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1. Literature Review:

Models of Technology
Acceptance




Technology Acceptance Model (TAM)
Davis (1989)
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Moderators

Technology Acceptance Model 3 _
Venkatesh and Bala (2008) Experience
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Unified Theory of Acceptance and Use of Technology (UTAUT) 2
Venkatesh et al. (2012)
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mportant Factors

» “the degree to which a » “the degree to which a » “the extent to which
person believes that using person believes that using consumers perceive that
a particular system would a particular system would important others (e.g.,
enhance his or her job be free of effort” family and friends) believe
performance” they should use a

particular technology.”

* “the degree to which an * “The degree to which an “The extent to which the activity
individual believes that an individual believes that he or of using a specific system is
organizational and technical she has the ability to perform perceived to be enjoyable in
infrastructure exists to support a specific task/job using its own right, aside from any
use of the system” computer” performance consequences

resulting from system use”
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mportant Factors

tec‘l’1vr:I¢I>|L¢I>SIng|j1;TIsme Will using this Do the people | care
accomg)(ish ,':, technology be about think | should
¢ d difficult? use this technology?

tasks?

Facilitating Conditions Computer Self-Efficacy ‘

Are there structural,
systemic resources in
place to support use
of this technology?

Will using this
technology be an
enjoyable way of

spending my time?

Do | have the
necessary abilities to
use this technology?
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2. Application to Al




Theory of Trust and Acceptance of Artificial Intelligence Technology (TrAAIT)
Stevens and Stetson (2023)
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Explainable Al (XAl)
Wiratsin and Ragkhitwetsagul (2025)

SO a subfield of Al concerned with creating Al models that provide
explanations for their outputs

To increase trust, XAl explanations must be...

Clear and simple Relevant to user context

Consistent and stable Actionable

Transparent Engaging
Empirically tested for quality Aligned with user expectations

Adaptable for different contexts Tailored to user experience level
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Trust in Al
The Balancing Act

Too little trust

Users may---
Resist using Al
Be fearful of Al
Assume all Al systems are
untrustworthy

d

Too much trust

Users may---
. Accept explanations as
absolute
. Subordinate their ]udgement to

Al
. Assume all Al systems are

trustworthy
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Trust Paradox
Kreps et al. (2023)

Sometimes those who distrust Al in general are still willing to trust it in particular use cases

“Everyone Al is “Al will

else is using “Itt,)suft;::k’ Mgl improve in
it; | don’t for this job — the future,

want to miss STl it's too so I'll give it

: worth it expensive a chance”

to use
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3. Application to Insurance




Al in Insurance
Current Landscape

For Insurance Professionals For Insurance Consumers

Summarizing data Advising on needs

Summarizing policy

Suggesting decisions documents

Generating claims

Detecting fraud communications
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Al for Insurance Professionals
Considerations from Models of Technology Acceptance

Perceived Perceived Ease of :
ial Influen
Usefulness Use Social Influence

Systems specifically Tools should be easy Al strategy promoted
for insurance tasks to learn, quick, by organization leaders
accurate. flexible and peer “super-users”
Facilitating Computer Self- Perceived
Conditions Efficacy Enjoyment
Clear, up-to-date Industry trainings to Well-designed user

policies and empower experts interfaces
integrated workflows
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Al for Insurance Consumers
Considerations from Models of Technology Acceptance

Perceived Usefulness Perceived Ease of Use Social Influence

Tools that simplify and Non-technical language, Recommendations from

speed up the insurance clear explanations, and friends and family likely

process empathic tone to be most influential
Facilitating Computer Self- : :

Al tools easy to locate, Robo-advisors can Personalized, possibly

with human support educate and empower gamified, tools to

available consumers promote engagement
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Al in Insurance
Other Considerations

Too Much Trust?

« Transparency very « Dangers for insurance e Trust in Al may depend
important in insurance experts on trust in insurance
» Loss of expertise
« XAl tools for consumers * Incorrect decisions « But insurance industry
- explanations without e Loss of consumer has its own trust
complication confidence problems.

« Dangers for insurance
consumers

* No understanding of
policy terms

* Unmet needs
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4. Future Directions and

Discussion




Future Directions for SCOR Research

Internal surveys of attitudes to Al
tools

N D N D N D N D N D N D N D
Replication/update of robo-advice >
survey

prd S L S L S L S L S L S L v

N D N D N D N D N D N D N D

Further exploration of Al's role in >
Insurance context

L S L S L S L S L S L S L v
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Future Directions for SCOR Research
Possible Research Questions

« What factors from the models of technology acceptance are most important for
Al acceptance in an insurance context?

* Are there any additional factors that need to be incorporated?

 How do we integrate XAl into tools for insurance professionals and consumers?

@

 How do we avoid the dangers of too much trust in Al in the insurance context?
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