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Overview and abbreviated summary of key messages

In this report, we analyze the challenges and key trends for the credit unions in the United States. This report also presents key
takeaways on how credit unions can accelerate their digital transformation journey and visualize the future state of this industry.
Technology & customer preferences are changing rapidly, and it is imperative that credit unions keep pace with this change.

Some of the findings in this report, among others, are:

Investment in e Credit unions need to invest in digital channels to orchestrate better experiences and gain traction
digital channels among members
e Advent of millennials and digital offerings from banks pose a stiff competition to credit unions

Legacy systems e Legacy systems and limited IT budget are the roadblocks to go digital

roadblock e Major chunk of IT budget goes in maintenance of these legacy systems

e Reimagine the ways of working by forming a partner network to pool resources among credit unions

Partner network

e Run costs can be mutualized and savings could be utilized for improving member experience
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This study offers a deep dive into credit unions market; below are
four charts to illustrate the depth of the report

Drivers of change in the credit unions industry

Emergence of millennials

Key demographic for all credit unions due to their
growing income and need for credit

High regulatory costs

Increasing compliance and regulatory costs,
coupled with lower interest rates, are squeezing
the margins and putting pressure to cut costs

The new context

Legacy system —roadblock

Many credit unions are running on legacy core
banking systems that are slow to respond to market
needs and are expensive to maintain
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|Annua| tech spend by Top 4 banks is five times that of all credit unions
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Technology spend

Emerging spend areas for credit unions to drive digital transformation

Automation

Customer experience
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Additional research references

The following documents are recommended for additional insight on the topic covered in this report. The recommended documents either
provide additional details or complementary content that may be of interest

1. Digital Effectiveness in Retail Banking | Focus on Banks in the United Kingdom and Europe: Identifying Digital Banking Leaders in the Open
Banking Era (EGR-2018-31-R-2641); 2018. In this research, we analyze the customer-facing digital investments for 20 European retail banks. These
banks have been mapped on Everest Group’s Digital Effectiveness Assessment model, which is a composite index of a range of distinct metrics related
to each bank’s capability maturity and the resultant business outcomes

2. Handbook on Building SUPER Banking Experiences (EGR-2018-31-R-2849); 2018. In this research, we study the experience-centric investments
of 40 global banks. Banking is increasingly being embedded in customer activities since it is an enabler. The role of banks has been studied as they
become lifestyle experience orchestrators. Banks are focusing on the power of the three E’s — experience, efficiency, and ecosystem — to enable their
transformation journey

3. Guide to Building and Managing the Banking Innovation Ecosystem (EGR-2018-31-R-2842); 2018. In this research, we have studied the
ecosystem-centric investments made by 40 global banks over the last two years. The scope revolves around the reasons why banks are investing in
the ecosystem, followed by the four key pillars of the banking ecosystem, and the prescription for success in orchestrating the ecosystem

For more information on this and other research published by Everest Group, please contact us:

Aaditya Jain, Practice Director: aaditya.jain@everestgrp.com
Ronak Doshi, Practice Director: ronak.doshi@everestgrp.com
Kriti Gupta, Senior Analyst: kriti.gupta@everestgrp.com
Pranati Goswami, Senior Analyst: pranati.goswami@everestgrp.com
Rahbare Islam Nayyer, Senior Analyst: rahbare.nayyer@everestgrp.com
Supratim Nandi, Senior Analyst: supratim.nandi@everestgrp.com

Website: www.everestgrp.com | Phone: +1-214-451-3000 | Email: info@everestgrp.com
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About Everest Group

Everest Group is a consulting and research firm focused on strategic IT, business
services, and sourcing. We are trusted advisors to senior executives of leading
enterprises, providers, and investors. Our firm helps clients improve operational

and financial performance through a hands-on process that supports them in making
well-informed decisions that deliver high-impact results and achieve sustained value.
Our insight and guidance empower clients to improve organizational efficiency,
effectiveness, agility, and responsiveness. What sets Everest Group apart is the
integration of deep sourcing knowledge, problem-solving skills and original research.
Details and in-depth content are available at www.everestgrp.com.
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