
Getting Started:
Conversational AI for Credit Unions
Your step-by-step checklist to get started with conversational AI. ?Virtual agent

Hi, how can I help
you today?

Sure thing. To confirm,
do you want to cancel
the card ending in
1234?

I lost my debit card.
Can you cancel it
and send a new one?



CONVERSATIONAL AI:
THE DIGITAL SOLUTION FOR MEMBER SATISFACTION

52% of companies stepped up their adoption of artificial intelligence 
in 2020, with nearly 35% of credit unions deploying a chatbot 
between 2020-2021.

Conversational AI for credit unions is here to stay. Keep reading the 
buyer’s checklist to learn:

 ■ How to ensure conversational AI implementation is seamless for your 
credit union using a chat-first approach.

 ■ Why conversational AI for credit unions to remain competitive and 
keep up with thveir members.

 ■ How conversational AI enhances human support, rather than 
replaces it.

 ■ Why consumers value enterprises that use chatbot technology.
 ■ How to identify if a conversational AI platform is right for your 

organization.
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https://www.boost.ai/guides/customer-service-trends
https://www.boost.ai/guides/customer-service-trends
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Scalability is among the most important things to look for in a conversational AI platform.

At boost.ai, we recommend going ‘chat-first’ for the best ROI and smoothest introduction to virtual agent implementation.

 ■ Chat-first means that all incoming chat traffic is directed toward a 
chatbot first, allowing organizations to automate the highest number 
of interactions possible. 

 ■ Our conversational AI platform can detect when a human agent is 
needed and seamlessly transfer the call when necessary. 

 ■ This approach has led our clients automating upwards of 40% of 
their total service traffic without sacrificing customer satisfaction.

Accenture reports that 80% of customer service 
requests are simple, repetitive, and easily 

automated inquiries.

1. SCALABILITY AND THE CHAT-FIRST APPROACH
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WHY SCALABILITY MATTERS

As your business grows, so will your customer inquiries. Conversational AI is a necessary tool to ensure the scalability of your customer 
service department, keep up with consumer demands, and consistently guarantee a positive customer service experience. Without this crucial 
support, you may lose customers held on hold too long.

Consider the costs of poor customer service and the gains of great customer service:

 ■ 78% of consumers will do 
business with a company again 
after a mistake if they have 
excellent customer service. 
(Salesforce Research)

 ■ 3/5 consumers report that good 
customer service is key to brand 
loyalty. (Zendesk)

GREAT CUSTOMER SERVICE

 ■ 80% of consumers say they 
would rather do business with 
a competitor after one bad 
experience. (Zendesk)

 ■ 78% of customers have backed 
out of a purchase due to poor 
customer experience. (Glance)

POOR CUSTOMER SERVICE

https://c1.sfdcstatic.com/content/dam/web/en_us/www/documents/research/salesforce-state-of-the-connected-customer-4th-ed.pdf
https://d1eipm3vz40hy0.cloudfront.net/pdf/cxtrends/cx-trends-2020-full-report.pdf
https://d1eipm3vz40hy0.cloudfront.net/pdf/cxtrends/cx-trends-2020-full-report.pdf
http://ww2.glance.net/wp-content/uploads/2015/07/Counting-the-customer_-Glance_eBook-4.pdf


Did you know that 91% of online banking customers prefer using an app over visiting a branch? (Source: CITI) This means your members are 
increasingly turning to online banking – and likely overstressing your customer service department.

With conversational AI, customer service departments win in two ways:

1. Customer-facing: Conversational AI can be integrated as a 
customer-facing tool to assist with repetitive inquiries, such 
as account information and password resets, freeing up human 
resources for more advanced customer questions. 

2. Back-end: Credit unions can also deploy conversational AI on the 
back-end to assist customer service employees with reporting, 
security, and other tasks that can be automated with conversational 
AI.

CASE STUDY: With boost.ai’s conversational AI 
platform, Norway’s biggest bank, DNB, automates 55% 

of its online chat traffic. 

2. AUTOMATED SUPPORT FOR CUSTOMER SERVICE
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https://www.citigroup.com/citi/news/2018/180426a.htm
https://www.boost.ai/case-studies/how-norways-biggest-bank-automated-51-of-its-online-chat-traffic-with-ai


EMPOWERING HUMANS – NOT REPLACING THEM

 ■ 70% of white-collar workers interact with 
conversational AI platforms daily. 

 ■ In 2021, 85% of consumers engaged with businesses 
without human support.

 ■ Using a chatbot to empower self-service and 
automate repetitive inquiries frees employees to focus 
on high-value customer interactions – a win-win for 
both members AND staff!  

THE FACTS:

Whether you deploy conversational AI for front-end customer service support or back-end protocols (or both!), your virtual agent should 
empower your credit union employees -- NOT replace them. 

Augmenting human support ultimately helps employees use their skills most effectively and delights customers because they can get the 
answers quickly and easily.
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https://www.forbes.com/sites/andrewarnold/2018/01/27/how-chatbots-feed-into-millennials-need-for-instant-gratification/#7389137e3675


The best conversational AI platforms for credit unions must meet the challenge of maintaining a personalized member experience, while also 
automating the process. This requires a highly intelligent conversational AI powered by Natural Language Understanding (NLU).

 ■ Identify the nuances of human language and get to the underlying 
intent of a member’s request.

 ■ Chat with members while simultaneously interfacing with existing 
back-end systems and their account via user authentication to 
provide instant, accurate, and personalized service. 

 ■ Perform advanced processes such as transferring funds or blocking 
a card without the need to involve a human service rep. 

