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MAKING SENSE OF DISRUPTION

THE RACE IS ON

Technology is evolving faster than ever,
and the pressure to keep pace is relentless.

Member expectations are shifting—
Consumers demand seamless,
digital-first experiences.

Slow adoption isn’t just a hurdle—
it threatens long-term relevance.

Digital capabilities will define success—
Credit unions that invest in digital
transformation will lead in the future.

Filene Research Institute




WELCOME

ABOUT FILAB

Faster identification and adoption
of proven solutions that...

>
Sgih ...drive credit union
ﬂh growth and...
Empower credit unions to lead with 4} 4} L
...deepen credit union
innovation by scouting, testing, and h%‘ﬂ i acl?c i communities
accelerating adoption of emerging solutions. P > '

Filene Research Institutgv.



IN THE PAST YEAR

OUR APPROACH IN ACTION

75y -

o= L
o

Monthly Spotlights, 35-50x more social 140k+ views of positive
focused on top CU media engagement credit union content
strategles 58% members open 1,628 members received
170+ Emerging to CU subscriptions retirement education
solutions 25%+ cuts in dispute 15+ testers extended
85 Applications processing time post-pilot

Filene Research Institute
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ABOUT FILAB

TWO TRACKS

>
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Gives credit unions the tools, tech,
and strategy to grow effectively,
sustainably, and at scale

A

- -
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P
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Helps credit unions continue their
mission of serving communities with
innovative, people-first solutions

>

i
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ABOUT FILAB

ADVANCING TESTING CAPABILITIES
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Ll ®sexagens T verTicE A Senso « Changed flow Blockchain Subscription-Bazed
~— DIGITAL ENGAGEMENT EXPLORING NEW OPPORTUNITIES
> 3 Years of Testing:
< D) pocketnest ~ sales Subscription-Based Rethinking . g
> hel Pricing Models Physical Space 17 Solutions | 81 Testers

Filene Research Institute




ABOUT FILAB

THANK YOU TO OUR SUPPORTERS

.....

C CREDIT UNION OF Credit Union \ l ' /

Z= Affinity’ = Altura’ 3. Chartway HTEXAS  CreditUnionl  [aiNl DCUC
£
selements  wwmne  WW/IHMVCU  LAKETRUST MCU | msufcu
CREDIT UNION DIVEPNGEEEN | MSUFEDERAL CREDITUNION
: - ( ® R ROYAL
Tpen @ OregonState  ORIGENCE  SPatelco g SROUP. rize I ::
SCHOOLSFIRST | ) Suncoast Funitus VISIONS 0 1y | VISA & Westerra
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CREDIT UNION GOALS

TOP 6 STRATEGIC PRIORITIES

H B 2 © @ &

Membership Deposit Loan Enhanced Decreased Improved
Growth Growth Growth Member Risk Operational
Experience & Fraud Efficiencies

Filene Research Institutgv.



ABOUT FILAB

PATH TO TEST SELECTION

Solution partners received application

Ooooooao

Tests applications received and reviewed

Tests selected for menu

Tests selected to test

Filene Research Institutgv.
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2026 TESTING FINALIST CATEGORIES

& COMPLIANCE EMPOWERMENT & AUTOMATION
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ABOUT FILAB

2026 TESTING FINALISTS BY TRACK
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ABOUT FILAB

2026 TESTING AGENDA

COMMUNITY ACCESS & BUSINESS SUPPORT Supporting small businesses by helping members to shop local

DIGITAL ENGAGEMENT & PERSONALIZATION Improving member experiences through Al

Improving the financial safety of older members
RISK, FRAUD & COMPLIANCE . .. .
+ Forecasting and managing interest rate risk

Enabling flexible earned wage access

MEMBER FINANCIAL EMPOWERMENT

OPERATIONAL EFFICIENCY & AUTOMATION Reducing ?scheatmen’F and reactlvatlr)g dormant members
+ Generating personalized and compliant content at scale

Filene Research Institute




TEST # 1

SUPPORTING
SMALL
BUSINESS

COMMUNITY ACCESS & BUSINESS SUPPORT
g 5 ADVANCING IMPACT

Filene Research Institute
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TEST #1

