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Submission Title CARA - Claims AI Reasoning Assistant 

Company Name Irish Life 

Impact: 
 
What is the scope of 
the problem being 
solved, whether for 
your employees, 
customers, industry, 
or society? 

CARA (Claims AI Reasoning Assistant) is a ground-breaking multimodal 
AI solution developed by Irish Life to transform the claims management 
process. It combines advanced AI technologies, including Document AI, 
generative AI (leveraging GPT models), and machine learning, to address 
critical inefficiencies in claims processing. CARA was designed to tackle  
several longstanding business challenges, including lengthy processing 
times, inconsistent accuracy in claims assessments, and the need for 
enhanced customer satisfaction during critical life events. 
 
The claims process is one of the most significant "moments of truth" for 
insurance customers, as it directly impacts their experience during times of 
vulnerability. Before CARA, claims assessments were highly manual, 
requiring assessors to process an average of 60 pages of documents in 
multiple formats. This manual approach led to delays, with time-to-first- 
touch averaging 10 days and overall assessment times exceeding 60 
minutes. The repetitive nature of these tasks also limited employee 
satisfaction and scalability, while creating room for human error. 
 
CARA addresses these challenges through its three core capabilities. 
Document AI automates the extraction of structured data from scanned 
claims forms, death certificates, and other legal documents, eliminating 
manual data entry errors and delays. Generative AI interprets complex 
medical terminology, classifies documents, and translates free-text  
narratives into structured outputs, enabling faster and more accurate 
decision-making. Machine learning models identify anomalies, flag 
potential fraud, and ensure an optimal balance between automation and 
human oversight. The solution also supports assessors by automating 
repetitive tasks, allowing them to focus on high-value activities such as 
complex medical assessments. This not only improves job satisfaction but 
also enhances the overall quality of claims decisions. CARA’s 
implementation represents a transformative leap forward in claims 
management, aligning with Irish Life’s mission to deliver exceptional 
customer experiences and operational excellence. 
 



CARA’s development process was equally innovative. It involved cross-
functional workshops, in-depth requirements discovery, technology 
evaluation, and a controlled prototype phase. These steps ensured that 
the solution was tailored to meet the specific needs of Irish Life’s claims 
operations while maintaining regulatory compliance and robust security. 
The solution’s API-first architecture, deployed on Azure, enables seamless  
integration with legacy systems, ensuring that CARA operates as a natural 
extension of existing workflows rather than a disruptive addition. 
 
By addressing these challenges, CARA has set a new benchmark in 
claims management. It has significantly reduced processing times, 
improved accuracy, and enhanced customer satisfaction. The solution 
empowers employees to focus on high-value tasks, such as complex 
medical assessments, while ensuring fairness and consistency in claims 
decisions. CARA’s success demonstrates Irish Life’s commitment to 
leveraging AI to deliver meaningful improvements in customer experience  
and operational efficiency. 
 
1) Increased Efficiency: 
CARA has significantly enhanced claims processing efficiency. It has cut 
processing effort by 70% for specific claim types, reducing assessment 
times from over 60 minutes to under 30. Time-to-first-touch has dropped 
from 10 days to just 1, enabling faster customer resolutions Over 90% of 
medical triage is now automated, allowing assessors to focus on complex 
claims. These gains have streamlined operations, enabling Irish Life to 
handle more claims without increasing headcount. Fewer “loops” between 
assessors, customers, and stakeholders have further accelerated the 
process. 
 
2) Cost Savings: 
The automation of repetitive tasks has resulted in impactful full-time 
equivalent (FTE) savings, reducing operational costs without 
compromising quality. By streamlining workflows and reducing manual 
intervention, CARA has also decreased the volume of customer inquiries, 
leading to fewer emails and calls and further cost efficiencies. These 
savings have contributed to improved profitability while maintaining high 
service standards. Additionally, the enhanced actuarial data generated by 
CARA improves risk analysis and policy pricing, delivering long-term 
financial benefits for the organisation. 
 
