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The AI Revolution: 
Navigating the Benefits 
and Risks in Collections 
for Your Credit Union
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Learning objectives for today’s session: 

• Explore AI Foundations: Understand the fundamental concepts of AI 
and how it's reshaping the financial landscape.

• Differentiate with Machine Learning: Grasp the distinctions between 
AI and Machine Learning, and their unique impacts on credit union 
operations.

• Navigate AI Realities: Gain insights into the potential benefits, 
challenges, and risks AI introduces to credit unions, equipping you with 
a balanced perspective.

• Anticipate the Future: Peek into the technological horizon, and learn 
how upcoming advancements will directly influence your members' 
experiences.

Michael Pupil
Vice President, Sales

Hi!Today’s Session
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Just a tool - like any other …
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What is Artificial Intelligence?

Artificial Intelligence is the simulation of human 
intelligence processed by machines

● Natural Language Processing (speak)

● Text to Speech (read)

● Vision (see)

● Audio  (hear)

● Motion (move - robotics) 
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Artificial Intelligence can...

● Match human capabilities 

● Discover new outcomes 

● Infer and read from multiple 
sources

● Reason - put something together

What is Artificial Intelligence?
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● A branch of AI which focuses on the use of data and algorithms 
to imitate the way that humans learn. 

● Gradually improving in accuracy over time 
○ SUP (supervised): Humans attributing labels and tags
○ UNSUP (unsupervised): No explicit labels 

What is Machine Learning?
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Inputs and a threshold of 5 
Yes = 1
No = 0 
Weight Factor 1-5 

Save Time 
X1 = 1

Lose Weight 
X2 = 0

Save Money  
X3 = 1

WF 
Y1 = 5

WF 
Y2 = 3

WF
Y3 = 2

 5             + 0          + 2

What is Machine Learning? Should I Order Pizza?
Machine learning 
carries structured 

labels of data!
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Text Messaging

● AI-powered chatbots can communicate with members via text 
message, providing personalized and timely reminders about 
payments and due dates. 

Email

● AI can analyze borrower data to create personalized email 
campaigns that target specific member segments. 

Voice

● AI-powered voice assistants can interact with members over 
the phone, providing automated payment reminders and 
answering borrower questions. 

AI in Credit Union Collections: The Good
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AI in Credit Union Collections: The Bad
People Risks

● Limited ability to solve complex problems
● Difficulty in recognizing/resolving disputes
● Providing inaccurate/unreliable/insufficient information
● Hinders access to timely human interaction
● Failure to provide meaningful customer assistance

Technical Risks

● Security risk via impersonation
● System reliability and downtime
● Keep PII safe
● How decisions are made?
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AI in Credit Union Collections: The Ugly
CFPB Recommendations for Use of AI 

Transparency 

● Be transparent about the use of AI in debt collection 
practices and provide clear explanations to consumers 
about how AI is being used.

Accuracy

● Ensure that their AI models are accurate and reliable, and 
should regularly test and validate their models to ensure 
that they are not producing biased or discriminatory 
results.



© 2023

AI in Credit Union Collections: The Ugly - Pt 2
CFPB Recommendations for Use of AI 

Data Privacy and Security

● Take appropriate measures to protect consumer data and 
ensure that it is not misused or mishandled.

Human Oversight

● Ensure that there is human oversight of AI models and that 
decisions made by AI are subject to review and appeal by 
humans.



© 2023

Credit Card Debt Hits a Record $1 Trillion!
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Traditional vs Digital Channels
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What Next?

Establish the 
problem

Ask the right 
questions

Lean on 
industry 
experts
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Who is Using It?
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Meet the past-due consumer of 2023

scan me to read the report
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Basic Necessities Come First
What order are bills getting paid?
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Decision Making…
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The Sentiments of Past-Due Customers

Retention is at risk
When asked if their past-due experience would make them 
consider switching to another service provider, 40% said 
yes. Younger generations are most likely to switch providers 
after a negative experience.
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Data is Key! ... Or is It? 

Personas shouldn’t be about demographics. 
Personas should be about the problems and challenges people face!

MEMBER A
✓ Male

✓ Born in 1948

✓ Raised in the UK

✓  Married twice

✓  Lives in a castle

✓ Wealthy and famous

MEMBER B
✓ Male

✓ Born in 1948

✓ Raised in the UK

✓ Married twice

✓ Lives in a castle

✓ Wealthy and famous
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Conclusion

By striking a balance between enthusiasm 
and caution, we can usher in an era where 
AI truly amplifies our collection capabilities 
while preserving the trust and integrity that 
define the essence of credit unions.
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Thank you! 

Any questions?

© 2023 Lexop Solutions

scan me to read the report


