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WHAT JUST HAPPENED?



ACCELERATING ADOPTION, STALLED TRANSFORMATION

ADOPTION OF DIGITAL 
FINANCIAL SERVICES 
SKYROCKETED 
IN 2020–2021.

This “crash course” in digital 
transformation exposed weaknesses 
and opportunities for credit unions. 

Sources: Cornerstone | Ron Shevlin, Forbes | FIS | Digital Banking Report



MEMBER EXPERIENCE & ENGAGEMENT

CONSUMERS HAVE 
COME TO EXPECT 
SEAMLESS 
OMNICHANNEL 
DELIVERY AND 
24/7 ACCESS
TO DIGITAL 
TRANSACTIONS 
AND TOOLS. 

22% of credit union members 
would switch financial institutions 
over innovation, including 
30% of millennials.

Dissatisfied credit union members 
are three times as likely to be 
unhappy with their mobile 
banking options as dissatisfied 
bank customers.

Sources: PYMNTS | PSCU



CALL CENTERS & REMOTE MEMBER SERVICE

Members want digital access 
AND personal interaction. 

DURING BRANCH 
SHUTDOWNS, 
CALL CENTERS 
BECAME THE NEW 
FRONT LINES FOR 
SERVICE DELIVERY.

of consumers prefer 
to solve urgent issues 
by calling.

of consumers prefer 
to call support as their 
first choice to get answers.

57% 

58% 

Source: Accenture



TRUSTING TECHNOLOGY

Sources: nytimes.com  |  forbes.com  |  cnet.com



TRUSTING TECHNOLOGY 

Sources: thegardian.com. |  nytimes.com  |  protocol.com



THE CHALLENGE: DIFFERENTIATING IN A DIGITAL AGE

DIGITAL DELIVERY, 
ESPECIALLY SELF-SERVICE, 
CAN FLATTEN EXPERIENCE 
AND MAKE IT DIFFICULT 
FOR CREDIT UNIONS TO 
STAND OUT.

Sources: PYMNTS  |  PSCU |  EY



IT’S NOT THE TECH

IT’S THE TRUST.



TRUST IS THE DIFFERENTIATOR

Start from the user point of view

The user’s perspective

The user’s problems

The user’s assets and investments—social, 
emotional, community

The precarity of the user, and the possibility

For greater empowerment

For wellness across all dimensions

Invest in trust, not just technology.
Design for experience. 
Design tech that is adaptive
Design for integration, 
cohesion, and interoperability.
Design for handoffs.
Beware of mixed messages.

Sources: PYMNTS  |  PSCU |  EY



RECENT RESEARCH FROM THE TECH CENTER

Chatbots

ATM

Algorithms

Toward a new governance 
model for data

Toward a new organizational 
model for credit scoring

F I L E N E .ORG / T ECH



CHATBOTS & VIRTUAL ASSISTANTS

For a growing proportion of routine financial 
transactions, automation has replaced 
human interaction. 

People like the promise of bots for a 
modern, organized life. 

Good for trustworthy information gathering.

Low expectations means there is an 
opportunity to surprise members.

Members value credit union relationships 
for human scale and trustworthiness.



THE FUTURE OF THE ATM

Can ATMs provide access, 
support, and visibility in 
areas where branches 
may close?

Can ATMs serve as a 
bridge between digital 
and retail strategies?



AUTOMATION & THE PROMISE OF AI

AI’s first use case: automation—especially 
in back-office functions: document processing, 
fraud detection/response, compliance.

Today, the meaning of AI is shifting from 
artificial to augmented intelligence—not 
replacing but supporting and enhancing 
human decision making.

But AI re-introduces old challenges.

Artificial intelligence (AI) = umbrella 
term for range of technologies that try 
to replicate human reasoning, learning, 
or decision-making. 

AI is about pattern recognition. 



REDLINING





REDLINING

YOUR ZIPCODE
SHOULDN’T PREDICT 
HOW LONG YOU’LL 
LIVE BUT IT DOES.

Source: Health Happens Here



CONSUMER PROTECTION & AI-DRIVEN FINANCIAL SERVICES

Consumer privacy and the right to refuse to 
participate without corresponding harm or 
denial of access

Bias in data sets and in algorithmic processes

Lack of accountability in how discriminatory 
and consequential algorithms are constructed 
and implemented



DATA GOVERNANCE & DATA TRUSTS

Even if we want to do better, we are 
impeded by current data architectures 
and organizational arrangements…

…with each other

…with cores

…with CUSOs

Things we might be able to do:

more efficient processes

better fraud detection 
and responses

more inclusive credit 
evaluation and 
risk management

better, smarter, more 
humane collections



TOWARDS DATA JUSTICE: A NEW ORGANIZATIONAL MODEL

Algorithmic observatories

Empaneling community boards, 
with local credit unions, to:

share experiences

monitor marketing

devise strategies to avoid 
predatory digital inclusion

co-create with credit
unions new strategies 
for credit scoring



QUESTIONS TO ASK YOURSELF

Strategy should drive your technology—not the other way 
around.

How do the trends, challenges, and opportunities in the 
digital transformation of financial services align with your 
growth and innovation priorities? Where are there potential 
gaps in your strategy?

How have your members’ behaviors and expectations 
changed over the last 12-18 months? What does exceptional 
digital experience look like to them? 

What does “digital culture” look like for your organization?