3) Improved Customer Satisfaction: 
CARA has directly enhanced customer experiences during critical life 
events. Over 2,000 customers benefited from faster claims resolutions in 
2024 alone. The solution has also contributed to higher employee 
satisfaction, with assessors refocusing on high-value tasks. These 
improvements have driven a net promoter score (NPS) increase, 
surpassing the +3 target set for the project. Customers now receive faster, 
more accurate decisions, reinforcing trust in Irish Life’s services. 
 
 

Creativity: 
 
How does this 
innovation stand 
apart from 
alternatives in the 
marketplace? 
 

 
CARA is a transformative innovation designed to enhance efficiency and 
customer outcomes in the insurance industry and beyond. Its modular 
architecture and multimodal AI capabilities enable seamless adaptation to 
diverse contexts, addressing complex workflows while remaining flexible 
for future advancements. By leveraging technologies such as Intelligent 
Document Recognition (IDR), large language models (LLMs), and Python-
based orchestration, CARA delivers significant operational efficiencies 
and improved customer experiences. 
 
Scalability Within Insurance: 
CARA has already revolutionised claims processing within Irish  
Life by automating key steps such as document validation, data extraction, 
and consistency checks. This allows assessors to focus on high-value 



decision-making, significantly reducing manual effort and processing 
times. It can handle various claim types, including pensions claims, 
serious illness cover, and income protection, ensuring diverse customer 
needs are met. Its ability to process large volumes of data efficiently 
positions it as a vital tool for scaling operations without compromising 
quality. 
 
By addressing inefficiencies in traditional claims processes, CARA has 
also improved customer satisfaction. Faster claim payouts and reduced 
errors mean customers receive the support they need when they need it 
most. This scalability within the insurance sector not only enhances 
operational performance but also strengthens customer trust and loyalty,  
which are critical for long-term success. 
 
Cross-Industry Applications: 
CARA’s scalability extends beyond insurance, offering potential in 
industries such as healthcare, finance, and public services. In healthcare, 
CARA could streamline patient claims, medical billing, and administrative 
processes. In finance, it could enhance loan applications, fraud detection, 
and regulatory compliance. Public services could benefit from CARA’s  
capabilities in areas requiring efficient document processing  
and decision-making. 
 
The multimodal approach underpinning CARA ensures seamless 
integration with existing systems and workflows in these industries. By 
combining technologies such as IDR, voice-to-text, and machine learning, 
CARA delivers tailored solutions that adapt to specific organisational 
needs. This flexibility enhances scalability and ensures relevance as 
industries evolve and adopt new technologies. 
 
Enabling Broader Adoption: 
CARA’s modular design allows organisations to adopt the system 
incrementally, minimising disruption and enabling immediate benefits. For 
instance, businesses can start with document validation and data 
extraction before expanding to decision support and next-best-action 
recommendations. This phased adoption strategy ensures a smoother 
transition and maximises return on investment. 
 
CARA’s cloud-based infrastructure supports deployment across multiple 
locations and accommodates growing user bases. This is particularly 
important for organisations operating in multiple regions or serving diverse 
customer segments. Its ability to handle high volumes of data and 
transactions without compromising performance makes it an ideal solution 
for businesses seeking efficient scaling. 
 
Collaboration and Ecosystem Building: 
CARA’s development highlights the importance of cross-functional 
collaboration in driving scalable innovation. Irish Life’s AI Product Team 
worked closely with business leads and subject matter experts to ensure 
CARA addresses real-world challenges. This collaborative approach 
facilitated its successful implementation and created a framework for 
scaling the solution across other areas of the business. 
 
CARA’s scalability is further enhanced by its alignment with Irish Life’s 
broader innovation strategy. By fostering a culture of experimentation and 
leveraging emerging technologies, the organisation has created an 
ecosystem that supports continuous improvement and expansion of AI-
driven solutions. This ensures CARA remains central to Irish Life’s efforts 
to deliver exceptional customer experiences and operational efficiencies. 
 
