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WELCOME

TODAY’S AGENDA

Welcome and Introduction

Findings from Filene: What Matters Most
—O0 Stop chasing trends and build a member-first strategy

—o0 Six steps toward digital transformation

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

—O How are you addressing the future of technology?
—O How are you setting priorities?

—O0 How are you using technology to advance your strategy?
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THE FUTURE OF TECHNOLOGY FOR CREDIT UNIONS

STRATEGIC PRESSURES FOR 2021 & BEYOND

DIGITAL TRANSFORMATION EXTREME VALUE & BUSINESS THE BALANCE SHEET CRUNCH
& CURBSIDE DELIVERY MODEL INNOVATION Shrinking net-interest margins,
The changing service model and challenge of Financial well-being and social impact pressure to control costs and grow
differentiating in digital/mobile channels as value prop differentiators non-traditional (non-interest) income

NAVIGATING UNCERTAIN & DYNAMIC THE INFRASTRUCTURE PLAY THE FUTURE OF WORK
EXTERNAL ENVIRONMENTS Building interoperability, Distributed and hybrid work environments,
Grappling with risk, building organizational eliminating silos, innovating and attraction and retention, re-training and
resilience for the future harmonizing legacy systems up-skilling, team engagement
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THE FUTURE OF TECHNOLOGY FOR CREDIT UNIONS

FROM SHINY OBJECTS TO MEMBER-FIRST DESIGN

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.
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THE FUTURE OF TECHNOLOGY FOR CREDIT UNIONS

FROM SHINY OBJECTS TO MEMBER-FIRST DESIGN

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.
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THE FUTURE OF TECHNOLOGY FOR CREDIT UNIONS

STEPS TO CREDIT UNION DIGITAL TRANSFORMATION

Offer members a basic digital experience.
The Future of Digital Transformation for Credit Unions: 0
Focus on user experience, rather than products & services.

Build architecture to support flexible partnerships.

tigital ex

Make the back office more efficient.

Facilitate collaboration instead of siloes.
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Use technology to facilitate and deepen differentiation
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VIEW FROM CREDIT UNIONS

WELCOME

Amber Smalley David Birky Kristin Shultz Michael Spink
Director — Digital Strategy EVP Chief Strategy Officer President/CEO SVP, Research + Development
BECU Interra Credit Union NRL Federal Credit Union Local Government FCU
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WANT MORE?

DIVE DEEPER

The Future of Digital Transformation for Credit Unions:

Why Invest in Technology?

THE PACE OF TECHNOLOGICAL CHANGE IS ACCELERATING

OF RANKING EXECUTIVES
= are concerned abost the SPEED OF TECHNOLOGICAL
!j ! 81% CRANGE-mare than aay otber indusary sectst,'
3 i Dissatisfed crodit
m S— The future of financial services o Sy AW TECHNCLDGIES WL CONTUE T DR ey
OVERVIEW o X . 660 1HE cLoRN BARONG SPHERE fo the pest e yours 1o be unbappy with
is digital. This report provides e et anor's
MOBILE BANIING
concrete action steps in the form B AT SAN it it TN TR oPnOKS a5
As credit unions scan the 59%  suanorases mnnins woset wutse sea0” b1 2025 assatisted bask
future and make decisions of a road map to a digital future. I
about technology adoption A AND FINANCIAL INSTITUTIONS HAVE NO CHOICE BUT TO ADAPT.
and whare to invest resources, Included is a summary report,
this report provides guidance, o Nearly 80 of fnancial industry leaders salé that COVID-19 HAS UNCOVERED
actionabie insights, and 8 step-by-step road map, guide to B0 GiouTconines N IHER SHINIATONS DAL CAPILTIES* ok seuslpamn minmcend

CONSIDER SWITCHING FINANCIAL
INSTITUTIONS OVER INNOVAIION,
Inclading 30% of Millenaials ¢

step-by-step guile to balance
tradeofts, understand what

partnerships, and an infographic

2 . ’ S O/~ O, o FINNCIAL IRSTITUTIONS TECH AND LI BUDGETS alresdy go towaed
bbb highlighting the reasons credit 60%- 65%  rather '
table stakes, and which ocnes
offer opportunities to differentiate unions need to develop and

product and service offerings.

invest in their digital strategy.

of fnancial services executives say of companies that are wedl-peepared
P Consumer expectations for financial institutions 1t will be extremmely importast or critical for Gigital Wrassiacmation have appoiated
g 3 1o IMPLEMENT AL IN FIVE YEARS. A CHEF DIGITAL OFFICER OR EQUIVALENT.*

SUMMARY are swiftly evolving, in response to the breakneck

pace of innovation. In a 2019 survey, 81% of banking

CEOs said they were concerned about the speed of

4 : INVESTMENTS STAND TO BENEFIT IN THE NEAR- AND LONG-TERM

technological change (PwC 2019), while nearly 80% . > - =

of financial industry leaders surveyed in 2020 reported . “»

that COVID-19 had uncovered shortcomings in their 75% Fae some players, INVESTMENTS IN

institution's digital capabilities (The Economist 2020). L“.'l'z. N e tion of . i 'Nw'm.::mm
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With challenger banks and fintechs poised to increase ™ pectiolie.” sesponse to the COVD-19 crisis.

their market share by appealing to consumers with

frictionless, mobile convenience, how can credit 699

unions compete?

trents the past . Digital fancl services cas alss
Sew years have, in recent times, DEMONSTRATED RESILIENCE against new compeSitive IMPROVE FINANCIAL INCLUSION
entrants, margin comprestion,and snprecedented secectainty.! for the 22% of Americans why
e andasked wad uaderbatked *
*
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Want to learn more?

Visit filene.org/learn-something
for the latest research and

innovation from Filene.
REPORT NO. 536

Have questions or comments
about today’s presentation?

Contact Filene’s Senior
Director of Research.

TAYLOR C. NELMS
taylorn@filene.org