SMALL BUSINESS IS A BIG OPPORTUNITY

. AR
Small businesses are the Americans want to shop local.2
backbone of the US economy.! . 90° Ave | it [0 A1 /0D
y ?OA beller:/e. it p05|t|veliy
. 99.9% of all impacts their community
US businesses = 65% wish they could

do it more often

= 46.5% of total

private sector = 42% say convenience

employment holds them back

= 43.5% of US GDP

Filene Research Institutgv.


https://www.pewresearch.org/short-reads/2024/04/22/a-look-at-small-businesses-in-the-us/
https://www.lendingtree.com/business/shop-local-survey/
https://strgnfibcom.blob.core.windows.net/nfibcom/Banking-Survey-2023.pdf
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TEST #1

SMALL BUSINESS IS A BIG OPPORTUNITY

. : /TR
Small businesses are the Americans want to shop local.2
backbone of the US economy. - 90% believe it positively
. 99.9% of all impacts their community
US businesses = 65% wish they could
. 46.5% of total do it more often .
private sector = 42% say convenience 1in10
employment holds them back SMBs use credit unions
as their primary
= 43.5% of US GDP financial institutions?

“Help keep us relevant in the community”

— Entrepreneurial Ecosystems Incubator Participant

Filene Research Institute



https://www.pewresearch.org/short-reads/2024/04/22/a-look-at-small-businesses-in-the-us/
https://www.lendingtree.com/business/shop-local-survey/
https://strgnfibcom.blob.core.windows.net/nfibcom/Banking-Survey-2023.pdf
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TEST #1

TEST QUESTION

Can a credit union-branded marketplace

strengthen relationships with SMBs and
AD members, increasing account retention
j and brand loyalty?

—

Filene Research Institutgv.




goodbuy

The Growth Engine
for Small Business
Account Openings

Goodbuy is a game-changing solution for credit unions,
offering a branded-marketplace that connects your Small
Business accounts with your individual members.
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UPTO 20% OFF

community-based

GOOD

FAST@MPANY SR Entrepreneur e Forbes



DIGITAL ENGAGEMENT & PERSONALIZATION

Filene Research Institute
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TEST #2

TECH OPPORTUNITIES

23% of Gen Z and bridge millennials say they choose an Fl
based on self-service convenience and user experience.!

Up to 40% of time goes to admin tasks, increasing burnout
and human error.2 Employees often juggle up to 18 different
systems to serve a single member interaction.3

The most digitally advanced financial institutions report up
to twice the annual revenue growth as the least advanced.?

Filene Research Institute



https://www.pymnts.com/study/how-cus-can-drive-engagement-with-self-service-banking-innovation/
https://slack.com/blog/productivity/transforming-productivity-and-collaboration-ai-for-work
https://savanainc.com/credit-union-unified-operations-emily-steele/
https://www.alkami.com/resources/research/reports/digital-sales-maturity-model/
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TEST #2

TEST QUESTION

/

How might credit unions harness
agentic Al to deliver radically smarter,
more seamless, and more human-
centered member experiences?

Filene Research Institutéx.
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TEST #2

DISCOVERY: AGENTIC Al

Autonomous system that acts
independently to achieve goals

Performs complex tasks without
constant human oversight!

Member experience
Operational efficiency
Employee enablement
Compliance & responsible use

Strategic planning and
path to adoption

Filene Research Institute

Explore top employee and
member pain points

Build and test PoCs
Gather feedback

Create credit union roadmap
for Agentic Al application



https://aws.amazon.com/what-is/agentic-ai/

ADVANCING IMPACT

’D 3 2
¢

IMPROVING
FINANCIAL SECURITY
OF ADULTS

TEST # 3
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TEST #3

THE STATE OF RISK & FRAUD

Financial Fraud is Escalating Rapidly NUMBER OF FRAUD, IDENTIFY THEFT, & OTHER REPORTS
$12.5B in losses reported in 2024, up 25% from

