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Empowering Staff & Elevating Member Service with
an AI Platform Purpose-Built for Banking



Conversational AI for banking

Overview of Posh AI

ڑ CUSO founded in 2018 from MIT AI Lab, built on patented technology

ڑ Raised $45M+ from Curql, TruStage, Experian, etc. & 30+ direct CUs

ڑ 100+ credit union & bank clients across USA, 250+ live AI products

ڑ 80+ employees: Tech/AI experts + banking industry veterans

Featured in top industry publications:

Karan Kashyap
Co-founder & CEO





Let’s analyze
Today’s State of AI





[Insert next 
buzzword here]



Fact:
We’re on an Exponential Curve



So much is happening with 
AI already in 2025…





AI is making the cost of intelligence cheaper… fast!





Cost per 1M tokens (“words”) from 2022-2025



Latency - time per token (“word”) - from 2022-2025



How Member Expectations are 
Changing



Amazon launches 
Alexa

2002 2007 20??

20181- / 3 2022 20??

Blackberry launches 
“Smart Apps” 

Apple iPhone comes 
out

Bank of America 
mobile app

Your first mobile app 
went live?

Bank of America 
launches Erica

OpenAI launches 
ChatGPT

Your first AI agent goes 
live?

Technology continuously evolves, but expectations change suddenly

Consumer Product Launch Forever 
Changes Expectations



Conversational AI for banking

2024: “Imagine watercolor portraits of banking staff working at a branch”



2025: “Generate videos of credit union staff serving members”



Conversational AI for banking

Training Custom / Synthetic Voices using Generative AI


17.554218
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ChatGPT - “Why should I go with a credit union vs. traditional bank?” 



ChatGPT Overview





What are
Large Language Models?



Generative* LLMs are
next word 
predictors



Conversational AI for banking

Frontier AI Models: the Intelligence vs. Control Tradeoff

In
te

llig
en

ce

Control



Given potential flaws, can LLMs be used in 
regulated industries like banking?



With light guardrails…



And being careful where (and what) data is going…



Use-cases of 
Large Language Models

Use-cases of 
Generative AI

There are a TON of LLM 
use-cases that aren’t 
strictly generative

LLM’s can understand and also generate.  

The understanding, alone, is powerful.



Demos: Art of the possible





Posh featured in Gartner’s Generative AI Hype Cycle for Banking (July 2024)
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Great User Experience
Delightful, natural, even humanlike experience 
for the user, whether employee or customer



Conversational AI for banking

Strong ROI vs. Effort
Achieves goals (operational efficiency, growth, 
savings, NPS) while also being easy to manage

“What does AI success look like?”

Great User Experience
Delightful, natural, even humanlike experience 
for the user, whether employee or customer



Conversational AI for banking

Transparency & Control
Enables control over the AI model when needed, 
especially for sensitive use cases. Transparency / 
explainability for every interaction & decision

“What does AI success look like?”

Strong ROI vs. Effort
Achieves goals (operational efficiency, growth, 
savings, NPS) while also being easy to manage

Great User Experience
Delightful, natural, even humanlike experience 
for the user, whether employee or customer



Keyword search yields a vast number of results with poor accuracy









The bot is only as good as the 
ingested knowledge.

Ingested knowledge should be 

Comprehensive
Consistent
Up-to-date

A feedback loop for improving knowledge

The bot provides insights for how the 
knowledge can be improved.

Trending searches when the 
bot didn’t find an answer

Trending searches commonly 
flagged as non-helpful

Knowledge is ingested from a 
variety of sources & formats

Insights are given back to 
knowledge administrators



Conversational Search is King 
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Sure, I’ll look up information on 
Health Savings Accounts, and 
their eligibility requirements.

Query: Do you offer HSAs? What 
are the eligibility criteria?

Generative AI Search
on Knowledge Base

Answer: Yes we offer Health Savings 
Accounts...

Yes, we offer Health Savings 
Accounts.  To qualify, you must: 
have HDHP coverage, no 
disqualifying health coverage, not 
be on Medicare, and not be listed 
as a tax dependent.

Let GenAI Search find the answer
Let Gen AI Search generate the response
Gen AI Search does the heavily lifting

No intents needed⁭



Agentic AI
Putting Reasoning to Action



Step 1) Intelligently match on Custom Behaviors

Step 2) AI decides to search knowledge base if no matches

Step 3) Fall back with a chatty Gen-AI response if off-topic

AGENTIC REASONING

Determine if the conversation matches activated behaviors.  If any 
match, we’ll use the configured response or flow.

Determine if we should search the knowledge base for the answer.  
Intelligently incorporates conversational context during search.

Fall back to a very chatty Gen-AI response, with guardrails.  
Handles general pleasantries and out-of-domain questions.

How it works



Agent Avatars
AI for Training Employees



Conversational AI for banking

A few more (of many) compelling LLM use cases in banking…

LLMs thrive in ‘text in, text out’ scenarios: language understanding, analysis, and creation

Realtime Coaching & Conversation Analysis

Contract & Legal Analysis

RFP / RFI Management

Personalized Marketing Insights

Vendor Risk Management

HR/Training + Learning & Development



Closing: So how 
should FI’s react?
Tips for your AI journey



Beware of rocket cars



Don’t Skimp
[on the things that matter]



Get your feet wet 
[if you haven’t yet]





Thank you!
Karan Kashyap, Co-founder & CEO
www.posh.ai
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