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Lloyds Banking Group's recently announced Accelerate 2030 strategy has generated
considerable interest across the financial services sector and signals how one of the UK's
largest financial institutions intends to use Al at scale to reshape its business and drive
performance directly linked to financial and operational targets.

The announcement from Lloyds followed the publication of strong half-year results that
showed statutory profit after tax was £3.1 billion, up 23% on the same period last year.
Accelerate 2030, due to take effect in January 2027 following the conclusion of the current
transformation programme, represents a four-year strategy that has been framed as a plan
to ‘reimagine customer journeys, increase Group connectivity, and deliver a productivity
step-change’. Central to this plan is Al, which is positioned as the enabling technology
behind each of Accelerate 2030’s strategic pillars.

Lloyds intends to invest more than £13 billion in digital systems, Al capability, and business
transformation over the four years, with a target of achieving a further £2 billion in gross
cost savings by 2030 on top of savings already delivered under its outgoing strategy. The
Group is aiming to bring its cost-to-income ratio below 45% by the end of the decade,
alongside a return on tangible equity of around 20% and capital generation above 225 basis
points. Generative Al delivered around £50 million of value in 2025, and Lloyds expects this
to double to £100 million in 2026, with the new strategy designed to accelerate this.



Lloyds has also launched an internal platform developed with Google Cloud called Envoy
that allows teams across the Group to build and deploy Al agents within a governed
framework, highlighting the scale of ambition that moves beyond isolated pilots towards
enterprise-wide deployment.

The Strategy in Context

Within the Lloyds Banking Group's Insurance, Pensions and Investments division, which
includes Scottish Widows, underlying profits for the first half of 2026 were reported at £245
million, a 70% increase on the previous year. In addition, assets under administration rose by
20% to £303 billion, and protection market share grew from 7.5% to 10.4%. Although this
growth cannot be attributed solely to Al, it clearly indicates that technology is seen as the
mechanism needed to deliver long-term sustainable value creation.

In 2025, Scottish Widows partnered with insurance automation specialist Sprout.ai to trial Al
and natural language processing tools designed to speed up life and critical illness claims and
underwriting, including summarising extensive medical files to streamline decision-making.
Under Accelerate 2030, the plan is to extend Al-powered advice across wealth and
workplace pensions, leverage customer behaviour data to deliver personalised products, and
roll out InvestAl, an Al-enabled advice service which has been piloted in the Scottish Widows

app.

Signs that Al investment is transitioning from pilot to production can be seen across the UK
insurance market over the past year, setting Accelerate 2030 alongside some significant
programmes already in place at major carriers and the London market.

Aviva’s half-year 2026 results highlighted that Al is already embedded in a number of
operational areas, and Chief Executive Amanda Blanc has said the business has enjoyed
"significant claims indemnity benefits and pricing sophistication" delivered through Al
models. The insurer's Al summarisation tool, capable of condensing complex GP reports into
actionable summaries for underwriters and reducing review times by 50%, was initially
launched for individual life insurance at the end of 2025 and has since been extended to
critical illness cover, a first for the market.

Aviva has also built a voice-enabled Al claims agent, is trialling agentic Al for wealth quality
assurance, and became the first major UK insurer to offer a home insurance quoting tool
through OpenAl's ChatGPT platform in March 2026. After acquiring Direct Line in July 2025,
Aviva has reported its best motor claims performance in four years, with claims call routing
automation exceeding 50% and Al claims handlers covering more than 150,000 calls.

Elsewhere, AXA’s renewal of its five-year strategic partnership with Shift Technology in
March 2026 extends its Al-driven decision-making across claims, fraud detection, and
underwriting in 15 countries. AXA has over 60 agentic Al use cases currently in testing or
partial deployment focused on improving efficiencies and customer services in contact
centres, underwriting, and claims management. Separately, the insurer has partnered with



the Universities of Edinburgh, Warwick, and Oxford on a £2 million initiative backed by UK
Research and Innovation (UKRI) to develop audit tools assessing Al systems for accuracy,
bias, and privacy, an acknowledgement that governance and assurance are central elements
of its Al strategy.

Meanwhile, Admiral’s Al focus has been on efficiency and workforce transition and now
reports that more than 80% of code in its UK operations is now Al-assisted, and voice-to-
voice Al is live in parts of its business. Investment also continues in machine learning for core
functions such as pricing and claims handling. Admiral was the first signatory to the Financial
Services Skills Commission Compact launched by HM Treasury and Financial Services Skills
Commission (FSSC) in July, a commitment to upskilling and reskilling staff as Al changes
working practices that legal professionals will note when advising on employment and
consultation matters across the sector.

