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Background of the research

Scope of this report

Geography: North America

Industry: healthcare payer

Services: generative AI 

Provider profiles: 13 leading healthcare 

payer providers

Generative AI has rapidly emerged as a transformative 

force, reshaping the healthcare payer industry and 

establishing itself as a critical driver for innovation. With 

the ability to optimize key functions such as claims 

processing, member engagement, and care management, 

Generative AI has shown the potential to enhance 

operational efficiency, streamline workflows, and 

significantly improve outcomes for both payers and 

members. 

However, adopting generative AI comes with its own 

challenges, such as concerns about data privacy, model 

accuracy, training resource demands, and ethical 

implications. To address these issues, providers are 

leveraging advanced technologies such as encryption, 

anonymization, and federated learning for secure data 

handling. Continuous validation processes and feedback 

loops are improving AI reliability, while modular 

architectures and scalable cloud infrastructures provide 

the flexibility required for smooth integration and 

deployment.

As generative AI evolves into a valuable driver for industry 

innovation, providers are slowly moving beyond 

experimental pilot projects to full-scale implementations.

In this report, We focus on:

 The value promise of generative AI across different 

segments of the healthcare payer value chain 

 Generative AI market adoption in healthcare payer

 Provider profiles
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Value promise generative AI across the healthcare payer value chain Generative AI healthcare payer market adoption assessment

Remarks on generative AI adoption maturity and top use cases Remarks on provider overview and capabilities

Challengers Fast-followers Front-runners

Providers striving to close the gap 

with the Fast-followers

Providers that exceed market maturity 

(XX percentile) but trail just behind the 

Front-runners

Providers ahead of the Fast-followers and 

rank in the top XX percentile of the profiled 

firms

Provider 1 Provider 2 Provider 3Provider 1

This study offers three distinct chapters providing a deep dive into key aspects of generative AI in 

the market; below are four charts to illustrate the depth of the report

Product development Generative AI value promise

One-size-fits-all insurance plans

Ineffective risk assessment 

and detection Bottlenecks in channel management
Traditional product development processes often struggle with inflexible, one-size-fits-

all insurance plans, outdated risk models, and fragmented communication, leading to 

slow, inefficient launches. Generative AI can enhance this process by enabling the 

creation of more personalized plans based on advanced data analytics, improving 

risk assessment through predictive models, and automating communication across 

teams. This can lead to more accurate premium pricing, faster product development, 

and offerings that better meet the needs of individual members.

Traditional insurance plans 

often lack customization and 

are not adequate to meet the specific 

needs of individual members, leading 

to lower satisfaction and loyalty.

Payers still rely on outdated 

or overly generalized risk models 

that are unable to detect health 

risks early enough to adjust 

premiums or plan designs.

Lack of integration across communication 

channels between payers, agents, brokers, 

and members leads to delays in product 

development. With processes still 

manual/siloed across systems, there is 

limited coordination. 

Member engagement

Fragmented member data Challenges in risk stratification

Suboptimal communication and 

engagement tools
Current technology limits effective member engagement due to fragmented data 

across health systems, which obstructs a complete view of the member journey. 

Inaccurate risk stratification models to assess risk early (at the enrollment or 

engagement stage) and outdated service tools lead to poorly targeted interventions 

and low member satisfaction. Generative AI can unify data for a 360-degree member 

view, improve risk stratification through advanced analytics for more precise care, and 

enhance communication across multiple touchpoints, enabling timely, context-aware 

interactions that improve member satisfaction and promote better health behaviors.

Inconsistent and fragmented member 

data across different systems such as 

EHRs, CRM platforms, and PBMs 

hinders a comprehensive view of the 

member journey.

A core aspect of member 

engagement is providing timely and 

appropriate interventions based on 

the member's risk. However, 

traditional risk stratification methods 

often fail to look at the full spectrum 

of unstructured data. 

Many payers still rely on outdated 

communication channels, such as traditional 

call centers or basic IVR systems, which 

can lead to poor engagement and 

frustrating member experiences.

