Al in Employee Benefits:
Myth vs. Reality

Is it Al...or just Al-ish?

Al is leading the conversation in HR—but not all Al is built the same.
If a platform can’t explain what it's doing (and why), it's probably not Al. It's marketing.
For HR leaders who want real outcomes, not buzzwords, let's bust some myths about Al.

Whether it's your CEO, your CFO, or you pushing for greater efficiency, smarter decisions,
and better employee experiences, it's critical to understand what's actually behind your Al
tech. Because in benefits, many solutions promise Al—but deliver basic automation, scripted
chat, or rule-based logic dressed up as intelligence.

Here's how to spot the difference—fast.

WARNING:
AI MYTHS AHEAD
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Myth #1:
“We have Al"

Reality:

Just because it's labeled Al doesn't mean you're
actually getting artificial intelligence. And more
importantly, not all “Al” is real intelligence. Many
Al-branded tools are really just if/then rules,
scripted responses, pre-set workflows, or search
bars with a fancy label.

What to ask:

“What decisions does your Al make—and how
does it learn or improve over time?”

Why it matters:

Automated rules or workflows don't learn based
on behavior, outcomes, or evolving employee
needs. Real Al does.
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Myth #3:
“Our Al increases personalization”

Reality:

“Personalization” is often just segment-based
messaging (e.g., “parents,” “new hires").
What to ask:

“Is guidance tailored to an individual's
actions, timing, and context—or just their
demographic bucket?”

Why it matters:

Al-powered support should go beyond
personalization to anticipate employees’ needs
before questions or confusion arises.
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Myth #2:
“Our chatbot = Al”

Reality:

A chatbot can only retrieve pre-defined FAQs

or follow prewritten paths. Helpful? Maybe.
Intelligent? Not always.

What to ask:

“Can it handle unique scenarios, or does it redirect
to HR for anything complex?”

Why it matters:

Employees don't need another dead end. They
need clarity.
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Myth #4:
“Engagement with Al
equals impact”

Reality:

Employees using or interacting with a tool doesn't
necessarily automatically equal impact. Because
Al without strategy can create confusion

and inconsistency.

What to ask:

“How do you validate accuracy, reduce confusion,
and ensure the guidance is understandable?”
Why it matters:

Benefits are emotional, financial, and personal.
Trust isn't optional.
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Myth #5:
“Our Al gives HR insights
to drive better strategy”

Reality:

Dashboards report what happened. But
anticipatory intelligence explains why and shares
what to do next.

What to ask:

“Do you provide recommended next-best
actions—or just charts?”

Why it matters:

HR teams don’t need more data.
They need direction.
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Myth #7:
“You don’'t need to understand
how Al works to see results.”
Reality:
If vendors can’t explain outcomes clearly, that's a
red flag.
What to ask:
“Can you show how a recommendation is
generated—in plain language?”
Why it matters:

Transparency builds confidence, adoption, and
better decisions. Additionally, building true
anticipatory intelligence starts with collaboration
with employers to uncover what needs to be built
into technology to drive true support.
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Myth #6:
“Al can predict everything.”

Reality:

Good Al isn't magic—it's designed to anticipate
needs based on patterns and signals, then guide
people at the right moment.

What to ask:

“What does your system anticipate, and what
triggers the guidance?”

Why it matters:

The best experience is the one that meets
employees before they get stuck.
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Myth #8:
“"We can’t necessarily track how Al
improves employee satisfaction”
Reality:
Real Al earns trust with measurable employee
support, not fancy language.
What to ask:

“What real employee moments does it improve:
enrollment, life events, claims confusion,
plan selection?”

Why it matters:

Benefits success is lived in moments—not
marketing slides.
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How to spot the difference
between Al-ish tech and true
anticipatory intelligence

With continued innovation changes in Al and benefits technology, it can be
overwhelming to decipher what models provide true intelligence to support your
team and employees.

|
Al-Washing Red Flags

@ “Al"” described without specifics

@ Personalization = segments only

@ Chatbot can't resolve nuance

@ No explanation of why recommendations appear

(%) Big promises, vague methods

What Real Al-Driven Benefits Support Looks Like

i Guidance designed around real employee moments

[i Context-aware help when employees need it

[}/ Recommendations that can be explained clearly

[\'_/| Continuous improvement (not set-and-forget rules)
M A system built to reduce friction and boost confidence




Al Literacy Check:
Test Your Knowledge in Benefits Al

There's no perfect score. This quick quiz is designed to help you reflect on where you
are today—and where you might want to grow next.

1. When a benefits vendor talks about “Al,” how comfortable do you feel asking
follow-up questions?

) Very comfortable—I know what to ask and what to listen for
) Mostly comfortable, but I'm still learning the nuances
() Somewhat comfortable—I rely on vendor explanations

) Not very comfortable yet, but I'm curious to learn more

2. How confident are you in spotting the difference between true Al and
basic automation?

() Very confident—I can clearly tell the difference
() Fairly confident, though some claims still blur together
) Growing confidence—it’s getting easier with experience

() Early in my learning—Al terminology can be confusing

3. Which of these questions do you already ask (or want to start asking) about Al in
your benefits solution?

) What employee moments does this support, and how?
() How does this adapt to individual needs over time?
) What makes this more than rules or scripted responses?

) I'm building my list of go-to questions now
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4. When you hear “Al-driven outcomes,” what matters most to you?

() Clear, anticipatory guidance for employees in real-life moments
() More confidence and fewer benefits-related questions
) A smoother, more intuitive experience overall

) I'm still shaping what “good” looks like

5. How do you typically evaluate whether Al is delivering value?

() By its impact on employee understanding and decision-making
) By a mix of employee feedback and operational efficiency
() By vendor insights and reporting

) I'm learning how to connect Al to real outcomes

Here’s what your responses indicate:

M Mostly top responses:
You're approaching Al with confidence and intention. You know that asking
the right questions matters.

A mix of responses:
You're in a strong learning zone—building fluency while staying open
and thoughtful.
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Mostly learning-focused responses:
You're exactly where many HR leaders are today. Al in benefits is evolving
fast, and curiosity is the most important skill.
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\ | THE 606D NEWS:

Al literacy isn't about technical expertise—it's about understanding how
technology supports people, moments, and decisions. The more clearly you
understand Al, the more confidently you can choose technology that truly
anticipates and supports your employees.
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So... what does real Al look like

in benefits?

Sofia is Businessolver's proprietary Al designed to support anticipatory, personalized benefits
experiences—helping employees get the right guidance at the right time, and helping HR
teams drive smarter outcomes.

Not “Al for Al's sake.” Al for anticipation, confidence, and better benefits decisions.

Ready to uncover how true Al can
transform your benefits experience?

Take a virtual experience to explore how Sofia
supports Al-driven, anticipatory benefits guidance—
built for real employee moments.
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