
How credit unions can use AI technology that leverages  
the best of chatbots and human agents to improve  
operational efficiency



Ask 100 credit union executives what differentiates their 
institution from the largest financial service providers in the 
U.S. and the vast majority will talk about their focus on member 
experience. But many credit unions may not be living up to 
their own boast. While 73% of all consumers say that customer 
experience is important in their buying decisions, only 49% say 
companies provide a good customer experience today.1 

Members are used to interacting with digital-native, customer-
centric businesses like Amazon and Warby Parker and 
they expect their interactions with your credit union to be 
convenient, immediate, and personalized as well. Today’s 
members want to be able to get answers at any time of the day 
or night through chatbots or some other kind of self-service 
tool. They also want to engage with you over a variety of new 
digital channels, including SMS text, messaging applications, 
and social media channels. And most importantly, today’s 
members expect to get answers immediately. 

Traditionally, if you didn’t want members to wait in line at the 
branch or on the phone, you needed to hire enough people to 
handle all their incoming queries without delay. But as artificial 
intelligence (AI) and machine learning evolved, big banks 
turned to technology to offer immediate, personalized support 
to millions of online customers at scale, without compromising 
the quality of the interaction. 

Smaller financial institutions, local banks, and credit unions 
would love to offer the same high level of AI-powered service—
but can’t spare millions of dollars and years of development 
time. For example, Bank of America spent two years and over 
$30 million and hired a team of more than 100 technologists 
to develop their chatbot, Erica2—but the efforts have been 
successful. Erica has more than seven million users, and 
chatbots are projected to save banks $7.3 billion by 2023.3 

The good news for credit unions is that as these technologies 
become more mainstream, and with the introduction of 
purpose-built customer engagement solutions, costs and 
development time are going down, paving the way for a faster 
return on investment. 
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Source: LogMeIn 2018  
Customer Experience Report.5 

Service Representatives Struggle 
to Meet Member Expectations

New channels, added complexity, and higher member 
expectations all increase demands on member service 
representatives (a.k.a. agents). The plethora of channels that 
members can use to contact your business can make their 
work environment chaotic and frustrating. 

Member service representatives not only have to meet 
members’ needs, but they need to do it while navigating a 
variety of systems and interfaces. They use email, live chat, 
social media apps, and the phone to interact with members. 
And perhaps even more frustrating to member service reps 
is that they must log in to multiple legacy systems to piece 
together the information they need to answer member 
questions and resolve problems. 

It’s no wonder that agent turnover is so high. Member service 
representatives want to be productive and help members, but 
they often lack the information they need to do their jobs and 
create great member experiences. Most agents (85%) say they 
feel frustrated that they can’t meet customer expectations, 
notes Ovum.4 Less than half (49%) of interactions between a 
business and its customers are resolved in the first interaction, 
according to the LogMeIn 2018 Customer Experience Report.5 
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Member service agents also need to be well-informed to 
keep up with members who have likely researched products 
and services online. However, only 35% of agents say that 
they have the information and tools they need to answer 
sophisticated and complex member questions. Reps don’t want 
to be put on the spot when they don’t know the answer to a 
member question and have to keep the member holding while 
they search for an answer. 

Member service agents feel the pressure to keep up: 43% 
of agents say that customers expect increasingly detailed 
knowledge of products and services.6 The stakes are high: 
if agents aren’t knowledgeable, 43% of all consumers will 
abandon their brand.7 

Member service representatives who don’t feel empowered 
with the right information to help members become stressed. 
And when they burn out and leave, credit unions have to 
hire and train new employees. The costs of agent churn are 
high: 94% of financial services managers estimate they spend 
at least one month to train agents before allowing them to 
interact with customers. Ovum estimates that replacing an 
agent costs between $3,000 and $6,000per seat.8
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Member service representatives need real-time information to 
meet member expectations of fast, personalized service. But that 
information is locked up in legacy systems. And credit unions don’t 
have the budget or the resources to rip-and-replace these siloed 
systems so they can provide member service representatives with a 
360-degree view of the member. 

Instead, credit unions can deploy an engagement solution with an 
omni-channel dashboard, enabling member service representatives to 
manage inquiries from all channels on a single screen. They can tailor 
their consoles with the view that best suits their workstyle for maximum 
productivity.

But even with access to that information on a single dashboard, there’s 
a lot of data for member service representatives to process and then 
relay to members in a way that’s easy for members to understand. To 
provide members with an exceptional experience, agents need access 
to actionable information in an easy-to-digest format. 

For the member needing help selecting a checking account, a 
knowledge base can provide the agent with suggested responses 
and relevant content to help the agent engage with the member. The 
member service representative can modify the response as needed, 
and send this content to the member with just a few clicks. That’s much 
easier than digging through a dusty binder for policy information. It’s like 
having a personalized assistant for agents in the background, feeding 
them the information they need to serve members.

Building a knowledge base can seem like a big undertaking, but credit 
unions don’t have to start from scratch. In fact, the information needed 
to create a knowledge base likely already exists in FAQs on your 
website, data in the customer relationship management (CRM) system, 
or in policy documents. With a good customer engagement solution, 
you can import existing information directly into your knowledge base. 

Leverage Knowledge Bases for 
Agent Efficiency 



Unlock Harmony Between 
Bots and Humans 
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Knowledge bases are more than just information repositories. 
They are curations of the most valuable information members 
and agents need. Credit unions can leverage this powerful tool 
in more ways than back-end agent assistants. For even greater 
operational efficiency, credit unions can use their knowledge 
bases as the brains of member-facing bots. 

When it comes to answering routine member questions, the 
efficiency gains from using chatbots is a given. Chatbots free 
member service representatives say one of the most frustrating 
aspects of their jobs—having to repeat the same answer 
over and over to multiple members. A chatbot will cheerfully 
provide members with the correct answer—no matter how 
many times the question is asked. Offering members chatbot 
self-service greatly reduces the workload that member service 
representatives have to manage. 

When member service representatives do need to step in for 
more complex questions, members don’t need to start over. 
The chatbot hands over all of all the information collected 
from the chatbot/member interaction so the agent can hit 
the ground running without asking the member to repeat 
information they already provided.



Even though the member is now engaging with a human, the 
agent is not on their own. The bot continues to work in the 
background providing answers that the agent can send to  
the member. Additionally, the member service representative 
can provide feedback to the bot on, making it more helpful 
over time.

Today’s consumers welcome AI technology for self-service 
and to reduce the amount of time it takes to resolve an issue, 
but many of your members want the opportunity to interact 
with a human for complex queries. According to PwC, 82% of 
consumers want more human interaction in the future—but that 
movement from digital engagement to human assistance must 
be seamless and unobtrusive.9  In other words, the bot and 
the human agent must work together to achieve a single goal: 
exceeding members’ expectations.
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Credit unions must use a variety digital tools to meet member 
expectations for 24/7 self-service, while still ensuring that 
members can reach a human when they want or need to. And 
that no matter how members interact—whether through email, 
Facebook Messenger, or chatbots—an omni-channel platform that 
leverages AI-powered chatbots and delivers seamless transitions 
to human agents can deliver that experience. 

About Bold360 by LogMeIn 

Bold360 is an AI-powered digital engagement solution helping 
business deliver superior customer experiences and improve 
employee productivity. Our suite of products enables your 
business to deliver high-quality self-service, personalized human 
support, or the right combination of both, across any digital 
channel or device.  

For more information, visit www.bold360.com. 
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