The boost.ai platform has proprietary NLU technology called Automatic 
Semantic Understanding (ASU). ASU helps reduce false positive 

responses by over 90% helping drive up self-service rates.

NLU is the collection of algorithms behind conversational AI that, when employed correctly, will make members wonder if they are 
even talking to a chatbot! Virtual agents powered by NLU can:

3. PERSONALIZED MEMBER JOURNEY
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THE RIGHT CHATBOT INCREASES  BRAND LOYALTY

 ■ 67% of US Millennials say they would purchase a product or 
service from brands using a chatbot.

 ■ With the right conversational AI platform, you can deliver 
dynamic and memorable self-service experiences that keep 
your members coming back for more!

THE FACTS:

When members interact with their credit union, they expect personalization beyond a traditional banking experience. With highly 
intelligent virtual agents run on conversational AI, this personal touch is extended to the chat channel. A highly intelligent virtual agent 
powered by NLU can carry out personalized member interactions that are highly scalable and available 24/7.
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https://www.drift.com/blog/state-of-conversational-marketing/?utm_source=salesforce&utm_medium=blog


One of the biggest barriers to conversational AI implementation is the misconception that enterprises need to hire developers and data scientists 
to operate their conversational AI. Most enterprises need greater control over their conversational AI and don’t want to hire an entirely new 
department to maintain their chatbot. 

 ■ A user-friendly, no-code/low-code interface that gives customer 
service departments the flexibility to train, maintain, and update a 
chatbot themselves.

 ■ A support team that provides resources, tools, and training on 
working with conversational AI to improve internal and external 
processes.

“boost.ai’s user-friendly software makes it easy to analyze 
conversation data and use it to make the chatbot more functional.”

- Benjamin Maxim, VP Digital Strategy & Innovation, MSU 
Federal Credit Union

When it comes to setup and implementation, it is important to look for:

4. SETUP AND IMPLEMENTATION
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CASE STUDY: MSU FEDERAL CREDIT UNION

 ■ Resolves 95%+ of member inquiries successfully
 ■ Automates 2,000 employee-to-employee interactions per month
 ■ Was successfully developed and launched in just 10 days
 ■ Received 100% employee approval after 4 weeks

To grasp just how easy boost.ai’s conversational AI is to setup and implement, consider our work with MSU Federal Credit Union. MSUFCU’s 
conversational AI platform:

“Boost.ai delivers best-in-class conversational AI. Their solution makes it simple 
for us to develop virtual agents in-house that are powerful, intelligent and 

achieve the high member service standards that we set for ourselves.” 

- Benjamin Maxim, VP Digital Strategy & Innovation, MSUFCU
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https://www.boost.ai/case-studies/credit-union-conversational-ai-case-study


With technology integrated into every area of our lives, it is no surprise that credit unions need to deploy tech-savvy solutions that meet member 
expectations. 

Consider the following statistics pointing to generational trends – from Gen Z to Boomers:

 ■ 65% of consumers feel comfortable resolving issues without a 
human agent. (Adweek) 

 ■ 72% of Boomers now use more technology to accomplish daily tasks 
than before the pandemic. (Mobiquity)

 ■ 83% of Gen-Xers own a smartphone – just 7% behind Millennials. 
(Pew Research)

Consumers value the efficiency of getting 
a task accomplished quickly – and it doesn’t 
necessarily matter if that comes from the 
help of a human or virtual agent.

5. LONGEVITY AND GENERATIONAL DEMANDS
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https://www.adweek.com/performance-marketing/infographic-how-consumers-want-companies-to-use-customer-service-chatbots/
https://www.mobiquity.com/the-rise-in-digital-adoption-among-baby-boomers
https://www.pewresearch.org/fact-tank/2019/09/09/us-generations-technology-use/


GENERATIONS HAVE SPOKEN: AI IS IN

Credit unions can delight customers of every generation by leveraging 
conversational AI to:

Among the toughest generations to please is Gen Z. Consider this: Gen Zer’s are 60% more likely than the average consumer to hang up the 
phone if a representative doesn’t answer their call in 45 seconds (Business Wire).

 ■ Provide seamless, effective, and FAST customer service responses their 
members expect

 ■ Offer 24/7 customer service support 
 ■ Provide instant response times 
 ■ Bolster brand loyalty by increasing efficiency and reducing wait times
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https://www.businesswire.com/news/home/20161215005275/en/Generation-Consumers-Impatient-Quickest-to-Curse-Call-Businesses-of%C2%A0Any


CONCLUSION

Now that we’ve reached the end, let’s review a checklist for 
getting started with Conversational AI:

 ☐Focus on scalability with a chat-first approach.
 ☐The chatbot acts as augmented support for human 
employees – NOT a replacement!
 ☐The member journey remains personalized with assistance 
from Natural Language Understanding and other highly 
intelligent chatbot processes.
 ☐You are supported from beginning to end in your chatbot 
implementation, maintenance, and growth with resources, 
tools, and training. 
 ☐The long-term success of your chatbot is always top of 
mind, with member trends being the driving force.
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For any additional questions about Conversational AI or boost.ai’s digital solutions, please contact us. 

ADDITIONAL RESOURCES

 ■ The Ultimate Guide to Chatbots for Enterprise

 ■ Customer Service Trends in 2022 and the Rise of AI Chatbots

 ■ The Complete Guide to Chatbots for Banking

LINKS:
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http://boost.ai/
https://www.boost.ai/contact/us
https://www.boost.ai/chatbot-guide-for-enterprise
https://www.boost.ai/guides/customer-service-trends
https://www.boost.ai/guides/the-complete-guide-to-chatbots-for-banking

