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1 COMPETING ON RATES AND FEES IS NOT ENOUGH     

2 CREDIT UNIONS MUST DEVELOP A RAPID
PROBLEM RESOLUTION PROCESS 

SATISFACTION  DRIVERS 2018

85 INFORMATION/COMMUNICATIONS +2

89 ONLINE BANKING -1

89 BRANCH STAFF +3
85 PRODUCTS AND SERVICES +1

89 MOBILE APPLICATIONS +1

79 RATES AND FEES +2

81 BRANCH CONVENIENCE +4

*The branch experience improved 
most. Branch Convenience and 

Branch Staff are up 4 and 3 
points, respectively.
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*Whether a member has a 
checking or savings account, or a
less common product, members 

score Rates and Fees high 
at 81-85.
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*credit unions must execute 
member feedback mechanisms to 

capture unreported problems, 
and develop processes that 
enable rapid and effective 

problem resolution for members.
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BANKS

PRIMARY REASON FOR JOINING A CREDIT UNION

RATES AND FEES HAVE A RELATIVELY MINOR IMPACT ON SATISFACTION

MEMBERS WHO EXPERIENCE A PROBLEM ARE SIGNIFICANTLY LESS SATISFIED


