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Member experience is ho longe
just an option—it’'s a competitiy

advantage.

With digital-first experiences reshaping the financial industry, credit unions need
to rethink how they engage with members. Despite a legacy of strong member
relationships, today’s digitally savvy consumers demand more—seamless,
personalized, and consistent interactions across all channels. Credit unions are at
risk of falling behind if they don’t embrace CX 2.0.

s(@)e 73% of members who feel their credit union cares for their financial well-being are ! —
more likely to stay engaged. But traditional engagement methods are no longer
enough. CX 2.0 offers the tools to go beyond standard service models.

Foundations of CX 2.0

@® Omnichannel Engagement: Members want to interact across multiple channels—mobile,
web, in-branch, and phone—without restarting their journey. An integrated approach to
omnichannel banking enables consistent service at every touchpoint.

Call to Action: Credit unions must keep up with member expectations by adopting full
omnichannel capabilities. Mobile banking is no longer a differentiator but an essential service that
members expect as part of their day-to-day interactions.

@ Personalization and Data Analytics: Member needs are unique. Customer data analytics
combined with Al enables credit unions to anticipate and deliver personalized services
based on individual preferences and behaviors. From tailored loan offers to personalized
financial advice, data-driven decisions will deepen member loyalty.

Key Insight: Personalization goes beyond addressing members by name; it's about
meeting their specific needs, proactively offering relevant solutions, and guiding them
through their financial journey.

om niChqnneI isn't Members interact through various channels and expect

seamless transitions. Whether starting a loan application
a featu re— on mobile and completing it in-branch or receiving support
through cloud contact centers, delivering a consistent

it’s the foundation. experienceis key.
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Automation unlocks efficiency, but human
connections drive trust.

By automating routine tasks such as member onboarding, transaction processing,
and support queries, credit unions can empower their staff to focus on
relationship-building and solving complex member problems. This is where cloud

contact centers play a critical role—offering fast, scalable support that integrates
Al-driven responses with human expertise.

Automated processes lead to faster response times, more accurate service, and
higher member satisfaction. For example, integrating Al chatbots can handle up to
80% of routine member inquiries, freeing staff to handle more valuable interactions.

@ Empower your frontline teams with the right tools and data insights to deliver
impactful, personalized services.

Innovation isn’t a one-time project—it's a
continuous journey.

As member expectations evolve, credit unions must adopt a mindset of continuous
innovation. This means regularly reviewing and optimizing processes, from account
opening to loan origination, and integrating new technologies like Al, machine
learning, and robotic process automation ?RPA). Small, iterative changes can lead to
significant improvements in member satisfaction and operational efficiency over time.

A regional credit union struggled with outdated systems, leading to slow service
and low member satisfaction.

Proposed CX 2.0 Solution:

Seamless Member Authentication: Leverage Al-driven authentication to instantly verify
members, reducing friction and wait times.

Smart IVR with GenAl: Use Generative Al to create dynamic, personalized IVR flows that

adapt in real-time based on member inquiries, improving resolution rates.

Automated Workforce Management: Employ Al-driven scheduling and performance
tracking to align staffing with member demand, optimizing hybrid work setups.

GenAl for Real-Time Insights: Use Generative Al to analyze member feedback and
generate actionable insights, continuously refining service based on evolving needs.

Impact:
25% Faster Resolution | 20% Higher Satisfaction | 30% Cost Reduction

Contact B-TRNSFRMD:

We revolutionize customer and employee experiences by rapidly implementing

innovative digital transformation strategies for global enterprises, leveraging our
expertise in Al, Cloud, and Omnichannel solutions.
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