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T O D AY ’ S  A G E N D A

Welcome and Introduction

Findings from Filene: What Matters Most
Stop chasing trends and build a member-first strategy

Six steps toward digital transformation

The View from Credit Unions: A Conversation with 
Filene Think Tankers

How are you addressing the future of technology?

How are you setting priorities? 

How are you using technology to advance your strategy?
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T H E  F U T U R E  O F  T E C H N O L O G Y 
F O R  C R E D I T  U N I O N S



S T R AT E G I C  P R E S S U R E S  F O R  2 0 2 1  &  B E Y O N D
T H E  F U T U R E  O F  T E C H N O L O G Y  F O R  C R E D I T  U N I O N S



F R O M  S H I N Y  O B J E C T S  T O  M E M B E R - F I R S T  D E S I G N
T H E  F U T U R E  O F  T E C H N O L O G Y  F O R  C R E D I T  U N I O N S

Filene spoke with leaders across the credit union system 
and fintech experts about the future of technology. 

Our main finding: the future of financial services is digital. 

Our report does not provide a primer on emerging 
technology, but rather a proposal for how to build 
a credit union that can flexibly explore, assess, 
experiment with, and deliver emerging technology 
that will best serve its members. 

To win the future, credit unions should adopt a 
member-first design strategy with technology 
marshaled to support that effort. 



F R O M  S H I N Y  O B J E C T S  T O  M E M B E R - F I R S T  D E S I G N
T H E  F U T U R E  O F  T E C H N O L O G Y  F O R  C R E D I T  U N I O N S

Take stock of the digital experience 
you are providing to members —
importantly, this is not simply a list 
of products and services available 
digitally, but everything a member 
experiences as they interact with 
your credit union online. 

Stop expecting consumers to seek 
out financial products and services 
on their own. 

Embed your financial services into 
members’ financial lives. 



T H E  F U T U R E  O F  T E C H N O L O G Y  F O R  C R E D I T  U N I O N S

S T E P S  T O  C R E D I T  U N I O N  D I G I TA L  T R A N S F O R M AT I O N

Offer members a basic digital experience.

Focus on user experience, rather than products & services.

Build architecture to support flexible partnerships.

Make the back office more efficient.

Facilitate collaboration instead of siloes.

Use technology to enable your strategic vision.



THE VIEW FROM CREDIT UNIONS:  
A  C O N V E R S AT I O N  W I T H  F I L E N E  T H I N K  TA N K E R S
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D I V E  D E E P E R
W A N T  M O R E ?

TAYLOR C. NELMS
taylorn@filene.org

Want to learn more?
Visit filene.org/learn-something 
for the latest research and 
innovation from Filene.

Have questions or comments
about today’s presentation?
Contact Filene’s Senior 
Director of Research.
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