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Executive Summary

There's new pressure on credit unions to bring in leaders who understand digital platforms,
data analytics, and user experience design. The best digital leaders are those who can
balance innovation with trust, bringing in fresh thinking from the fintech and tech sectors
while staying grounded in credit unions’ cooperative mission.



Getting the right transformational leaders into top digital member experience
roles is a big priority for credit unions today. No longer are they just competing
with the branch down the street. They're competing with the best digital
experiences members get anywhere, from fintech apps to streaming services.
As a result, they’re losing ground in the digital space and struggling with the

strategic shifts they must make now.

This reality is pushing a few big trends in digital
banking and member experience for credit
unions:

First, personalization is
paramount.

Members expect their credit union to “know
them” digitally, whether that means
recommending the right loan at the right time
or delivering financial tips tailored to their
habits.

Second, friction-free is
fundamental.

From opening an account on a mobile phone
to paying off a loan online, members want
seamless self-service, and they want it fast.
Many credit unions depend on outdated
digital platforms, with McKinsey saying that
up to 75 percent use legacy systems. This also
presents challenges when recruiting digital
experience leaders from broader financial
services firms, where more advanced
platforms are the norm.

Third, convergence is
critical.

Digital and human touchpoints are blending,
with chatbots, live video banking, and secure

messaging extending the branch experience right
into online apps and giving members more ways
to connect on their terms. The challenge is that
credit union websites and apps drive weaker
engagement—and higher member attrition. To
stay relevant, credit unions must harness Al, data,
and seamless digital experiences.

All of this puts new pressure on transformational
digital leaders who must understand digital
platforms, data analytics, and user experience
design. The best digital leaders are those who can
balance innovation with trust, bringing in fresh
thinking from fintech and tech sectors while
staying grounded in credit unions’ cooperative
mission.

We find many credit unions struggle with these
necessary strategic shifts due to legacy
organizational models and a lack of resources.
Leaders who've traditionally held market, retail,
and technology roles are morphing into
experience officers who manage the full
spectrum of the member's experience.

Here are the most important characteristics
Modern is seeing across the Digital Experience
Leadership landscape for credit unions.

1. Member-Centric Mindset

Beyond just building tech, they obsess over
creating intuitive, frictionless, and emotionally
engaging experiences that build loyalty and trust.



2. Digital Fluency &
Innovation

They stay ahead of trends in fintech, Al,
payments, and UX design. They're not just tech-
savvy, but able to translate emerging tools into
solutions that work for a cooperative, mission-
driven model.

3. Data-Driven Decision
Making

They use data analytics to personalize offerings,
anticipate member needs, and measure digital
engagement.

4. Change Leadership

They know digital transformation isn't just about
tools. It's about people. A strong leader can
inspire teams, reskill staff, and create buy-in
across the credit union.
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5. Cross-Functional
Collaboration

They bridge silos between IT, marketing,
operations, and the branch network. A successful
digital experience leader can align digital goals
with enterprise strategy.

6. Cybersecurity & Trust
Orientation

They understand that security, transparency, and
privacy are the foundation of member trust in
digital. They lead with a “trust-first” mindset.

7. Adaptive & Forward-
Thinking

The best digital leaders are agile, able to pivot as
member expectations, technologies, and market
conditions evolve.
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