2023. Cases have nearly doubled since the pandemic.?

7

= &
Credit Unions Disproportionately Impacted g ]
56% of mid-size banks and CUs reported over =
1,000 fraud cases last year; 9%—20% more than % 4
enterprise banks or fintechs.? § R
The Scam Landscape is Shifting 2
Investment scams led 2024 losses ($5.7B). .
Younger adults report more losses; older
adults lose more per incident.1 ° 20 2004 206 2008 200 202 20w 2% 18 200 22 202

Filene Research Institute



https://www.ftc.gov/news-events/news/press-releases/2025/03/new-ftc-data-show-big-jump-reported-losses-fraud-125-billion-2024
https://use.alloy.co/rs/915-RMN-264/images/2025-State-of-Fraud-Report_Alloy.pdf
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TEST #3

THE STATE OF RISK & FRAUD

@ 5 The Business of Cybercrime
/\:/\ 71% of Fis say fraud comes from financial criminal networks.1:2

|OI1TOOI0
OO ;@g Al's Double-Edged Sword

ONNONORNNON

Although 99% Fls use Al to fight fraud, synthetic ID fraud hit
K sk K sk K a new high of $3.3B in 2024 across loans and credit cards.13
@ Deepfakes Are Surging
° Instant voice changes and emotion mimicry fueled a 1,300%
O increase in deepfake attacks in 2024— driving a 33% spike in
high-risk call center traffic.34

Filene Research Institute


https://use.alloy.co/rs/915-RMN-264/images/2025-State-of-Fraud-Report_Alloy.pdf
https://www.thomsonreuters.com/en-us/posts/corporates/faas-new-fraudsters/
https://www.transunion.com/content/dam/transunion/us/business/collateral/report/GFS-24-3205974-H1-2025-State-of-Omnichannel-Fraud-Report1.pdf
https://www.pindrop.com/research/report/voice-intelligence-security-report/thank-you/%2520%E2%80%8B
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TEST #3

TEST QUESTION

Can a senior-focused financial safety
platform improve engagement and
AD protection for older members while
j strengthening engagement with both those
members and their trusted family contacts?

—

Filene Research Institutgv.
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RISK, FRAUD & COMPLIANCE

A
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TEST #4

MANAGING INTEREST RATE RISK

6% The past three years have had the fastest rate increase in

rates since the 1980s!, pressuring deposits and prompting
> questions for long-term planning.
4%
3% 73% of executives identified net interest margin compression

>o; as a leading factor shaping 2025 strategic priorities.?
1%
The agency’s 2025 report highlights that “high levels of
0% . . . e .
0 H O d N M TN ON©® OO o N Mo interest rate risk can increase liquidity risks, contribute to
o o — — — — i i — i i i (o) N N o N
OO O O O O O O O O O O O o o o o o . . . . .
A TEATEA A TEA TRA A TN TS 2 s s > ) B asset quality deterioration and capital erosion, and put
8 8888888888888 88 48 o3
pressure on earnings
Recession Fed Funds Rate

Filene Research Institute



https://www.tradingview.com/symbols/TVC-MOVE/?timeframe=ALL
https://www.wisbusiness.com/wp-content/uploads/2025/01/2025-State-of-Credit-Unions-Report_final.pdf?utm_source=chatgpt.com
https://ncua.gov/files/oig/oig-top-management-performance-challenges-2025.pdf

TEST #4

TEST QUESTION

Can credit unions use Al-guided balance
sheet modeling tools to proactively
manage interest rate risk and uncover
performance-enhancing strategies?

Filene Research Institutg‘



\@ delfi

Analytics to Execution. One Unified Platform.

Demystifying balance sheets to help credit unions
plan smarter, reduce risk, and unlock growth.

Chartis
M5 , Quantitative
Analytics50 2025




TEST#5

SUPPORTING

FINANCIAL HEALTH

OF MEMBERS

<
%

4

MEMBER FINAN CIAL EMP OWERMENT

S

ADVANCING IMPACT

Filene Research Institute
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TEST #5

MEMBER FINANCIAL EMPOWERMENT

.

S NIV
SRO» P

85% 33% 24%

Need to have at least 3 months
of expenses in emergency
savings to feel comfortable...
Yet only 46% actually do.

