
OVERVIEW
A U.S.-based Community Financial Institution (CFI) with more 
than 50,000 customers was in the process of rapidly expanding 
their customer base. With very high User Experience (UX) 
expectations, the leadership knew accommodating this growth 
while not compromising their customer service capabilities would 
be a tall task. The CFI recognized the potential of an Artificial 
Intelligence (AI)-powered solution as the primary User Interface 
(UI) of the future and a powerful tool for better servicing 
customers during their growth and beyond. 

The CFI initially attempted to build a chatbot on a CRM-based 
service that ultimately failed to meet expectations and the 
high digital standards sought by leadership. Following this, the 
CFI engaged Abe.ai to implement a pre-trained VFA (powered 
by Conversational AI) that could not only provide increased 
customer engagement and satisfaction, but provide measurable 
return on investment in the form of operational efficiencies 
including call deflection and additional cases handled.  

Community  
Financial Institution  
CASE STUDY
How a top U.S.-based Community Financial 

Institution deployed Abe.ai’s Virtual Financial 

Assistant (VFA) to increase customer engagement, 

reduce contact center costs and deliver on their 

promise of the evolution of digital banking.

CHALLENGES
• Delivering a highly-capable and intuitive solution to a digital-first customer base with high expectations.

• Reducing growing contact center staffing costs caused by the rapid customer growth and resulting increased servicing requests.

• Providing a solution with 24/7 capabilities in an effort to reduce servicing costs related to an after-hours third-party call center.

• Providing a fully functional VFA and a Platform for the institution to own their AI roadmap.
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APPROACH

Starting with Mobile/Online integration 
was essential
With a digital first customer base, seamlessly 
integrating the VFA into the CFI’s existing mobile 
application and online banking platform (i.e. where 
their customer base already conducts their banking) 
was essential for establishing customer adoption.

Establish the VFA as the first line of service 
- not a backup
The VFA was positioned to be the initial point of 
engagement when a customer communicated with the 
CFI.  This approach would make the AI layer a critical 
filter to capture and understand the user’s request and 
provide a satisfactory answer.

Fully integrate the VFA
Eventual integration across all product line systems 
is an important long-term goal so the VFA can 
accommodate virtually any request at any time.  
However, this will be done in phases that will start with 
the digital banking functionality as a basis with the 
ability to transact as a minimum capability.

Advanced machine learning so the VFA 
“gets smarter”
A VFA deployed with advanced machine learning and 
Natural Language Understanding (NLU) as well as 
professional data curation services to “train” the VFA, 
ensuring customers were provided with an intuitive 
experience and the number of use cases that the VFA 

CONCLUSION
In order to address the changing needs of today’s 
digital-first customer, financial institutions need to 
evolve their digital banking capabilities. This can be 
accomplished through the power of Conversational AI 
and a fully-integrated VFA that engages customers 
on their own terms while creating operational 
efficiencies. While able to provide immediate return 
on investment, because the VFA is always “learning,” 
it continues to add more use cases - resulting in 
increased customer satisfaction and even greater 
return over time. 

RESULTS

250+ 
Supported Use  

Cases

Mobile, Web, SMS, 
Facebook Messenger
Multiple Channels that integrate with VFA

87% 
Chat Deflection

$166,000* 
Annualized Recurring 

Savings (*based on avg 
cost per call)

3 Months 
VFA Set Up Time

24% 
User Adoption 

(first 6 months)

7,400 
Call Center Deflections  

(first 90 days)

user-clock file

users comment-times

user-headset sack-dollar

phone-laptop

© 2020 Envestnet | Yodlee. All rights reserved.

Contact sales@abe.ai to learn more.


