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“Emotion moves faster than logic, and 
that’s invaluable to brands who speak to 
the heart and character of the customer.”

- Melissa Bolton, Brand Therapist
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Pandemic Drives Americans’ 
Anxiety to New Levels
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Most Consumers Remain Anxious About Their Money
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COVID-19 Even Created Anxieties About 
Basic Needs for Some Consumers

Source: CUNA Mutual proprietary consumer qualitative research conducted April 2020

“I got laid off from my job since I 
work in retail. I am really worried 
because I don’t make much, as it 
is, and now because of COVID, 
I’m out of a job. I started spending 
on only food and necessities -
mostly buying the cheapest 
canned foods I can find so my 
savings could last longer.”

-Munira
Age: 27

Gender: Female
Race / Ethnicity: Asian
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CUNA Mutual Research Also Picked Up Rise in Financial Worries

Source: CUNA Mutual proprietary consumer research conducted March 2019 and March 2020
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CUNA Mutual Research Also Picked Up Rise in Financial Worries

Source: CUNA Mutual proprietary consumer research conducted March 2019 and March 2020

Survey ended March 11. 
Unemployment claims 

for week ending:
3/14 – 282K
3/21 – 3.3M



Many, But Not All, Consumers Reported Some Level of Financial Anxiety

Some were financially comfortable, but many experienced feelings of 
uncertainty as the economy took a sudden drastic turn.

Source: CUNA Mutual proprietary consumer qualitative research conducted April 2020
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of March, I have only 
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day instead of 3. 
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Many, But Not All, Consumers Reported Some Level of Financial Anxiety

Some were financially comfortable, but many experienced feelings of 
uncertainty as the economy took a sudden drastic turn.

Source: CUNA Mutual proprietary consumer qualitative research conducted April 2020

“When I think of my 
current financial state, I 

feel calm and 
comfortable. We have 
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every month, splurge a 

little, and squirrel a 
little away each month.”

-Chelsea
Age: 30

Gender: Female
Race / Ethnicity: White
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Despite Growing Optimism, Employment Has Yet to Fully Recover

5.0 Million Fewer Americans Working Today Compared to June 2019
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Total Non-Farm Employment
(Thousands, SA)

Recession Employment
Source:  Bureau of Labor Statistics
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What Impact Does Member 
Anxiety Have on My Credit Union?
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Quality – Does the FI have first-class products/services needed for financial success?

Research From Bain Provides a Hint

Source: “In Search Of Customers Who Love Their Bank”, Bain & Co., 11/18/2018

Top Five Customer Experience Elements Linked to Net Promoter Score in Banking 
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Quality – Does the FI have first-class products/services needed for financial success?

Research From Bain Provides a Hint

Source: “In Search Of Customers Who Love Their Bank”, Bain & Co., 11/18/2018

Top Five Customer Experience Elements Linked to Net Promoter Scores in Banking 

Simplifies – Does the FI make it easy to bank with them?

Saves Time – Can a person conduct their financial business quickly with this FI?

Heirloom – Does the FI represent a good investment for future generations?

Reduces Anxiety – Does the FI make me feel confident in managing my finances?
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CUNA Mutual Research: 

Higher Financial Anxiety = Lower Loyalty Ratings
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N=1,367
M9: Please indicate the degree to which you agree or disagree with each of the following statements regarding money and finances: I feel anxious about my current financial situation
M8A. How likely would you be to consider this financial institution for your next product or service?
M8B. How likely would you be to recommend this institution to a friend or family member? 
Source: CUNA Mutual proprietary consumer research conducted March 2020

Anxious Customers/Members “Ding” Their PFIs By Giving Lower Loyalty Ratings
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CUNA Mutual Research:

Higher Anxiety Also Leads to Lower CX Ratings for Individual Products
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M9: Please indicate the degree to which you agree or disagree with each of the following statements regarding money and finances: I feel anxious about my current financial situation
Source: CUNA Mutual proprietary consumer research conducted March 2020
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Addressing Member Anxiety Could Help Close the Gap with Banks
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Source: ACSI LLC
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Credit Union Opportunity:

Turning Anxiety-Provoking Situations into Positive Emotional Experiences

“Our credit union deferred our car 

payments for 2 months interest free 

as a result of the hardships related to 

the covid-19 shutdown. This was not 

requested or prompted by us but 

instead initiated by the credit union. It 

was such a relief to know that there 

was one less payment we would have 

to make right now…”
-Josh

Age: 34
Gender: Male

Race / Ethnicity: White

Source: CUNA Mutual proprietary consumer qualitative research 
conducted April 2020
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Gallup: 3 Things Members Want From Their Credit Union

