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SURVEY RESULTS

1.  How would you describe your credit union’s approach to new 
technology adoption? 

We tend to be a fast 
follower 

We tend to be behind the 
curve on technology   

We tend to be an 
innovator

60% 27% 13%

2.  What is the primary objective that guides your credit union’s 
technology strategy? 

Improving operational 
efficiency 

Attracting and retaining 
members   

Remaining relevant to       
younger generations 

Growing loans 

50% 36% 4%10%
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3.  Of the following, which three do you consider to be the greatest 
competitive threat to your credit union?

Financial technology companies that offer a range of products, 
such as PayPal or Block (CashApp/Square) 

Neo/challenger banks that attract consumer deposits, such as 
Chime®     

Big/superregional banks   

Local banks and/or credit unions  

Digital, nonbank consumer lenders      

Mega retailers such as Amazon.com and Walmart    

Big tech companies such as Apple, Facebook (Meta) and Google 
(Alphabet)  

Cryptocurrency or stablecoin platforms     

Digital, nonbank mortgage lenders    

Digital, nonbank business lenders  

Digital wealth management providers

Other

54%

48%

40%

25%

15%

10%

10%

6%

4%

73%

2%

2%
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4.  How would you rate your level of concern about the impact of stablecoins 
and cryptocurrency on your credit union’s ability to compete for deposits? 

Slightly concerned   

Not at all concerned  

Moderately concerned

Very concerned

62%

15%

15%

8%
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5.  What digital capabilities does your credit union offer to its retail 
members?

Consumer (auto, etc.) loan applications/processing

Deposit account onboarding     

Mortgage loan applications/processing  

Person-to-person payments  

Personal financial management/digital budgeting capabilities      

Asynchronous, digital communication with member service 
representatives    

Chatbots/automated communications 

Branch appointment scheduling	      

 Wealth management capabilities, including brokerage    

Other 

85%

79%

73%

60%

58%

54%

54%

37%

6%

94%
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6.  What digital capabilities does your credit union offer to its small 
business members?
Respondents were asked to select all that apply.

69%
Deposit account 
onboarding   
 
 

57%
Loan application/
processing 

 

55%
Integration with 
accounting systems (e.g. 
QuickBooks®)  

43%
Asynchronous, digital 
communication with 
member service 
representatives

40%
Chatbots/automated 
communications 

24%
Real-time payments 
 

21%
Mobile payment 
acceptance 

19%
Treasury management  
 

19%
Other 
 

17%
Payroll services

7%
Invoicing

   

5%
Cash flow accounting 
   
 

2%
Cash flow forecasting 
  
  

2%
Accounts payable
 
 

2%
Accounts receivable 
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7.  Do you believe that your credit union’s payment offerings are sufficient to 
meet your members’ needs? 

Yes   

No  

Unsure
42%

37%

21%
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8.  Where do you see room for improvement in your credit union’s 
payments offerings? 

“Mobile wallet features in digital banking 
soon.”

“Real Time Payments - But they need to 
have better Fraud Control.”

“Pay early and faster payments such as 
Zelle or Fed Now.”

“We are looking to expand the mobile 
payment acceptance for multiple areas and 
increasingly faster payments.”

“Integration and reach to real time 
payments for all types of transactions.”

“Same day processing”

“Stablecoin” “More business services” “FEDNow, RTP origination”

“Better P2P, also tokenized payment 
networks”

“Instant/Faster payments, treasury 
management, AR/AP.”

“Less friction and compete with Zelle.”

“Faster digital payments” “P2P” “FedNow.”