Have more credit card debt Have no emergency savings
than emergency savings

Filene Research Institute



https://www.bankrate.com/banking/savings/emergency-savings-report/
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TEST #5

INTENSIFYING CONSUMER NEED

Where do members need support most right now?
= Navigating rising childcare and eldercare costs 12
= Underhousing and housing insecurity 3

= Recovering financially from divorce or job loss 4

= Managing gig income volatility and tax complexity > ©

= Preparing for medical expenses
with poor or no insurance ’

SELF-REPORTED MAIN FINANCIAL CHALLENGES?®
53

29
28 3
13
10 9
I 7

Inflation ~ BasicLiving  Housing  Employment Retirement None
& Prices Expenses & Savings

2016 o 2022 M 2023 W 2025

Filene Research Institute



https://blog.dol.gov/2024/11/19/new-data-childcare-costs-remain-an-almost-prohibitive-expense
https://www.cbpp.org/sites/default/files/4-28-25health-policybrief_0.pdf
https://nlihc.org/sites/default/files/gap/2025/gap-report_2025_english.pdf
https://www.stlouisfed.org/on-the-economy/2024/feb/effect-divorce-workers-incomes
https://www.taxpayeradvocate.irs.gov/wp-content/uploads/2023/01/ARC22_MSP_02_Complexity.pdf
https://www.weforum.org/stories/2024/11/what-gig-economy-workers/
https://www.kff.org/uninsured/issue-brief/key-facts-about-the-uninsured-population/
https://www.federalreserve.gov/publications/report-economic-well-being-us-households.htm
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TEST #5

TEST QUESTION

Can a deposit-linked earned-wage access

card increase account primacy, grow deposits,
boost interchange revenue, and improve

/ financial wellness?

Filene Research Institutgv.



Meet Reset: Earned Wage Access for Credit Unions

Access More Earnings With Reset &
( 9:41 Switch your full deposit to Horizon Valley FCU today!
Hi, Val! O

Spending Limit

*824.30 Good for the Member = Good for the Credit Union

UNTIL PAYDAY ON 5/10

. 0987 ® v Stronger account primacy from requiring ongoing deposits

OVERVIEW PAYDAY

v" More premium interchange on everyday spend categories
Accrued Net Earnings $1,648.60

HOME DEPOT

© Connected C Update

v Members save more money and improve financial stability

{3 Available Balance $412.88
HORIZON VALLEY FCU

©  Upcoming bills -$192.56
Verizon -$64.32

Tomorrow

National Electric
2 days -$128.24

H 8 ® @

Dashboard jons  Income
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TEST #6

OPERATIONAL EFFICIENCY & AUTOMATION

Americans has Returned to Unclaimed assets Dormancy
unclaimed owners by state held by state requirements for
property? programs in 20242 teasurers? transitioning funds

to states*

Filene Research Institutgv.


https://nast.org/wp-content/uploads/unclaimed-property-day-returns-money-to-americans.pdf
https://nast.org/wp-content/uploads/naupa-release-annual-report-oct-29-2024.pdf?utm_source=chatgpt.com
https://www.cnbc.com/2023/02/01/how-to-check-if-youre-owed-a-share-of-70-billion-in-unclaimed-assets.html
https://unclaimed.org/property-type-savings/?utm_source=chatgpt.com
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TEST #6

TEST QUESTION

Can digital outreach campaigns reduce
escheatment rates, retain deposits,
and re-engage dormant members more
effectively than traditional methods?

Filene Research Institutg‘



Activating Dormant Members with Ribbon Escheatment Ribbon

80%

Ribbon runs machine learning and Al-powered outbound campaigns dormant accounts activated & retained

with email and SMS to proactively activate members.