• Increase my peace of mind.
“Provide me with the relief I need to get through this crisis”

•Build my hope.
“Continually be there for me through guidance and solutions”

•Reduce my unnecessary stress.
“Make it easy for me to access staff and tools when and how I 
need them”

Emotion moves faster than logic…

Source: Gallup Workplace Study “Credit Union Members Want 3 Things During COVID Crisis”  April 20, 2020
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Keys to Boosting 
Member  Loyalty
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Leading Emotions Felt When Borrowing
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Hopeful

Anxious

Excited

Happy

Stressed

Indifferent

Afraid

When Deciding to Apply for a Loan When Applying for a Loan

Hopefulness was the most frequently cited emotion overall.  However, many respondents felt 
either anxious, stressed, or afraid when deciding to apply or when applying for their loan. 

N=476
M20. Which emotions did you feel when you were DECIDING TO APPLY for this loan? 
M28: Which emotions did you feel DURING THE LOAN APPLICATION PROCESS?
Source: CUNA Mutual proprietary consumer research conducted March 2019
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Most Consumers Are Worried/Stressed Out When Borrowing…

Not Worried / 
Stressed

Worried / Stressed 
Only When 

Deciding to Apply

Worried / Stressed 
Only When 
Applying

Worried / Stressed 
Both While 

Deciding / While 
Applying

39%

17%
14%

30%

N=455.
M20. Which emotions did you feel when you were DECIDING TO APPLY for this loan? 

M28: Which emotions did you feel DURING THE LOAN APPLICATION PROCESS?
Source: CUNA Mutual proprietary consumer research conducted March 2019

Note: Does not sum to 100% due to rounding.
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…And Don’t Experience Any Lender Actions to Reduce Worry/Stress

Lender Did Not 
Take Action

Took Action When 
Deciding and When 
Applying for Loan

Took Action Only 
When Deciding to 

Apply for Loan

Took Action Only 
When Applying for 

Loan

56%

10%

19%

14%

N= 279.
M24: Did your lender take any actions to reduce your level of stress or anxiety WHEN YOU WERE DECIDING TO APPLY FOR THIS LOAN?

M32: Did your lender do anything to reduce your level of anxiety DURING THE LOAN APPLICATION PROCESS?
Note: Does not sum to 100% due to rounding
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Acting to Reduce Worries/Stress = Higher CX Ratings
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Lenders that Act to Mitigate Borrowers' Worries/Stress 
are Rewarded with Higher CX Ratings

Lender DID NOT Take Action Lender Took Action
N= 279.
M24: Did your lender take any actions to reduce your level of stress or anxiety WHEN YOU WERE DECIDING TO APPLY FOR THIS LOAN?
M32: Did your lender do anything to reduce your level of anxiety DURING THE LOAN APPLICATION PROCESS?
CX Success. Thinking of your most recent interactions with your primary financial institution, to what degree were you able to accomplish what you wanted to do? [Select one]
CX Effort. Thinking of your most recent interactions with your primary financial institution, how easy was it to interact with them? [Select one]
CX Emotion. Thinking of your most recent interactions with your primary financial institution, how did you feel about those interactions? [Select one]
Source: CUNA Mutual proprietary consumer research conducted March 2019
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Acting to Reduce Worries/Stress = Higher Loyalty Ratings
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Lender Did Not Take Action Lender Took Action
N=203.
M24: Did your lender take any actions to reduce your level of stress or anxiety WHEN YOU WERE DECIDING TO APPLY FOR THIS LOAN?
M32: Did your lender do anything to reduce your level of anxiety DURING THE LOAN APPLICATION PROCESS?
M36. How likely would you be to consider this financial institution for your next product or service?
M37. How likely would you be to recommend this institution to a friend or family member? 
Source: CUNA Mutual proprietary consumer research conducted March 2019

Lenders that Act to Mitigate Borrowers' Worries are also 
Rewarded with Significantly Higher Loyalty Ratings
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Most Important 
Reason

16%
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34%

32%
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22%

Worried my credit score may not have been high enough

Worried if borrowing money was the right choice for my situation

Concerned that I had too much debt already

Not certain if I could afford payments

Stressed about my lack of knowledge about the loan process

What is Causing Anxiety When Deciding to Apply for a Loan?

N=230
M21. What caused the stress or anxiety you felt when you were DECIDING TO APPLY for this loan? M22. What is the single most important reason you were stressed or anxious?
Source: CUNA Mutual proprietary consumer research conducted March 2019

Sources of Anxiety When Deciding to Apply for a Loan



33

Most Important 
Reason
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24%
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Worried about not knowing if I would be approved

Worried about not knowing my alternatives if the lender denied my
application

Worried that my credit score would be adversely impacted if loan
application was denied

Stressed about the length of time between completing loan application
and receiving approval decision

Stressed about the amount of paperwork and time needed to complete it

What is Causing Borrowers’ Anxiety While Applying for a Loan?

