EXECUTIVE BRIEFING E&O GOVERNANCE

Six Human Risk Controls in an -
Al-Assisted Insurance |
Environment ‘

@ RUSURA 1

111

A governance framework for agency owners and compliance leaders navigating the
intersection of automation and professional liability.



() CONTROL 01

Emotional Requlation as
Exposure Control

Escalated clients compress decision space. Compressed decision space increases error
probability. When an agent responds reactively rather than deliberately, the risk of
procedural failure rises sharply — and so does E&QO exposure.

Incomplete Misstated Documentation
Clarification Coverage Gaps

Rushed responses Emotional pressure Under stress, agents
bypass critical leads to imprecise skip notes, miss
questions about language when confirmations, and
coverage needs and explaining policy terms leave defensibility holes
client expectations. and limitations. in the file.

[JJ Al does not stabilize emotional pressure. It processes prompts — it does not
manage tension. Human regulation is the only mechanism that protects
defensibility when client interactions escalate.



() CONTROL 02

Ethical Discipline Under Ambiguity

Coverage interpretation frequently involves gray areas — endorsement interactions, underwriting nuance, and exclusion hierarchies that resist clean

automation. These are the decisions where EQO claims are born.

What Automation Can Do

e Summarize policy language from carrier documents
e Surface relevant exclusion clauses for review

* Generate comparison tables across policy forms

What Automation Cannot Do

e Resolve conflicting endorsement interactions
e Navigate carrier-specific underwriting intent

e Determine which exclusion takes precedence in a layered program

The Governance Principle

Unstructured reasoning increases exposure variability. When
agents rely on instinct rather than disciplined ethical
pathways, the range of possible outcomes widens — and
preventable risk compounds.

Disciplined ethical frameworks narrow that range and create
defensible decision records.




() CONTROL 03

Communication Precision Prevents EQO Escalation

E&O claims frequently originate not in coverage failure, but in misunderstood communication. The gap between what an agent intended and what a
client understood is the most common point of claim origination. Al-generated drafts sent without rigorous human review introduce compounding

risk.
Overstated Coverage Omitted Limitations Client Misinterpretation
Al drafts may imply broader protection Automated summaries frequently gloss Without human calibration of tone and
than the policy actually provides, creating over sub-limits, conditions, and exclusions specificity, clients may misread automated
client expectations the carrier will not that materially affect the insured's communications as binding
honor. position. representations.

Structured communication discipline — reviewing every outbound draft for accuracy, tone, and completeness — protects documentation clarity and
strengthens claim defensibility at every touchpoint.



(U CONTROL 04

Boundary Intelligence Protects Verification Standards

Fatigue reduces review depth. Sustained urgency weakens verification rigor. These are not abstract productivity concerns — they are direct
contributors to E&O exposure. When an agent's attention discipline erodes, the quality of every downstream decision degrades with it.

Exposure Increases

Verification Weakens Each unchecked file becomes a potential

Endorsements are missed, exclusions are E&O claim — a gap that automation
Extended workflow pressure and sustained overlooked, and client clarifications are
urgency steadily degrade cognitive rushed or skipped entirely.

capacity throughout the day.

Fatigue Accumulates

accelerated, not prevented.

[ Automation increases processing speed. It does not restore attention discipline. Boundary intelligence — knowing when to slow down, step
back, and re-verify — is an exclusively human control that no Al workflow can replace.



(U CONTROL 05

Accuracy Under Cognitive Load
Reduces E&O Exposure

Multitasking degrades precision. This is not opinion — it is well-documented cognitive
science applied to professional liability. High workflow velocity in an Al-assisted
environment increases the probability of critical errors at the exact moments where
accuracy matters most.

Omitted Incomplete Urgency-Driven
Confirmations Documentation Assumptions
Steps are skipped when Files lack the detail Under pressure, agents
speed outpaces required to reconstruct default to assumed
protocol. Coverage decisions when a claim answers rather than
assumptions go is challenged. confirmed facts.
unverified.

Structured verification protocols deliberately slow critical decisions. This friction is not
inefficiency — it is the mechanism that protects E&O defensibility when cognitive load is
highest.
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Human Discernment Governs Liability

Al can draft, summarize, and suggest. It is a powerful operational tool. But it operates without legal standing, professional judgment, or accountability. The
final line of defense in every coverage decision is human.

Cannot Assume Legal Responsibility Cannot Interpret Carrier-Specific Nuance

No Al system bears liability for a coverage determination. The agent Underwriting appetite, proprietary endorsement forms, and relationship
and agency remain the accountable parties in every E&O proceeding. context exist outside any model's training data.

Cannot Replace Endorsement Verification Cannot Shield an Agency from E&O Claims

Policy checking requires cross-referencing live carrier documentation When documentation fails or communication is imprecise, no

— a task that demands professional diligence, not pattern matching. technology vendor absorbs the professional liability consequences.

Technology amplifies existing standards. If behavioral discipline is weak, exposure accelerates. Final accountability for coverage interpretation,
documentation accuracy, and client confirmation remains — and will always remain — human.



