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The state of play in 2026

Credit Unions have spent more on
technology in the last three years than in the
previous decade. Member satisfaction is
falling anyway. Something is broken in how
the industry is thinking about the problem,
and Al is making that gap impossible to
ignore. The data is now specific enough to
show exactly what it is.

67« 7880

of CUs implementing Al with no
enterprise roadmap - Wipfli, 2026
State of Credit Unions.

CU vs bank satisfaction — ACSI 2026

80% -40%

Gartner 2027 - Gartner




Rlevelai 2

O1. Strategy

Most credit unions are deploying new
technology without a strategy to match it.

Credit union technology investment is accelerating, but the organisational readiness to
absorb itis not keeping pace. Leaders are approving Al deployments before the foundational
questions about goals, measurement, and member impact have been answered.

The failure rate for agentic Al projects is forecast to exceed 40% by 2027, not because the
technology stops working, but because escalating costs, unclear business value, and
inadequate risk controls kill deployments before they can prove themselves.

The institutions that survive the cull will be those that defined what success
meant before they started building, not those that optimised for the metric
easiest to report.
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02. Satisfaction

The satisfaction advantage that credit unions
relied on for decades is gone.

For decades, member satisfaction was the The source of the drift is specific. Credit unions
one metric credit unions could reliably still perform well on relational service. The gap
point to as proof that the cooperative is forming in digital experience, and it is widest
model outperformed the competition. among younger members, where expectations
That structural advantage is no longer for speed and seamless self-service are
holding, and the institutions eroding it are highest.

winning on digital experience powered by Al.

Banks now outperform credit unions on
overall sat on. Banks hold JLBU
‘Credit unions ha:

Once a few credit unions start offering instant loan decisions or real-time fraud
alerts, member expectations shift across the industry. Members will not care
about the core system constraints.

I vice how credit if . Itis how they stay in the conversation at all.
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03. Self-service

Members now expect their credit
union to act, not just answer.

Member service expectations have
fundamentally shifted. Calling or
messaging a financial institution used to
mean asking a question. Now it means
getting something done, and members
have little patience for a system that
responds to a task with an explanation.

Most credit unions deploy chatbots to
resolve surface level queries. The problem
is most are purely informational. They
explain a product, describe a process, tell a
member their balance. What they cannot
dois act: initiate a transfer, block a card,
process a fee waiver, update an address.

-

The gap between institutions that have built
transactional Al and those that have notis no
longer a gap in ambition. Itis a gap in operational
results that is clearly visible in call volume,
satisfaction scores, and cost to serve.
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04. Expectation

Members now expect to be understood before
they ask.

Member tolerance for reactive service is shrinking. Every other digital experience ina member's
life from streaming to retail to healthcare is moving toward anticipating needs rather than
responding to them. Financial services is the conspicuous holdout.

A member who receives a proactive notification before a problem hits, or a fraud alert they can
resolve in seconds, is experiencing a relationship that is working on their behalf. Members who
experience that kind of anticipatory service report higher satisfaction, deeper product
engagement, and longer institutional tenure.

Financial wellness has been a credit union
movement buzzword for years. Real-time data
and anticipatory Al are what give it operational
teeth.

A proactive overdraft
warning does not just
prevent afee. It
prevents the call, the
frustration, and the
quiet

reassessment of
whether this institution
is worth staying with.
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05. Competition

The cost and service gap between large and
small institutions is widening.

Larger banks and well-capitalised fintechs are compounding their operational advantages
faster than most credit unions can respond. The gap is not just in technology budget, it isin
the ability to deploy Al at scale, reduce cost to serve, and reinvest those savings back into
member experience.

Many credit unions are hitting a 2026 inflection point where legacy cores, bolt-on digital
layers, and fragmented point solutions can no longer support big data models and real-time
Al-driven operations. Deploying a more capable Al layer does not resolve that constraint. It
makes the underlying problem harder and more expensive to fix.

The Alis not the hard part. Building the conditions in which Al can actually do
anything is.
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06. Talent

The talent and culture needed to compete looks
different than it did five years ago.

Contact centre roles are changing faster The challenge is not fewer people. Itisa

than most credit unions are preparing their different version of the job. When routine is
people for. The skills that defined a strong automated by Al, human capacity for the
service representative five years ago are not consequential expands, e.g., loan guidance for
the same skills that define one today, and Al amember in financial hardship, fraud

is accelerating that gap. resolution for someone who is frightened, a

mortgage conversation tied to a first home.

Al handles the transactional so that people can focus on the relational. The
credit unions investing now in preparing their workforce for that version of the
job will have a culture and talent advantage that no technology purchase can
replicate quickly.
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The institutions pulling ahead are
not waiting for a better Al.

The six themes stated in this report are not separate problems requiring six separate strategies.
They are connected. A strategy gap produces bad deployments. Bad deployments widen the
satisfaction gap. A widening satisfaction gap accelerates member attrition among the younger
cohort with the highest lifetime value.

Al represents a larger cultural shift than a technological one. The technology is here. It works.
The question is whether credit unions are willing to adopt it, and whether their teams have the
expertise to implement it effectively.

The credit unions already doing that work are not waiting for a better Al. They are building the
conditions in which the Al they already have can doits job. That gap, between the institutions
building and the institutions waiting, is the most important challenge of all.

o
Research basis: ACS| Finance Study 2026; Wipfli 2026 tate of Cr#dit Union Industry; CSI 2026 Banking Priorities
survey; McKinsey Global Banking Annual Retw 2025; WicKinsey agentic Alin banking analysis 2026; U 20 Al
Predictions 2026; America's Credit Unions Al uidance; The Fmancu;l Brand 2026; Gartner agentic Al customer
service prediction, March 2025. ! P



Rlevelai

Timeline

Now - 2026
Satisfaction gap with banks measurable.

2026 - 2027
Transactional Al and proactive service separating high
performers from the rest.

v

2027-2028
\ Talent and culture gap becomes a durable competitive

differentiator

2028 - 2029 .




Evaluate Al the same way
you evaluate humans.

Human-grade Al requires measurable performance across
resolution, accuracy, safety, and experience.
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https://thelevel.ai/request-demo/