N=215
M29. What caused the stress or anxiety you felt DURING THE LOAN APPLICATION process? M30. What is the single most important reason you were stressed or anxious? 
Source: CUNA Mutual proprietary consumer research conducted March 2019

Sources of Anxiety During the Loan Application Process
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Actions To Reduce 
Member Worry/Stress 

Digitally 
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Recommendations from Credit Union Executives

Before applying for a loan:
• Offer financial literacy education programs and financial planning & budgeting assistance

Source: CUNA Mutual proprietary credit union research conducted April-May 2019  
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Recommendations from Credit Union Executives

Before applying for a loan:
• Offer financial literacy education programs and financial planning & budgeting assistance

When applying for a loan:
• Ensure understanding of whole financial picture

• Provide overview of the lending process / journey

• Specify upfront what information will be needed

• Make personalized recommendations

• Communicate clearly and consistently throughout 
the process

If loan is denied:
• Be transparent about reasons for denial

• Offer advice on improving financial situation

• Reassure member that a “no” now is not a “no” 
forever

Source: CUNA Mutual proprietary credit union research conducted April-May 2019  
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“We applied for an auto loan through our PFI, and they denied us 
with no reasoning given. It made me feel very stressed out and 
kind of confused and taken aback. We've been loyal customers 

for over a decade, why wouldn't they finance our family's 
vehicle?”

- Chelsea
Age: 30

Gender: Female
Race / Ethnicity: White

Source: CUNA Mutual proprietary consumer qualitative research conducted April 2020

Don’t Forget: Loan Denials Also Increase Member Anxiety
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Borrowers’ Worries & Stress:

“Worried My Credit Score May Not Be High Enough”

Credit score 
featured on web 

branch dashboard

Some financial institutions now offer credit scores to their customers

Courtesy of UW Credit Union
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Borrowers’ Worries & Stress:

“Worried My Credit Score May Not Be High Enough”

A few even offer simulators to test impact of different scenarios on your credit scores

“The member 
response has 
been off-the-

charts positive!”
- EVP / Chief Credit Officer

UW Credit Union

Courtesy of UW Credit Union
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Borrowers’ Worries & Stress:

“Not Certain if I Could Afford Payments”

Some lenders are offering loan affordability calculators

Source: Roadloans.com
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Borrowers’ Worries & Stress:

“Worried About Not Knowing if I Would be Approved”

Pre-approved and click-to-accept loan offers address this worry  

Source: CUneXus Solutions
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Mobile Video Banking Holds Much Promise

“There is a human element 
and an emotional impact that 
video brings that non-video 

communication doesn’t.  
…Emotion is the most 

powerful driver of better 
customer experience.”

- Peter Wannemacher, Forrester Research

Sources: Pioneer Federal Credit Union; “Consumers Love Chatting With Two-Way Video Banking Tech”, thefinancialbrand.com, 4/24/2019 
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New artificial intelligence technologies are learning and recognizing human emotions and 
using that knowledge to make chatbots and apps seem more empathetic

The Future is Closer Than You Think 

Source: Structurely; “The power and potential of 
emotional chatbots”, MarketingTech, 10/19/2018
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Wrap Up



Situation
A majority of 

your members 
are worried/ 

stressed

Key Take-Aways



Situation
A majority of 

your members 
are worried / 

stressed

Challenge
CUs excel at 
providing in-

person 
counseling & 

advice, but will 
you “see” your 
members in the 

future 

Key Take-Aways



Situation
A majority of 

your members 
are worried / 

stressed

Challenge
CUs excel at 
providing in-

person 
counseling & 

advice, but will 
you “see” your 
members in the 

future 

Action
Take steps 

today to 
address your 

members’ stress 
& worries 

digitally to drive 
member loyalty 

higher

Key Take-Aways



Situation
A majority of 

your members 
are worried / 

stressed

Challenge
CUs excel at 
providing in-

person 
counseling & 

advice, but will 
you “see” your 
members in the 

future 

Action
Take steps 

today to 
address your 

members’ stress 
& worries 

digitally to drive 
member loyalty 

higher

Key Take-Aways

Opportunity
Competing on 
the emotional 

element of 
Member 

Experience (MX) 
will be THE 

differentiator in 
the digital age



50

Discussion
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Susan Hochsprung, VP Sales
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