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Introduction

Artificial Intelligence (Al) is reshaping how we live and work - changing
expectations, opening new opportunities, and raising important questions.

For membership organisations, Al is more than a tech trend: it's a practical toolkit
for better engagement, smarter decisions, and future-ready services. As
technology rapidly evolves, understanding its real-world impact is now essential for
every membership leader.
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People-first, ethical, and practical Al

At Agentic Consulting, we see Al as a tool to empower membership professionals -
not replace them. Our goal is to help you use Al transparently, ethically, and in ways
that genuinely support your community. We start with member needs, maintain
strong oversight, and design systems that build trust and inclusivity.
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What i

You already encounter Al every day - from Netflix recommendations and search engines to
voice assistants and email filters. For membership organisations, Al opens up hew ways to
enhance member experience, boost efficiency, and unlock valuable insights - when used
thoughtfully.

At Agentic Consulting, we take a broad, practical view of Al. There’s no single definition: for
some, Al is about human-like intelligence in machines; for others, it's any technology that helps
solve real problems and improve processes. Whether it's advanced machine learning, language
models, or automation, our focus is on choosing solutions that are transparent, ethical, and
genuinely useful for your members and staff.

For us, Al is a flexible toolkit - best used with purpose, clear governance, and a commitment to
people at the heart of your strategy.

The History of Al

Early exploration Al goes mainstream

Simple problem-solvin . Deep learning powers
i e A milestone P 9 pow
programs and the first speech recognition, image

Y R Vend neural networks emerge IBM's;dDeﬁp Blus defgats analysis, and chatbots
machine intelligence” an world chess champion
J 1960s - 1970s b 2010

introduces the Turing Test Garry Kasparov

1950s ® 1997 ®

! !
: :

1956 ‘ 2000s ‘

Al gets its name The data era

The concept is
born

Alan Turing proposes

“Artificial intelligence” is 1980s Big data and faster 20295
coined at the Dartmouth Machine learning hardware fuel rapid Generative Al
Conference - Al research foundations progress in Al and ML arrives
begins Advances in algorithms Al creates content, answers
and computing make ML questions, and automates
possible tasks in daily life and work

Al isn't a silver bullet, but a set of evolving tools - most effective when guided by
clear goals and strong governance.




Exploring today’s Al
technologies for membership

Al is a broad and fast-evolving field, but several core technologies are already transforming
how organisations operate and deliver value. Understanding these building blocks can help
membership professionals spot opportunities, ask the right questions, and plan for the
future.

Agentic Al and autonomous agents

Agentic Al enables systems to plan, decide, and act
on tasks independently, handling processes
proactively within defined rules and oversight.

Generative Al

Generative Al allows organisations to create
entirely new content—such as text, images, or
audio—based on what it has learned from data.

~ Large language models (LLM)

Draft tailored newsletters &
Large language models enable organisations to summarise complex documents

generate, summarise, and interpret complex text, into easy member updates
supporting staff and members with instant,
accurate information.

° Natural language processing (NLP)

. A Virtual Assistant (chatbot) can answer member
Natural language processing allows questions instantly, while Al analyses surveys to
computers to interpret, understand, and identify key themes & sentiment

respond to human language—both
written and spoken.

° Machine learning (ML)

Machine learning enables systems
to learn from historical data,
identify patterns, and make
predictions or automate decisions.

Spot members likely to lapse & recommend
relevant events or training based on their

interests
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Al in action: Membership scenarios

Always-available Intelligent Virtual
Assistant for members

As technology evolves, today’s virtual assistants offer much more than basic
chatbots - providing smarter, more personalised support for your members.

Over 50% of member interactions
with bots happen outside normal
business hours.

Memberwise Digital Excellence Survey (2024)

The Challenge

Members often have questions and need support outside of office hours - whether
it's renewing, finding resources, or understanding their benefits.

The Al Solution

Launch a Natural Language Processing (NLP)-powered virtual assistant on your website.
Unlike traditional chatbots - which are often limited to set responses - modern virtual
assistants can hold more natural conversations, understand context, and learn from
previous interactions. Available 24/7, a virtual assistant can handle routine queries like
“How do | reset my password?” or “Where can | find the latest CPD resources?”, instantly
guiding members to the right webpages, forms, or documents. For more complex or
sensitive issues, the virtual assistant knows when to escalate to a human adviser during
office hours, ensuring members always receive the right support.

- Members receive faster, more accurate, and context-aware answers at any time -
improving satisfaction and engagement.

- Staff are freed from repetitive enquiries and can focus on complex or high-value
member support.

