she examines the importance and economic benefits of customer
relationship management systems. Belova A.O. notes that, with a competent approach, the
implementation of CRM systems has a positive impact on business performance [8].

B. Ivens, K. Kasper-Brauer, A. Leischnig, and S.K. Thornton examine various methods
of CRM system implementation in their study, but our data demonstrates one successful
configuration. It leads to a significant increase in KPIs. These discrepancies in the studies are
due to the different industries, business scales, and organizational levels [9].

The efficiency of the implemented agent-based Al's request processing is explained by its
clear algorithm. This allows for automatic classification and prioritization of customer requests.

The obtained results can be used by the insurance company to optimize its processes.

This study is limited in that the analysis only demonstrates the use of agent-based Al in
one insurance product category. Future studies could explore the use of agent-based Al across a
broader range of services.

Conclusion. The key impact of agent-based artificial intelligence on company
performance is: 1. improving customer experience; 2. increasing productivity; 3. increasing key
performance indicators (retention, conversion, ROI).

The potential for comprehensive use of agent systems in the insurance industry and their
value in business processes is confirmed by our research.
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The use of agent system automation increases the level of interaction with clients, which
can affect the company's reputation, and also has an impact on the company's financial
performance, including cost reduction and increased ROL.

The study demonstrated that the implementation of Agentic Al in the insurance
company's operations had a positive impact. Implementing an agent system helps strengthen the
company's competitive position and supports digitalization. There is potential for expanding the
research not only to other insurance industries but also to client segments and sales channels.
Using an agent system in insurance companies' operations enables decision-making and
improves the accuracy of client behavior.

Sales conversion rates and customer retention rates increased, while average application
processing time, customer acquisition costs, and operator workload decreased. A limitation of
the study is that Agentic Al is only applicable to one type of insurance product. Given
technological advances, we anticipate further automation and digitalization. Further research in
this area could include implementing new algorithms into the autonomous system and expanding
its functionality. The agent system could also be integrated with other digital tools.
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