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“Insightful, informed, 
innovative—of interest 

and informative  
to colleagues at  

all levels.”
BILL JEATRAN, VICE CHAIRMAN, MARSH MCLENNAN AGENCY 

The biggest scare at your local haunted house attraction might be the ax-wielding 
maniac who bursts out of a darkened hallway. For the operator of that business, the biggest 
scare might be the customer who trips while fleeing that maniac or maybe chooses fight  
over flight. So, yes, haunted houses need insurance.

For the Leader’s Edge podcast, market analyst and podcast producer  
Zach Ewell spoke with people who love and work at scare attractions  
and people who insure them. Here is their story. 

The following has been edited for concision and clarity.

NIGHTMARE ON CLAIM STREET
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Like any business, a haunted house attraction  
can’t open its doors (and then close them  
suddenly behind you) without insurance.

BY ZACH EWELL
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Listen to the podcast.
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Meet Friendly John. If you need a homeowners or auto insurance policy in the United States, he’s your bot. Gainfully employed 
at Boca Raton, Florida-based e-brokerage Nsure, Friendly John will ask questions, compare more than 50 carriers’ policies, and 
suggest the best one for the client’s needs. He’s almost, but not quite, full service: a human agent must bind the policy. 

Are AI Agents  
Ready to Serve?

The latest iteration of artificial intelligence is emerging as a co-pilot,  
and possible competitor, to insurance professionals.

BY DAVID TOBENKIN

MORE AI THAN AI
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“When you go on to our website and 
you want to run a quote, the process 
that’s taking place in the background is 
through the Friendly John Rater; those 
AI agents are…essentially running all 
of your quotes,” says John Haisch, 
Nsure vice president of automation and 
AI. “They’re collecting based on your 
data, going to carriers, processing the 
quotes, and then bringing them back 
into the system. You’ll have all of your 
insurance quotes, bindable, real quotes 
in anywhere from 10 to 15 minutes from 
a dozen or more carriers.”

Friendly John is at least adjacent to 
being an AI agent: software systems 
that autonomously perform tasks by 
interacting with users, systems, and 
data, says Luis Blando, chief product 
and technology officer at low-code 
development platform OutSystems. AI 
agents apply large language models 
(LLMs), machine learning (ML), natural 

language processing, and automation 
to conduct various actions, ranging 
from answering questions to offering 
recommendations, Blando says. Through 
a process of testing and analysis, 
the systems can take on increasingly 
complex challenges and operate more 
autonomously, to benefit corporate 
efficiency, decision-making, and user 
satisfaction, he adds.

Many IT providers tout agentic AI as 
the next iteration of development and 
functionality for generative artificial 
intelligence. Sources for this article say 
2025 will likely prove decisive for AI 
agents in the insurance industry and 
beyond. This could be the year that 
these systems reach levels of reasoning, 
flexibility, comprehensiveness, and 
logic that will make them indispensable 
partners in addressing many basic 
insurance tasks. A key question will be 
to what degree and how fast AI agents 

can move up the value chain to the more 
complex functions that are required for 
commercial lines.

“Where we see the industry right 
now is in an experimentation phase 
with AI agents and absolutely coming 
to production and scale in 2025,” says 
John Duigenan, distinguished engineer, 
U.S. financial services industry, at IBM, 
one of the software giants designing LLM 
platforms required for agentic artificial 
intelligence. “It will scale massively this 
year and be a key theme.” 

Some go further and say AI agents  
in 2025 may begin to take on the actions 
and reasoning needed to carry out 
simpler job functions and product lines—
potentially making them competition for 
junior agents and brokers. 

“I think the best way to think 
about AI agents is like an intern,” says 
Rotem Iram, co-founder and CEO of 
San Francisco-based, AI-enabled cyber 

insurance carrier At-Bay. “You can bring 
them in, give them simple tasks, provide 
a little bit of supervision, and they can 
get a lot of the dirty work out of the way. 
But like any intern, they will get better 
in time, and in a year they can become a 
junior producer; in two years they can be 
a senior producer; and probably in four to 
five years they can run the whole thing.” 

The insurance industry is only 
beginning to consider how agentic AI 
might be applied, cautions Lindsey 
Klarkowski, policy vice president—
data science, artificial intelligence, 
and cybersecurity at the National 
Association of Mutual Insurance 
Companies. “In terms of use of AI 
agents in the insurance ecosystem, 
given that agentic AI potential and 
viability is only starting to be explored 
in the big tech spheres, there isn’t 
necessarily a trend to point to currently 
in the insurance industry context.” 
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