
#FXT23Brought to you by: 

FinXTech Connect Executive Briefings:

A.I. Contact Center 
Agents - Conversational 
Banking with Directlink Ben Nichols

Directlink



2 + partner with confidence

AI Powered Customer Service
Conversational Banking with Directlink
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The Challenges.

Scaling Your Customer Service Team

Reducing Human Dependence

Availability of 
Specialized Agents

Being Where Your Customers Are

Directlink

Compounding
Difficulties

How does your financial

institution make itself more

available to customers with the

same representative pool while

allowing them to specialize and

increase their value to your organization?
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The (Directlink) Value Proposition.

Directlink

Always-On

Fast & 
Accurate

Compliant

Scalable

Composable
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Intelligent Virtual 
Assistants (IVAs).

Process Improvement 

Improve automation and process flows; 

positively impact the employee experience.

User Experience

Improve customer experience through 

personalization and always-on service. 

Insights and Prediction

Use analytics to identify usage patterns and 

trends, and then optimize for experience.

Seamless Transitions to Advance the 
Digital-to-Human Experience.

+ Live Agent

Text Talk Co-browse
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Directlink’s Conversation Management Flow.

Customer Agent

Conversation 
Interface

Fulfillment Layer 
(APIs & SSO)

AI-to-human 
Transition

Management 
& CMS Portal
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(Actionable) Insights.

Conversation Flow 
Suggests New Content

Evaluate Conversation 
Flow Performance

Optimize Content & 
Conversation Flow
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Regular Business Hours Nights / Weekends / Holidays

Inbound Session

Requests Automated: 55% ROI: 2x in 12-18mo

Directlink

Message Captured

Contained: 50%

Traffic: +10%

Contained: 50%

Inbound Request

Directlink

Session Transferred

Traffic: 100%

High value session Async Follow-up

4) Validation & Friends/Family

3) Content Management

2) Integrations & SSO

1) Implementation Planning

2 Months

Implementation & Impact. 
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Thank You. Booth: 11

+ partner with confidence


