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CEO: Morten Thorsrud

Owned by Sampo plc
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How to build great CX with AI, APIs & IAM?

IAM

First, we need to understand these areas and how they connect
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We have a new 
type of users
-AI Agents
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Human Technical

Graphical

This is where AI Agents 
live

We must provide great Agent Experience

UX

DX

AX



IAM in a nutshell
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Identification – who are you in real life?

Authentication - can you prove it?

Identity Mgmt – what do you mean to us?

E-Signing and Consent – can we agree?

Authorization – what are you allowed to?
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If has a long history of using AI
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First use of AI in pricing 
Generalized Linear 
Models (GLMs)

First experiments with 
use of AI in call analysis

Use of AI in 
telemarketing 
optimization

Experiments with 
use of neural 
networks in pricing

Use of AI in fraud 
detection

Pre-study of using AI 
in image analysis on 
claims

One If AI platform initiated: Data and 
Machine Learning Platform (DMP)

Experiments with use of 
neural networks in pricing

Several initiatives started to explore 
use of generative AI to support 
knowledge workers

First version of AI Strategy and AI 
Regulation and Ethics Group 
launched

First users of Microsoft 
365 & GitHub Copilot. 
New method for 
deploying AI models

2000 2010 2016 2019 2020 2021 2022 2023 2024 2025

AI CoE established 
and expanded



AI is widely leveraged for value creation across If Examples of value adding use cases

Fraud detection

Internal and 
external chatbots

Crash detection 
classification

Customer 
feedback analysis

Claims image 
analysis

Claims 
categorization

Customer 
contact analytics

Content creation

Pricing engine

Risk 
assessment

MS365 Copilot

GitHub Copilot



AI-, API- and IAM-areas are interlinked

IAM solutions for 
Employees, Customers, 
Partners and AI Agents

Need IAM solutions

API Platform, 
Developer Portal, 

APIs, Applications and AI Agents 

Need APIs, 
self service & governance



If’s channels & AI agents
Modern APIs and external IAM power 
our own channels and AI agents and 

enable fast and sustainable 
development. 

If’s partner’s channels and AI agents 
Modern APIs and external IAM enable flexible 

integrations to our partner’s channels and 
ecosystems. 

Modern external Identity and Access Management enable us to 
know who the human and non-human users are across 

channels and ensure access to only what they are entitled to.

Third parties’ channels
We are prepared for the open insurance 

regulation

Customers’ AI agents
Modern APIs/MCPs serve our customers AI 

agents when interacting with If

Our vision for APIs & IAM “Offer modern API & IAM capabilities to enable our success in a more 
data driven, AI powered, and integrated future”

IAM



With AI, IAM and APIs* we offer IfGPT to our customers

*Highly simplified

IAM



And build agents for automating and re-thinking internal 
processes*

Overview - Microsoft Copilot Studio | Microsoft Learn

*Highly simplified

IAM

https://learn.microsoft.com/en-us/microsoft-copilot-studio/fundamentals-what-is-copilot-studio?wt.mc_id=agentshub_Learn_webpage_cnl#what-is-an-agent
https://learn.microsoft.com/en-us/microsoft-copilot-studio/fundamentals-what-is-copilot-studio?wt.mc_id=agentshub_Learn_webpage_cnl#what-is-an-agent
https://learn.microsoft.com/en-us/microsoft-copilot-studio/fundamentals-what-is-copilot-studio?wt.mc_id=agentshub_Learn_webpage_cnl#what-is-an-agent


To succeed we must help both agents and customers a lot
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Main challenges for AI agents and how we can support them

Discover data and tools

How to use tools?

Identity & Access Management

Human in the loop
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Key to success -
Treat APIs as 
products 
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API Product?  - Product management principles applied on APIs



API Products can be ordered from If, similar to insurance products



API Products are available in Developer Portal



Our API Platform

APIs and Events managed as products 

Lifecycle management

Consumption by different consumers

IAM and security

Self-Service 
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Scalability6
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TechProcesses

People

Who, how, what?

Innovate

Automate

Scale



Key takeaways
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AI agents are key for great CX. We must provide good AX and that 
includes AI solutions, APIs, related data and tools, and IAM. 

APIs, and related data and tools, must be managed as products to 
serve AI agents.

Traditional IAM was built for humans. AI agents are dynamic, 
autonomous, and non-human -  they need new IAM capabilities.

IAM



Questions?

Or visit our Developer Portal and reach out from there


	Slide 1: How to build great CX with AI, APIs & IAM 
	Slide 2: Presenter
	Slide 3
	Slide 4: How to build great CX with AI, APIs & IAM? 
	Slide 5: We have a new type of users -AI Agents
	Slide 6: We must provide great Agent Experience
	Slide 7: IAM in a nutshell
	Slide 8: If has a long history of using AI
	Slide 9: AI is widely leveraged for value creation across If
	Slide 10: AI-, API- and IAM-areas are interlinked
	Slide 11: Our vision for APIs & IAM
	Slide 12: With AI, IAM and APIs* we offer IfGPT to our customers
	Slide 13: And build agents for automating and re-thinking internal processes*
	Slide 14: To succeed we must help both agents and customers a lot
	Slide 15: Main challenges for AI agents and how we can support them
	Slide 16: Key to success -Treat APIs as products  
	Slide 17
	Slide 18
	Slide 19
	Slide 20: Our API Platform
	Slide 21: Who, how, what?
	Slide 22: Key takeaways 
	Slide 23: Questions? Or visit our Developer Portal and reach out from there