Exploration and 

Foundation Building

Strategic Integration and 

Industry Leadership

XX Percentile

Consolidated generative AI adoption maturity of select providers

Key healthcare payer operations use cases in generative AI

Use case Description

Value chain 

functions Stage

Technology used 

(model, algorithms, etc.)

In-house/M&A/ 

Partnership/Other

Use case 1 A suite of virtual health technologies enabling patient-provider, provider-provider, and member-insurer interactions, including virtual visits, 

remote monitoring, specialty consults, rounding, medication management, patient education, discharge planning, customer relations, and 

patient experience—enhanced by gen AI and ML for multilingual support.

Function 1 Production Not disclosed Not disclosed

Use case 2 AI tool to expedite the processing of health insurance and prior auth claims Function 2 Production XYZ Not disclosed

Use case 3 A collaborative platform for omnichannel customer engagement integrates with high levels of automation for innovative customer and agent 

experiences. The XYZ solution uses the latest digital technologies to empower customers with flexible connection options. This solution is 

being enhanced with an assistant powered by gen Al for mining knowledge bases to generate answers to customer inquiries

Function 3 Pilot Not disclosed Not disclosed

Use case 4 Platform offering ready-to-use frameworks that speed up solution development, enhance efficiency, optimize costs, and 

enable quick deployment of AI tools for tasks such as patient data analysis and personalized care

Function 4 Production Not disclosed Not disclosed

Use case 5 Delivers highly personalized learning experiences, from specialized AI and data science, cloud and cyber security training 

for IT professionals to gen AI training for board and C-suite members and business leaders

Function 5 Production XYZ Not disclosed

[ N O T  E X H A U S T I V E ]

Everest Group view: Provider 1, on the backbone of its robust XYZ, 

extensive XYZ, and XYZ, has made strong advances in the gen AI space. It has 

identified and implemented production-ready use cases across several value 

chain segments such as XYZ, XYZ, and XYZ.

Consolidated generative AI adoption maturity of select providers

Exploration and 

Foundation Building
Strategic Integration 

and Industry Leadership
Front-runners

Provider 1

Segment with higher gen AI adoption: XYZ XYZ

Company overview

Provider 1 is a global professional services company that supports the world’s leading 

businesses in building their digital foundations, transforming operations, and driving revenue 

growth. It provides services in strategy, consulting, technology, operations, and interactive, 

integrating digital capabilities across these areas. With deep industry expertise and specialized 

skills, Provider 1 serves clients in over XYZ countries, focusing on innovation and collaboration 

to deliver practical value.

Headquarters: City, Country Website: 

Healthcare payer generative AI vision and strategy

Provider 1 vision and strategy for generative AI in the healthcare payer space focus on 

transforming operational efficiencies, enhancing patient engagement, and leveraging data-driven 

insights to improve outcomes. The company aims to integrate advanced AI technologies, 

particularly through partnerships to develop tailored solutions that streamline processes such as 

claims processing and patient interactions.

By employing tools such as XYZ, Provider 1 seeks to create a digital foundation that supports 

omnichannel experiences, ultimately driving innovation and differentiation in the healthcare 

payer landscape. This strategic approach is designed not only to enhance operational 

performance but also to foster a more responsive and patient-centric healthcare system.

Key leaders

 Leader 1

 Leader 2

 Leader 3

 Leader 4

Services offered in generative AI in healthcare payer

 Service 1

 Service 2

 Service 3

 Service 4

 Service 5

 Service 6

Key partnerships for generative AI in healthcare payer

 Partner 1

 Partner 2

 Partner 3

 Partner 4

 Partner 5

 Partner 6

 Partner 7

 Partner 8

 Partner 9

 Partner 10

 Partner 11

 Partner 12

 Partner 13

Provider 2 Provider 3

Provider 4 Provider 5

Provider 1 Provider 2 Provider 3

Provider 4 Provider 5
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