“Speed, omnichannel”
“Our money movement options as a whole could be improved and easier to use. Making 
paying a loan much easier than it is today.”
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 Product/Service Percent

Chatbots or similar automated communications 53% 

Digital retail account opening	 49% 

Artificial intelligence tools offered by enterprise software, e.g. Microsoft Copilot or Google Gemini 49% 

Payment capabilities 47% 

Fraud resolution 45%

Digital marketing platforms 45%

Digital consumer or mortgage lending 40%

Data analysis platforms/capabilities 38%

Direct digital communications with members	 30%

Personal financial management/digital budgeting capabilities	 28%

Digital business account opening	 19%

Digital wealth management capabilities 15%

Software integration layer (e.g. middleware) 15%

Digital business lending	 11%

None of the above	 6%

9.  Over the past 18 months, has your credit union upgraded or 
implemented any of the following to enhance member experience or 
improve efficiencies? 
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10.  Does your credit union set clear objectives for its technology  
initiatives and investments? 

Yes No

   

Unsure

79% 15% 6%

11.  Does your credit union measure return on investment for  
technology projects?

No Yes Unsure

38%56% 6%
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12.  How does your credit union measure ROI for its technology 
investments? 

“Based on the type of technology investment, 
we review the growth in membership, 
deposits, loans, etc. that is direct result of 
the technology channel used.”

“Measure current expenditures and assess 
against proposed actions to determine break-
even and sustainability.”

“Based on increased output of products, 
service, members gained, efficiency gained, 
fraud saved, etc.”

“In months, under 12 is almost always 
a yes to go forward, under 24 months is 
a conversation first and looking at all 
priorities. More than 24 months is typically 
a no for now as we believe the solution will 
mature and roi will get better.”

“The business owner includes projected/
expected KPIs (including ROI) in their 
technology project request. 6 and 12 months 
after implementation of the product or 
service the business owner reports back on 
actual KPIs.”

“A simple way for CDC FCU to measure 
ROI on its technology investments is to use 
the basic ROI formula, focusing on clear, 
specific metrics related to cost savings, 
efficiency gains, and member growth. The 
core formula is:{ROI (\%) = {Financial 
Benefits} - {Total Cost of Investment} / 
{Total Cost of Investment} X100. Financial 
benefits include things like cost savings, 
efficiency, reduction in hard costs, etc.”

“Operational efficiency measurement, 
member retention, analytics on usage, 
product ownership and KPI assessment.”

“What is the value that it brings to the 
member and the institution (i.e., hard costs, 
soft costs, etc.).”

“Very specific measurements for all 
investments.”

“Various KPI’s.” “Through cost comparison.” “Through cost savings projections.”

“Typical ROI Formulas” “Stated initial benefit and a 6/12 month lookback”
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13.  Over the past 18 months, what technology investments have produced 
positive, measurable results for your credit union?

“NCR Interactive banker, Fraud tools (Nice 
Actimize), CUNEXXUS and CLUTCH, 
CHATBOT Kasisto, Symitar Data Store, 
JHA Alerts, RPA Automation Microsoft 
Power Automate, Teams and Copilot.”

“New SDWAN that doubled bandwidth, 
improved redundancy at CHQ and branches, 
and cost HALF as much!”

“This is still being analyzed, but we 
believe our usage of AI tools/agents 
for both inbound calls and outbound 
calls to members will result in positive, 
measurable results.”

“Zelle, Lumin Digital, in house build of lobby 
tracker and appointment booking system. In 
house fraud tool.”

“Migrating on prem servers to the cloud & 
online account opening process.”

“Digital first sub brand, AI chatbots 
for voice, operational efficiency with 
automation.”

“Robotic Process Automation, telecom 
migration to cloud.”

“Core system renegotiation Card hosting 
conversion.”

“Renegotiate contracts and consolidating 
systems.”

“Target Marketing.” “Ascensus and Simplifile.”
“Invested in new Digital Account 
Opening.”
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15.  Why was your credit union unable to achieve its objectives in adopting the 
technology? 

Insufficient vendor support or performance fell short

Longer than expected implementation time         

Lack of employee adoption      

Integration challenges with existing systems  

Shift in priorities       

Budget constraints  

Lack of member adoption

Other

53%

39%

31%

31%

31%

23%

14.  Over the past 18 months, have any of your credit union’s technology 
initiatives fallen short of your objectives?

No Yes Unsure

35%49% 16%

15%

8%
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16.  How much has your credit union 
budgeted for technology in fiscal year 2025? 

