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In our past two articles we discussed the factors that underlie what drives insurers (Underwriting Losses, Loss 

Adjusting Expense, and Overhead) as well as three critical KPI’s that affect the performance of both insurers 

and collision centers (CSI, Severity, and Cycle Time). 

 

Now, we will dive into Photo Estimating & Artificial Intelligence 

(AI), an emerging topic in the relationship between collision 

centers, insurers, and vehicle owners. Use of this resource is 

occurring at an increasing rate and is of great concern to 

collision centers, especially in the environment of increased 

emphasis on quality, OE repair standards, and repairer liability.  

 

On the surface it seems preposterous that a photo taken by an 

insured can generate anything close to an accurate repair order, 

even if massaged by an AI computer program. 

 

The short answer is “It Can’t!”. However, these technologies carry additional benefits for insurers and their 

customers. For collision centers, it affects how and what they receive following the first notice of loss, but that 

is not the end of the story. 

 

The first rule of damage appraisal has always been “if you can’t see it, you can’t write it”. This was, and 

still is, true. The difference is that in the “good old days” estimators wrote what they could SEE in the parking 

lot and let techs figure out what it really needed, resulting in multiple “reactive” supplements. This was an 

inefficient process that delayed both approvals and repairs. 

 

Today, most damage appraisal and “blueprinting” is done inside the shop after capturing the job and complete 

disassembly so that all damage can be SEEN. 

 

AI does not eliminate the need for tear downs and full inspections, but along with vehicle data, it may reduce 

the time from an accident, or first notice of loss, to the production of an initial estimate following vehicle arrival 

at the repair facility. In theory, it will enable shop personnel to do better work and be able to spend more time 

selling the shop’s services. 

 

To shorten overall cycle time, insurers are seeking to reduce the time from the first notice of loss to beginning 

the repair. Insurers believe that empowering claimants to begin the process by taking a photo of their 

damaged vehicle will actually improve the customer experience, as it gets the process started more quickly. 
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Artificial intelligence programs can take an initial photo image and, based on millions of similar claims, deduce 

the likely extent of the damage and create a preliminary estimate so that the insurer can direct it to a 

preferred repairer. This preliminary estimate can identify parts to be replaced and begin the process of 

sourcing them. One of the major companies focused on this technology around the world is Tractable. 

(Tractable | The speed and accuracy of AI. Now applied to visual assessment.) CCC and others are 

integrating AI enhanced photo estimating into their systems. AI is also touted to speed total loss assessments 

and to accelerate the sourcing of OE and LKQ crash parts. 

 

While photo estimating and AI can speed the process, it remains dependent on the shop performing complete 

disassembly and verifying and/or supplementing additional damage or revising repair / replace decisions. 

 

A Tip to Consider 

Every collision center will need to determine how it reacts 

to this new technology. Photo estimating and AI can be 

seen as a barrier or as a tool. They are unlikely to replace 

human appraisers, but they can be a means to accelerate 

the process from the point of loss until the shop has the 

vehicle and can begin the process of disassembly. 

 

A repairer’s emphasis needs to remain focused on full 

disassembly, writing it right, making smart repair / 

replacement decisions, meeting OE repair standards where 

applicable, sourcing the appropriate parts, and getting the 

vehicle back to its owner promptly. 

 

In one form or another, these technologies are likely to remain a key component of the collision repair 

process both now and in the future. If they lessen the reliance on manual appraisal processes, they may 

enable greater focus on the repair itself. 

 

Insurers believe photo estimating and AI will ultimately reduce overall cycle time 

and improve customer satisfaction and improve two of their three critical KPI’s. 
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