Direct Line has continued to invest in digital innovation under Aviva's ownership, launching
platforms that span quotation, policy administration, and claims handling, with data-driven
underwriting used to manage motor claims costs in an environment of persistent inflation.
Insurers are increasingly reliant on Al to optimise claims management, with automation
rates across UK motor insurance now regularly reaching between 60%-80%, demonstrating
how automation has become integral to handling high-volume personal lines claims.

A survey conducted by the Lloyd's Market Association (LMA) found that around 40% of
London market firms were actively using Al, with a smaller proportion experimenting
specifically with agentic or generative Al in underwriting, but data quality, systems
integration, and unclear return on investment were given as the principal barriers to broader
adoption. The Lloyd's Lab global insurance innovation hub reports that over half of its
current insurtech cohort is Al-focused, and the market is increasingly active in underwriting
Al-related risk itself.

Implications for Insurers and Law Firms

In the short term, the scale of Lloyds Banking Group means that its decisions on where and
how it chooses to adopt Al in claims handling, underwriting support, and customer-facing
advice will quickly become a reference point for the rest of the market. Insurers and brokers
who have been taking a measured approach to Al adoption may find themselves under
renewed pressure from boards and shareholders to quicken their pace of investment,
particularly in claims automation and labour-intensive underwriting processes where calls
for greater efficiency grow louder.

Lawyers advising insurers are faced with questions around due diligence where Al tools are
used to triage or accelerate claims decisions and will want evidence of how they are
validated, what human oversight there is of automated outputs, and how firms document
the rationale behind Al-assisted decisions in case they are ever challenged. The FCA has
been clear in saying it has no current plans to introduce Al-specific rules and expects firms to
manage Al risk within existing frameworks such as the Consumer Duty and the Senior



Managers and Certification Regime. Accountability for Al-driven outcomes therefore rests
with existing senior management and delegating a decision to Al does not dilute regulatory
or legal responsibility.

Looking further ahead, for FOIL members and others advising the sector, an increase in Al-
assisted underwriting and claims decisions is likely to lead to disputes that centre on the
level of human oversight and the transparency of automated reasoning. This shift away from
focusing solely on the underlying insurance principles has implications for how policy
wordings, claims files, and expert evidence are prepared. Bias and fairness in Al-driven
pricing and claims outcomes also retain regulatory scrutiny, and firms will need to keep audit
trails to demonstrate compliant outcomes under the Consumer Duty. In addition, the Critical
Third Parties (CTP) regime is expanded to capture major Al and cloud providers, so insurers
relying on external Al platforms may face new operational resilience obligations and effects
on contractual risk allocation.

The legal profession is facing its own challenges regarding the use of Al, prompting the
Solicitors Regulation Authority (SRA) to publish a warning notice on the misuse of Al
recently. The notice follows 42 separate reports of potential misuse received over the past
year and a number of ongoing investigations.

Concerns centre on two issues: Al-generated hallucinations and ng breaches of client
confidentiality. The SRA has been explicit in stating that Al use does not diminish or transfer
a solicitor's professional responsibilities, and that supervisors remain accountable for Al-
assisted work carried out by those they oversee. For insurers and their panel firms, the
notice is a clear sign that governance and human oversight of Al outputs will be judged
against existing professional standards, which carries implications for professional indemnity
exposure across the legal and insurance sectors.

The talent and workforce dimension is also worth noting, and Accelerate 2030 goes beyond
purely achieving efficiency gains by highlighting that existing staff will need retraining as Al
becomes more embedded in processing and administrative work. Insurers and law firms
serving the sector face a period of workforce restructuring across claims handling,
underwriting support, and back-office legal functions, along with the potential repercussions
for board-level discussions around retraining, recruitment, and redundancies.

A Sign of Things to Come

Lloyds' announcement comes amid a broader wave of Al investment across UK financial
services, so Accelerate 2030 should not be viewed in isolation. Major insurers and financial
services groups are trying to increase their pace of deployment as Al adoption rapidly shifts
from a differentiator to a fundamental expectation from customers who must increasingly
interact with Al-assisted claims handling, and from regulators who monitor the evolution of
governance frameworks.



Although first and foremost a banking strategy, the scale and ambition of Accelerate 2030,
together with its openness on the opportunities and workforce implications of Al adoption,
offers the insurance sector an insight into the commercial, regulatory and legal challenges
that will define its Al journey in the years to come.

This publication is intended to provide general guidance only. It is not intended to constitute a definitive or complete statement of the law
on any subject and may not reflect recent legal developments. This publication does not constitute legal or professional advice (such as
would be given by a solicitors’ firm or barrister in private practice) and is not to be used in providing the same. Whilst efforts have been
made to ensure that the information in this publication is accurate, all liability (including liability for negligence) for any loss and or damage
howsoever arising from the use of this publication or the guidance contained therein, is excluded to the fullest extent permitted by law.