Median allocated for technology 

$2,140,217

17.  How much has your credit union 
budgeted for technology in FY 2025 as a 
percentage of noninterest expenses? 

Median percentage of expenses 
budgeted for technology

17%

18.  How much of your credit union’s 
technology budget has been allocated to 
emerging technologies or new digital/
technology initiatives in FY 2025? Median allocated for emerging technologies

$330,271
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20.  By what percentage did your technology budget increase for FY 2025, 
compared to your credit union’s technology budget in FY 2024?

Median percentage allocated for technology for 
2025 compared to 2024

10%

19.  Did your credit union increase or decrease its budget for technology in 
FY 2025 compared to its technology budget for FY 2024?

Increased No change

   

Decreased

66% 3%31%
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21.  What challenges are you most concerned about as it pertains to your credit 
union’s use of technology?

Integrating new technology with existing systems	  

Insufficient staff product or technology knowledge       

Obsolete technology that requires workarounds, or lacks 
patches and updates      

Rising technology costs

Lack of member adoption or use       

Inability to use data effectively  

Lack of employee adoption or use

Compliance and regulation

Inability to prioritize technology projects

No clear return on investment

Data and/or system requirements	

58%

44%

39%

36%

33%

31%

19%

17%

8%

6%

3%
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22.  How does your credit union handle decisions about technology 
investments?

A management-level team or steering committee has final approval   

A C-level executive (other than the CIO or CTO) has final approval  

Our board of directors is directly involved in major technology investment 
decisions

Investments are jointly decided by IT and business line leaders

Decisions are made on an ad hoc basis within business lines or functions

Investments are driven by the IT (information technology) department

39%
14%

11%

23.  Thinking about the most recent, significant technology implementation 
at your credit union, how long did the due diligence process take?

3 to 6 months   

Less than 3 months  

6 to 9 months

9 months to a year

41%

38%

14%

28%

5%
3%

7%
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24.  Over the past 18 months, has your credit union’s leadership team and/
or board discussed allocating budget or resources to any of the following 
emerging areas?

Artificial Intelligence	  

Payments as a Service       

None of the above      

Cryptocurrency/digital assets, including stablecoin

Open banking       

Blockchain  

Banking as a Service

72%

28%

25%

17%

14%

6%

6%
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Yes No Unsure 

Operations 31% 63% 6% 

Marketing 46% 51% 3% 

Human Resources 20% 51% 29% 

Regulatory compliance 40% 51% 9% 

Enterprise risk management 29% 54% 17%

25.  Do you believe your credit union effectively uses data analytics in the 
following areas of the institution?

26.  Thinking about your members’ financial relationships — with your 
organization as well as other financial providers — how much of your 
members’ financial data do you believe your credit union can access?

25%-50%

Less than 25% 

75%-95%

50%-75%

 Unsure

37%

17%

14%

12%

20%
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27.  How does your credit union manage its data?
We keep data in the system or platform that generates or 
uses the data	  

We rely on our core provider to access our data       

We use a data lake or warehouse to combine data from 
different sources     

We use spreadsheets to manage data used by business lines

We do not have a formal data management strategy       

Other

60%

54%

40%

34%

23%

6%



2025 FINXTECH CREDIT UNION SURVEY 21

28.  Does your credit union use generative AI, which creates new content 
by learning from patterns in existing content, in any of the following 
functions?

None of the above	  

Marketing       

Lending/loan origination      

Information technology or developers

Member service       

Administration  

Digital banking

40%

37%

23%

23%

20%

14%

14%
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29.  What steps has your institution taken in response to the growing 
prevalence of AI technologies?