« Insights from virtual assistant interactions help identify content gaps and shape
ongoing improvements to member resources and FAQs.
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Things to consider when
adopting Al

Before integrating Al into your membership organisation, keep these important
factors front of mind:

e Staff use of Al

Staff may already be using free or personal Al tools for work, sometimes without
oversight. It's important to identify what is being used, assess the risks, and ensure
that all Al tools align with your organisation’s standards and values.

e Data storage and organisation

The effectiveness of Al depends on having well-organised, high-quality data. Ensure
that your data is securely stored, properly organised, and accessible to authorised
users. Good data hygiene supports more accurate and reliable Al outcomes.

Accuracy and reliability

Al systems can produce errors or misinterpret information. Always have processes
in place to check Al outputs, especially when it comes to key member
communications or decisions.

e Intellectual property (IP) and copyright

Be aware of ownership issues around Al-generated content. Confirm you have

the right permissions for all materials shared with members or published
externally.

e Data privacy and GDPR

All uses of Al and data must comply with data protection laws, including UK

GDPR. Collect only the data you need, be transparent with members, and respect
their control over their own information.

e Bias and fairness

Al can unintentionally reinforce biases if not carefully monitored. Regularly check

for fairness and ensure your systems are inclusive across different member
groups.

e Guardrails and governance

Establish clear policies for how Al and member data are used. Define which tools

are approved, set expectations for responsible use, and outline when human
intervention is required.

Transparency and explainability

Members and staff should always know when Al is being used, and have access
to clear explanations about how decisions are made and who is accountable.

Human oversight

Use Al to support professional judgement, not replace it. Maintain clear routes for
human involvement in sensitive, complex, or high-impact decisions.
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Al in action: Membership scenarios

The virtual librarian: Al-powered
knowledge assistant

As Al advances, virtual librarians powered by LLMs deliver faster, smarter, and more
intuitive content discovery for your members.

!

62% of organisations using Al-powered
knowledge tools saw a significant boost
in member or customer engagement
with their digital resources.
Salesforce’s State of Service (2024)

"7—-—-,,

o (g ,
NS
The Challenge

Members have difficulty searching a growing digital library for specific articles,
research, or policy documents.

The Al Solution

Deploy a virtual librarian tool powered by Large Language Models (LLMs) and semantic
search. Members can simply type or ask questions in plain English - just as they would
when speaking to a real person. For example, a member might ask, “What are the best
resources for first-time trustees?” The virtual librarian quickly searches across all your
digital content and surfaces the most relevant articles, guides, and webinars. This not
only saves members time and effort but also makes it much easier for them to find
tailored, high-quality resources whenever they need support or guidance.

« Members find what they need in seconds, boosting engagement with membership
resources.

» Staff spend less time responding to repetitive “where can | find?” requests.

« Insights from member searches reveal gaps in available resources and inspire new
content.
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Be transparent with members about when they're interacting with Al, and always provide a
clear route to human support for complex or sensitive issues.

Strengthen member connections
through thoughtful Al use

« Clear signposting: Let members know when they are communicating with a bot versus a
person, and offer an easy handover to a human for anything nuanced.

« Human-centred escalation: Ensure sensitive or emotionally charged queries are always
referred to a real person, not left with Al.

» Feedback loops: Collect and act on feedback from both members and staff about their Al
interactions, using this to improve both systems and relationships.

» Staff reassurance and involvement: Recognise that staff may feel anxious about Al, and
actively involve them in planning and training. Emphasise that Al is designed to enhance
their work - not replace their roles.

« Maintain the community spirit: Use Al to support community-building (such as
recommending peer connections or events), but always keep space for genuine, person-
to-person interaction.

The future of membership is powered by both smart technology and genuine
human connection. Striking this balance will help your organisation deliver real,

lasting value for every member.
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Al Adoption Roadmap

Al adoption is a journey, not a one-off project. By taking these steps, you'll be in a strong
position to deliver practical results, manage risks, and keep your members at the heart of
every innovation.

1 Understand your starting point

Begin by reviewing where your organisation stands with digital tools and data.
What systems and processes are already in place? How is data currently managed,
and what is the appetite for change?

2 Map current activity and challenges

Audit existing uses of automation or Al - however small - across all teams. Identify
routine pain points, resource constraints, and gaps in member experience that
could benefit from smarter solutions.

3 Create a cross-departmental working group
Bring together colleagues from IT, member services, communications,
compliance, and leadership. This helps you explore opportunities, spot overlaps,
and ensure Al projects are aligned with the wider organisational context.

4 Explore the full scope and potential

Encourage open discussion about what Al could mean for each area of the
organisation - not just in automating tasks, but in improving member engagement,
insight, and value. Consider potential risks and ethical implications early.

