
Insurance (Insurance Companies, Claims Adjusters)   

 

Scenario:   

In the insurance sector, insurance companies and claims adjusters handle large volumes of 

documents and images related to insurance claims, such as images of incidents, insurance 

policies, and scanned forms. The automatic extraction of relevant information from these 

documents is key to streamlining claims processing, coverage verification, and claims 

handling. A multimodal chatbot combined with a semantic extractor based on OCR + 

Computer Vision + LLM can automatically analyze images and documents related to 

insurance, improving efficiency in claims processing and ensuring accuracy in damage 

assessment. 

 

How Integration Works in the Insurance Sector   

 

1. Multimodal Interaction with the Chatbot:   

   - Claims adjusters, insurance company operators, and agents can interact with the 

multimodal chatbot through:   

     - Text: Requesting information extraction from images of incidents, policy documents, or 

scanned forms.   

     - Images: Uploading images of incidents, forms, or policies for the system to 

automatically extract relevant information, such as incident details, policy coverage, and 

insured data.   

     - Audio: Making verbal inquiries about extracted content, such as key information about 

an incident or details of a policy coverage.   

2. Information Extraction from Incident Images, Policies, and Forms:   

   - OCR: The chatbot uses OCR to extract text from images, such as photos of incidents, 

policy documents, and scanned forms. This includes capturing key information such as 

names, dates, policy numbers, coverage amounts, and incident details.   

   - Computer Vision: Analyzes incident images to identify visible damages, such as dents on 

vehicles or damaged structures. It can also interpret images of forms and documents, 

organizing the information in a structured manner.   

   - LLM (Large Language Model): Once the text is extracted and the visual content is 

analyzed, the LLM organizes and contextualizes the information. For example, it identifies 

whether an incident is covered according to policy terms and extracts relevant details for 

claim assessment.   

3. Automation of the Claims Processing and Policy Assessment Process:   

   - Extraction of Insurance Policy Information: The system can automatically extract key 

information from policies, such as coverage amounts, deductibles, exclusions, and policy 

validity, facilitating the verification of whether an incident is covered.   

   - Incident Image Analysis: Images of damaged vehicles or affected properties can be 

visually analyzed, allowing for a preliminary assessment of damages. This helps adjusters to 

have an automated initial report on the scope of the incident.   

   - Processing of Scanned Forms: Scanned claim forms can be automatically digitized and 

structured, extracting information such as the insured's name, type of incident, and claim 

details, facilitating processing by insurance teams.   

4. Real-Time Response and Claims Process Optimization:   

   - Text: The chatbot can provide details about claims or policies, answering questions such 

as "What coverage does this policy have?" or "What details are in the incident report?"   



   - Images: For incident images, the system visually highlights key damages and provides a 

preliminary assessment of the type and extent of the damage.   

   - Audio: Adjusters can make verbal inquiries about the status of the incident, such as "Is 

this damage covered by the policy?" or "What is the deductible for this type of incident?" 

receiving real-time responses.   

 

Advantages of Integration in the Insurance Sector   

 

1. Automation of Claims and Policy Processing:   

   - Insurers can automate the extraction of key data from policies and scanned forms, 

speeding up claims processing and minimizing the time required to verify coverage for an 

incident.   

2. Quick Visual Damage Assessment of Incidents:   

   - The system allows for a quick visual assessment of incident images, providing adjusters 

with a preliminary analysis of damages that can serve as a basis for claims processing. This 

reduces the need for immediate physical inspections.   

3. Increased Accuracy in Claims Management:   

   - By using OCR + Computer Vision, the system ensures accurate extraction of information 

from documents and forms, minimizing human errors in data entry and ensuring that key 

details of the incident are correct.   

4. Improved Operational Efficiency for Claims Adjusters:   

   - Claims adjusters can quickly obtain relevant details about a claim, verifying policies and 

analyzing incident images without lengthy manual processes, enhancing efficiency and 

reducing case resolution times.   

5. Reduction of Human Errors in Claims Assessment:   

   - By automating the extraction of key information, human errors that may arise from 

manually entering policy or incident form details are reduced. This ensures more accurate 

and reliable claims processing.   

6. Scalability for Large Volumes of Documents and Claims:   

   - This system is highly scalable and allows insurers to process large volumes of 

documents and claims simultaneously, making it ideal for managing mass incidents in 

situations like natural disasters or large-scale accidents.   

7. Integration with Insurance Management Systems:   

   - The extracted data can be directly integrated into claims or policy management systems, 

facilitating case administration and ensuring real-time updates of records, improving 

traceability and control of incidents.   

 

Example of Workflow in a Multimodal Chatbot for the Insurance Sector   

 

- Case 1: An adjuster uploads an image of a vehicle incident.   

  - Chatbot: "What details would you like to extract from the incident?"   

  - Adjuster: "Evaluate the visible damages on the vehicle."   

  - Chatbot Response: "Damage to the front, possible bumper replacement, and hood repair. 

Initial estimate: 2,500 euros in repairs."   

 

- Case 2: An agent uploads an image of an insurance policy.   

  - Chatbot: "What information would you like to extract from the policy?"   

  - Agent: "Extract coverage details and deductible."   



  - Chatbot Response: "Third-party damage coverage: 100,000 euros. Deductible: 500 euros. 

Valid until: December 31, 2024."   

 

- Case 3: A client makes a verbal inquiry about their insurance claim.   

  - Chatbot: "What would you like to know about your claim?"   

  - Client: "Is the damage to my vehicle covered?"   

  - Chatbot Response: "Yes, the damage to your vehicle is covered by the policy. The claim 

has been opened and is currently being evaluated."   

 

This integration of a multimodal chatbot with a semantic extractor based on OCR + 

Computer Vision + LLM in the insurance sector allows for the automation of claims 

processing, evaluation of incident images, and policy verification, improving accuracy and 

efficiency in insurance handling and speeding up response times in incident management. 