We’ve drafted an acceptable use policy to guide usage of AI 
technologies within the organization

We’re educating employees about the growing threat of AI-
enabled fraud    

We have begun experimenting with AI in limited use cases  

We’ve updated our vendor due diligence process to account for  
AI risks 

We have appointed an executive or team responsible for            
AI oversight    

We’ve trained employees on the use of AI, including generative AI    

We have not taken any formal steps in response to AI 

We’ve restricted/banned use of AI tools until further 
evaluation	      

57%

54%

40%

26%

23%

17%

11%

57%
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30.  Overall, do you believe your credit union allocates sufficient resources to 
technology and innovation?

Yes

No 

Unsure

54%

34%

12%



2025 FINXTECH CREDIT UNION SURVEY 24

31.  What deficiencies do you see in your credit union’s allocation of 
resources to technology and innovation?

More budget dollars should be allocated to technology and 
innovation

Mid-level staffing (programmers, developers, data scientists, etc.)    

Lack of clear metrics to understand return on investment from 
tech investments 

Lack of resources to the marketing team to drive member 
adoption 

Lack of adoption by staff after implementation

Other

Misalignment with credit union strategy 

Executive or officer-level staffing	      

50%

25%

25%

17%

8%

8%

67%

17%
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32.  In what areas do you believe your credit union most critically needs 
additional in-house technology expertise?

Fraud

Data strategy and management    

Digital strategy 

Cybersecurity

Payments

Member experience

Information technology

Digital marketing

Deposit gathering

Board level

Digital lending	      

44%

38%

29%

26%

15%

47%

29%

12%

6%

3%

18%
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33.  Is leveraging technology a strategic priority for your credit union?

Yes, technology is a key pillar in our written strategic plan

Technology is important for our credit union, but is not a primary strategic 
priority 66%

34%

34.  In an April 2025 memo, the Consumer Financial Protection Bureau 
indicated it would focus its enforcement efforts less on nonbanks and fintech 
firms and more on depository institutions. Do you believe that this will have 
a positive or negative effect on credit unions’ ability to compete?

Negative 

Unsure  

Positive
77%

20%

3%
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35.  Given shifts at the federal regulatory agencies under the current 
presidential administration, how do you expect that to affect your credit 
union’s ability to innovate and pursue new opportunities?

 We expect a moderate impact on our credit union

We expect little to no impact on our credit union 

 We expect this will make a big difference for our credit union’s 
ability to innovate

48%

46%

6%
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36.  Anything else you’d like to tell us about your concerns around 
technology and innovation, or your credit union’s strategy around these 
issues?

“Technology, from my perspective, is really 
limited in the financial sector by regulators 
and their understanding of the technology. 
They are very conservative and risk averse 
to new technology, and have been for years. 
As long as we’re restricted in that manner it 
will be harder for us to keep up.”

“AI impact to operations. Which AI 
companies will survive and be actual 
companies in 3 years. It seems adding AI 
to your talking points ads 40% revenue 
increases to your bottom line with no proven 
results. It seems a lot of AI companies 
are saying it is AI and it is just the same 
thing with throwing the AI buzz word on 
themselves.”

“In smaller credit unions, technology is 
required to survive and would be helpful; 
however, the costs and limited staffing to 
manage its administration hinder adoption.”

“Protecting our data and our members’ 
personal information is key. AI solutions 
that expose or leak data, even that which is 
anonymized is a concern.”

“Plans for displaced associates with new AI 
processes. The human cost of innovation.”

“No.”
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TITLE

CIO

35%

CEO

25%

CTO

17%

COO

6%

Other

17%

ASSET SIZE
$500 million 
to $1 billion 

23%

$100 million to 
$250 million

19%

$250 million to 
$500 million

17%

More than 
$1 billion

37%

$50 million to 
$100 million

4%

REGION

Southeast

30% Pacific West

15%

Midwest

15%

Southwest

15%

Northeast

25%

ABOUT THE SURVEY
The 2025 FinXTech Credit Union Survey, 
conducted for Jack Henry & Associates, 
surveyed 52 senior technology executives 
of  U.S. credit unions to understand how 
these institutions make decisions about 
technology and data against a competitive 
landscape.  The survey was conducted in 
October and November of 2025.