6 Align with strategy and vision
Reflect on how Al fits into your organisation’s long-term goals. How could it help
achieve your mission or transform the member journey? Keep the strategic “big
picture” in view, not just quick wins.

7 Assess the direction of Al and sector trends
Stay informed about advances in Al technology and how other membership
bodies are approaching adoption. This will help you anticipate changes and avoid
being left behind.

8 Develop your Al roadmap

Based on your findings, set out clear, phased priorities. Start with a manageable
pilot or proof of concept, set success measures, and build in opportunities for
review and learning. Communicate progress and lessons learned across the
organisation.
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Al in action: Membership

Predictive modelling for member
retention

As Al advances, machine learning uncovers deeper member insights - helping you
spot retention risks and understand behaviour.

”"/‘/ [ S By 2025, organisations using
] iy, predictive analytics will reduce

5 "Z‘/' oy customer churn by up to 20%.
Tk (‘f‘ ; Gartner, 2024
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The Challenge

The organisation wants to reduce member churn but struggles with disparate,
unclean data sources and lacks reliable ways to identify who is truly at risk of
leaving.

The Al Solution

Apply machine learning (ML) to bring together and cleanse data from multiple sources
- such as event attendance, digital engagement, and renewal patterns. Al can then
analyse these data sets to uncover hidden patterns and predict which members are
most likely to lapse. With these insights, your team can deliver timely, personalised
outreach - such as tailored renewal messages or invitations to special events -
improving retention and better understanding what drives member engagement.

» Retention campaigns are more targeted and cost-effective.

« Renewal rates improve as members receive relevant support before lapsing.

« The organisation gains deeper insight into what drives long-term
engagement.
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Al Glossary

Key Al terms for membership professionals

Agentic Al

Algorithm

Artificial Intelligence (Al)

Automation

Bias

Chatbot

Deep learning

Ethics (in Al)

Explainability

Generative Al
Guardrails (in Al)
Hallucination (in Al)
Human-in-the-loop

Large Language Model
(LLM)

Machine Learning (ML)

Natural Language
Processing (NLP)

Predictive analytics
Semantic search

Sentiment analysis

Training data

Turing Test

Virtual Assistant
(VA or IVA)

Systems that can plan and act independently towards a goal.

A step-by-step set of instructions for processing data.

Computer systems that simulate human intelligence.

Technology performing tasks without manual intervention.
Systematic errors in outcomes due to imbalanced data or models.

An automated tool that handles simple, routine queries using scripted
responses.

An advanced type of machine learning that uses complex neural networks,
often for images or language.

The moral principles and guidelines that govern responsible Al
development and use.

The ability to understand and trace Al decisions.
Al that creates new content (text, images, etc.).

Policies and rules that set boundaries for Al use to ensure safety, ethics,
and compliance.

When Al generates information or answers that are false or made up.

Al processes that involve human input, oversight, or intervention at key
points.

Al trained on massive text datasets to produce human-like language.
Al that learns from data to make predictions or decisions.
Al that understands and generates human language.

Tools for forecasting future trends from data.
Search technology that understands meaning and context.
The process of using Al to determine emotions or opinions in text data.

The information and examples used to “teach” an Al system how to perform
its tasks.

A test of a computer’s ability to exhibit human-like intelligence, where
people can't reliably tell if they’re speaking to a machine.

An Al-driven tool that can understand context, hold more complex
conversations, and carry out tasks - offering personalised support beyond
standard chatbots.
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Al is already reshaping the membership landscape. Used thoughtfully, it can
help your organisation deliver more personal, responsive, and efficient services
- while freeing staff to focus on what matters most: building real connections
with members. Start small, prioritise responsible governance, and keep the
member experience front and centre.

Ready to take the next step with Al?

Al is transforming the landscape for membership organisations - but getting started, or
making real progress, can feel daunting. At Agentic Consulting, we specialise in translating
Al's potential into practical, ethical solutions tailored to your needs.

Whether you're exploring first steps, seeking clarity on risks and opportunities, or ready to
develop a forward-thinking strategy and actionable roadmap, our team can help

Discover the right opportunities for your organisation and members
Navigate data, privacy, and governance with confidence

Build a clear, achievable roadmap for Al adoption

Upskill your team and foster a culture of innovation

Let's start the conversation

Book an initial discovery call or contact us for a no-pressure chat about your goals and
challenges. Together, we can unlock the full value of Al - while keeping people, trust, and
community at the heart of your organisation.

www.agentic-consulting.co.uk O
° ° Agentic

info@agentic-consulting.co.uk
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