Rbbon $190,485

Escheatments value of deposits retained

22 Inheritance Cases
% Condolences Ribbon Retention

@ Escheatments

Deposits Retained Total Deposits Targeted Accounts Retained Total Accounts Targeted
$204,149 $441,993 38 81
47.2% 88.9% 47.2% 88.9% 2 2 O + h o u rS S ave d
Dormancy Overview avg 2 hours per escheated member
Total Dormant Deposits Total Dormant Accounts
$501,993 S I
89 Accounts Decease d Pending Inactive Ribbon Activated

Trusted by Credit Unions like:
Q, Search € Pause Activation Campaign

FirstCity on Con
Account Holder Account Balance Account Type Last Active Correspondance Account Status \ ARLINGTON COMMUNITY

CREDIT UNIDN FEDERAL CREDIT UNION
Josiah Lowes $18,566 Savings 3/12/2022 7/15/2025

2())
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TEST # 7

IMPROVING
MEMBER

COMMUNICATIONS

OPERATIONAL EFFI

%

<> QP

>§>4 DRIVING GROWTH
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TEST #7

PERSONALIZATION

PERSONALIZATION HAD HIT AN INFLECTION POINT* = 71% of consumers now expect personalized

Most companies treat interactions, and 76% report feeling frustrated

me as a unique individual when those expectations aren’t met.?
44% = 53% of consumers explicitly expect their financial

569 provider to leverage their personal data to create

a more tailored and relevant experience for them.3

. = Only 21% of credit unions exhibit personalized
Most companies treat

me as a number content in their digital experiences, with most

2020 2022 2023 2024 presenting generic content tailored to all users.!

Filene Research Institute



https://www.businesswire.com/news/home/20221107005465/en/Finalytics.ai-Releases-2023-Report-on-Digital-Experience-at-Top-100-Credit-Unions
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/the-value-of-getting-personalization-right-or-wrong-is-multiplying
https://thefinancialbrand.com/news/personalization/5-emerging-trends-in-personalization-and-cx-for-2025-185743
https://www.salesforce.com/eu/resources/research-reports/state-of-the-connected-customer-2022/
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TEST #7

TEST QUESTION

Can an Al-powered content platform improve

AD marketing team efficiency, campaign
effectiveness, and regulatory compliance, while

j enabling more personalized communications?

—

Filene Research Institutgv.




No PIl and No Data Integration Required

VERTICE Al

5 COMPOSE

Create Personalized, On-Brand, & Compliant
Marketing in Minutes

« Streamline marketing to move faster

» Scale personalization without adding staff
« Boost member engagement

« Strengthen brand consistency and trust

 Automate compliance checks to reduce oversight



FILAB 2026 TESTS

TESTING AGENDA

COMMUNITY ACCESS & BUSINESS SUPPORT DIGITAL ENGAGEMENT & PERSONALIZATION OPERATIONAL EFFICIENCY & AUTOMATION

X

QOOdbug AGENTIC Al

RISK, FRAUD & COMPLIANCE MEMBER FINANCIAL EMPOWERMENT

s-* Carefull vdel Reset

Filene Research Institutgv.

VERTICE Al
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FILAB 2026 TESTS

NEXT STEPS

— SHARE LEARNINGS —

Sponsors selected test Credit union cohorts will Findings will be shared
topics from a Filene start testing solutions with with Filene members
finalist list, narrowed support from Filene and and the broader
from nearly 200 growth solution partners. stakeholder network.
and impact options.

Cohort calls will support Consideration for
Filene finalizing test plans collaboration, shared next steps and scaling
and recruiting credit union learning, exploration opportunities will
testing cohorts. and evaluation of be evaluated.

solution benefits.

AUG—
DEC
2026

Filene Research Institute




WHAT'S NEXT?

FILAB’S 2025 LANDSCAPE REPORT

Et.Ef REPORT SERIES FILENE.ORG/647

E = B

Make sense Prioritize what Discover
of the disruption matters most pathways forward

Filene Research Institutgv.



WHAT'S NEXT?

FILAB SEMI-FINALISTS

4‘4444

1;‘44‘4‘. E

BLOG FILENE.ORG/2026SEMIFINALISTS

Our 2026 FiLab Testing Semi-Finalists showcase opportunities
to pilot emerging technologies and human-centered approaches
that advance impact and drive growth and help credit unions

achieve their top strategic priorities.

Filene Research Institute
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QUESTIONS?
el



mailto:mckayeb@filene.org

THANK YOU!