Future Potential: 
CARA’s scalability will continue to grow with advancements in AI and 
machine learning. Its ability to integrate real-time data, provide 
customisable solutions, and deliver intuitive user experiences positions it 



as a future-ready platform. Additionally, CARA’s robust architecture 
ensures it can adapt to regulatory changes and industry standards, 
making it a sustainable solution for years to come. 
 
Conclusion: 
CARA represents a paradigm shift in how organisations can approach 
complex workflows and customer interactions. Its scalability, rooted in 
modular design, multimodal capabilities, and cross-industry applicability, 
makes it a versatile solution to enhance efficiency and deliver superior 
outcomes. By enabling incremental adoption and adapting to evolving 
future needs, CARA addresses current challenges while paving the way 
for future innovation. 
 

Scalability: 
 
How can others, 
whether inside or 
outside the 
insurance industry, 
leverage this 
innovation to 
enhance its impact? 
 
 

CARA is a transformative innovation designed to enhance efficiency and 
customer outcomes in the insurance industry and beyond. Its modular 
architecture and multimodal AI capabilities enable seamless adaptation to 
diverse contexts, addressing complex workflows while remaining flexible 
for future advancements. By leveraging technologies such as Intelligent  
Document Recognition (IDR), large language models (LLMs), and  
Python-based orchestration, CARA delivers significant operational 
efficiencies and improved customer experiences. 
 
Scalability Within Insurance: 
CARA has already revolutionised claims processing within Irish Life by 
automating key steps such as document validation, data extraction, and 
consistency checks. This allows assessors to focus on high-value 
decision-making, significantly reducing manual effort and processing 
times. It can handle various claim types, including pensions claims, 
serious illness cover, and income protection, ensuring diverse customer 
needs are met. Its ability to process large volumes of data efficiently 
positions it as a vital tool for scaling operations without compromising  
quality. 
 
By addressing inefficiencies in traditional claims processes, CARA has 
also improved customer satisfaction. Faster claim payouts and reduced 
errors mean customers receive the support they need when they need it 
most. This scalability within the insurance sector not only enhances 
operational performance but also strengthens customer trust and loyalty,  
which are critical for long-term success. 
 
Cross-Industry Applications: 
CARA’s scalability extends beyond insurance, offering potential in 
industries such as healthcare, finance, and public services. In healthcare, 
CARA could streamline patient claims, medical billing, and administrative 
processes. In finance, it could enhance loan applications, fraud detection, 
and regulatory compliance. Public services could benefit from CARA’s  
capabilities in areas requiring efficient document processing and decision-
making. 
 
The multimodal approach underpinning CARA ensures seamless 
integration with existing systems and workflows in these industries. By 
combining technologies such as IDR, voice-to-text, and machine learning, 
CARA delivers tailored solutions that adapt to specific organisational 
needs. This flexibility enhances scalability and ensures relevance as 
industries evolve and adopt new technologies. 
 
Enabling Broader Adoption 
CARA’s modular design allows organisations to adopt the system 
incrementally, minimising disruption and enabling immediate benefits. For 
instance, businesses can start with document validation and data 
extraction before expanding to decision support and next-best-action 
recommendations. This phased adoption strategy ensures a smoother 
transition and maximises return on investment. 
 



CARA’s cloud-based infrastructure supports deployment across multiple 
locations and accommodates growing user bases. This is particularly 
important for organisations operating in multiple regions or serving diverse 
customer segments. Its ability to handle high volumes of data and 
transactions without compromising performance makes it an ideal solution 
for businesses seeking efficient scaling. 
 
Collaboration and Ecosystem Building: 
CARA’s development highlights the importance of cross-functional 
collaboration in driving scalable innovation. Irish Life’s AI Product Team 
worked closely with business leads and subject matter experts to ensure 
CARA addresses real world subject matter experts to ensure CARA 
addresses real-world challenges. This collaborative approach facilitated its 
successful implementation and created a framework for scaling the 
solution across other areas of the business. 
 
CARA’s scalability is further enhanced by its alignment with Irish Life’s 
broader innovation strategy. By fostering a culture of experimentation and 
leveraging emerging technologies, the organisation has created an 
ecosystem that supports continuous improvement and expansion of AI-
driven solutions. This ensures CARA remains central to Irish Life’s efforts 
to deliver exceptional customer experiences and operational efficiencies. 
 
Future Potential: 
CARA’s scalability will continue to grow with advancements in AI and 
machine learning. Its ability to integrate real-time data, provide 
customisable solutions, and deliver intuitive user experiences positions it 
as a future-ready platform. Additionally, CARA’s robust architecture 
ensures it can adapt to regulatory changes and industry standards, 
making it a sustainable solution for years to come. 
 
Conclusion: 
CARA represents a paradigm shift in how organisations approach complex 
workflows and customer interactions. Its scalability, rooted in modular 
design, multimodal capabilities, and cross-industry applicability, makes it a 
versatile solution for businesses seeking to enhance efficiency and deliver 
superior outcomes. By enabling incremental adoption and adapting to 
evolving needs, CARA addresses current challenges while paving the way 
for future innovation. 
 

Additional 
information: 

Link to supporting video: 
https://www.youtube.com/watch?v=ntJA2gLjnJI 
 
Examples below of some media coverage for CARA: 
 
1) 'Insurance Team of The Year' at the Financial Services (FS)  
Awards in Ireland, recognising our progress and ambition in  
utilising artificial intelligence (Gen AI) 
 
This category recognises ‘the outstanding collective efforts of  
an insurance team that has demonstrated exceptional  
collaboration, innovation, and impact for the benefit of  
customers 
 
https://www.linkedin.com/feed/update/urn:li:activity:72552342 
61673197568/ 
 
https://businessandfinance.com/news/winners-announced-at- 
fs-awards-2024-in-association-with-kpmg/ 
 
2) 1st place in the ‘Product and Service Innovation’ category at the  
Qorus Innovation in Insurance awards in Lisbon. 
 
Innovations that significantly enhance, extend or replace the  

https://www.youtube.com/watch?v=ntJA2gLjnJI


traditional offer, creating new profit pools and entering or  
creating new markets typically beyond the reach of insurance  
players. 
 
https://www.qorusglobal.com/content/28194-qorus- 
announce-winners-of-its-ninth-insurance-innovation-awards 
 
“Irish Life (Ireland) – received the Product & Service Innovation  
award for CARA (Claims AI Reasoning Assistant) that uses AI- 
driven document-recognition technology to validate and  
transcribe claims documents and then cloud-based large  
language models to evaluate applications. Its analysis of  
correspondence about a member’s illness as well as their  
treatment history, symptom records, and risk factors ensures  
claims are processed accurately and promptly. This intelligent  
medical claims system has significantly improved the  
company’s processing times, productivity, operating efficiency  
and customer experience. Irish Life is looking to extend the  
CARA system to handle other claims and underwriting  
processes. VidaCaixa (Spain) and MetLife (USA) were silver and  
bronze runners-up, respectively.” 
 
3) Best Application of AI in Consumer/Customer Service’ award at  
the 2024 AI Ireland Awards  
 
‘AI Awards is a prestigious, community-driven initiative that  
honours outstanding achievements in artificial intelligence and  
data science throughout Ireland’ 
 
https://www.rte.ie/news/business/2024/1126/1483095-ai- 
awards-announced/ 
 
"The Consumer Service Award was won by Irish Life for its CARA  
system which uses advanced AI for claims processing." 
https://businessplus.ie/media-plus/ai-awards-winners/ 
".....and Irish Life’s CARA, which revolutionises claims  
processing were among the big winners at this year’s AI processing, were 
among the big winners at this year’s AI Awards" 
 

 


