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About this Survey
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Strategic Contact conducted this survey to learn what credit 

union contact centers experienced during the coronavirus 

crisis, how they responded, and what they will do differently 

going forward. 

This deck was created to facilitate a roundtable discussion 

with CU leaders based on the survey results. It includes some 

commentary by Lori Bocklund, President, Strategic Contact. 
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We would like to thank our sponsors for their generous support and 

assistance in engaging credit union participation.

http://www.teamadapt.com/
https://silvercloudinc.com/
http://www.centurioncares.com/
https://www.trustid.com/
http://www.cucallcenterconference.com/
http://www.contactcenterpipeline.com/
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Participant 
Demographics

4



Copyright © 2020, Strategic Contact, Inc. All rights reserved. | www.strategiccontact.com

Participant Role
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Credit Union Asset Size and FTE
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Results
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Were You Ready?
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Response
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What Did You Do?
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Clearly 
these 
actions 
“saved 
the day”
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Of those who added/enhanced Self-Service…

11

Interesting!

What do you 
think drove 
the focus on 
digital
channels? 
Speed, ease, 
demand?
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What Did You Do to Increase CC Staff Levels?
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Home Agent Support

13



Copyright © 2020, Strategic Contact, Inc. All rights reserved. | www.strategiccontact.com

Which Elements Did You Have in Place to 
Support Home Agents?
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Recording and 
KM become 
more critical 

when tapping 
non-CC staff

Access and 
Security are 
important 

for all agents
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Did You Have the Policies and Processes for 
Home Agents Ready to Go?
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In our 2017 benchmark 
survey, 13% had home 

agents and 19% 
planned to have home-

based agents
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Impact
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Workload
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Volume 
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Handle Time 
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Metrics

20



Copyright © 2020, Strategic Contact, Inc. All rights reserved. | www.strategiccontact.com

Key Metrics
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Service Level Average Speed of Answer Abandon Rate We don't use any of these

51.4% 53.2%

68.5%

14.4%

Which of these are key metrics for your center?
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Performance
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Smaller centers (up to 
50 agents) were more 
significantly impacted
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Reference: Performance from 2017 Benchmark Survey
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Service Level

ASA

Abandon Rate
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Challenges and Plans
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Challenges
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Plans
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Where Do You Go From Here?
Assess How Your Response Went  
•How “ready and resilient” was your center? 

•Compare your actions and impacts (staff and members!) to your peers 

• Identify issues/gaps that you must address to be ready for future events

Develop/Update Your Resiliency Plan
•Define details of how to respond to various scenarios (see starter)

•Define priorities for additional capabilities to improve resiliency and 
reduce risk

•Leverage this study to help justify the changes and investments ahead

Pursue Improvements to Benefit Your CU and Members!
•Tie resiliency planning into future project priorities 

•Work collaboratively with other departments, including HR and IT

•Take a holistic approach considering people, processes, and technology 
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Got a question our survey results didn’t answer? Whether your curiosity is about what the data tells us, 
“slicing and dicing” it in different ways, or adding questions to future surveys, we would love to hear from 

you. Send us a note at CUCCsurvey@strategiccontact.com and tell us what you want to know!
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Thank You to Our 
(Current and Future) Participants!
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A very special thanks to our survey participants!

Strategic Contact would like to thank the participants of this survey. Your input 

will help credit unions reflect on how they responded to the coronavirus crisis in 

their contact centers and consider what they may do going forward to ensure 

resiliency and responsiveness to take care of their members and staff.  

Watch for additional survey invitations and results as we all move forward in 

pursuing a great member experience and efficient and effective service delivery.

Visit https://www.strategiccontact.com/contact/ to register for future survey 

participation and results.

Strategic Contact is an independent consulting firm focused on contact centers.

Our projects help clients address people, process and technology challenges and align 

contact center operations and technology with business objectives. Our consultants are 
industry thought leaders, averaging over 25 years of experience. 

Strategic Contact works extensively with credit unions of all sizes.

http://www.strategiccontact.com/cusurvey/
https://www.strategiccontact.com/contact/


Copyright © 2020, Strategic Contact, Inc. All rights reserved. | www.strategiccontact.com

Reference Material

• We have articles and blog posts on resiliency plans
• Articles - https://www.strategiccontact.com/publications/

• Blog - https://www.strategiccontact.com/blog/

The survey results can be found here: 
https://www.strategiccontact.com/survey/cu-resiliency-
survey/

And if you need a starter for your resiliency plan, you can 
find one here: 

https://www.strategiccontact.com/tools/resiliency-plan/
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https://www.strategiccontact.com/publications/
https://www.strategiccontact.com/blog/
https://www.strategiccontact.com/survey/cu-resiliency-survey/
https://www.strategiccontact.com/tools/resiliency-plan/
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About Our Sponsors
Platinum Sponsors
Avtex
Avtex helps credit unions transform member experiences by offering a unique portfolio of experience design and orchestration 
solutions and services. Avtex is proud to provide our SmartApps suite - a collection of software intentionally designed to integrate 
with financial cores and tackle complex challenges like preventing fraud and streamlining member interactions.

PSCU
From inquiries on members' payment card and deposit accounts to lending services, contact centers extend a credit union's ability to 
serve its members. PSCU Contact Center Services & Solutions encompasses a wide scope of service capabilities and growth 
opportunities available to all Owner credit unions through 24/7/365 contact center support.

SilverCloud
SilverCloud helps credit unions deliver better support and service. Our web-based procedure management solution empowers your 
staff with easy to find, follow, and manage policies, procedures and product information. More than technology, we provide the 
content services, insights, and analytics to ensure that you're finally fixed your knowledge management issues.

Gold Sponsors
Panviva
Panviva is a cloud knowledge management software that empowers your employees to provide top quality credit union member service. 
Panviva captures information wherever it is stored in your organization, optimizes it for better understanding and delivers it to any
employee, anywhere. It eliminates the need to search endlessly for critical process information. Panviva delivers it right to your employees 
at the moment-of-need! Panviva helps credit unions with member services and support, compliance, collections, training and more!

Conference Sponsor
The National Credit Union Call Center Conference
The National Credit Union Call Center Conference has convened credit unions from across the USA and Canada for over 20 years. The 
conference speaks the credit unions' language, shares the latest technology, and connects every union with the tools necessary to deliver 
exceptional services and meet member needs.

Media Sponsor
Contact Center Pipeline
Contact Center Pipeline is a monthly journal focused on the needs and challenges of contact centers. Its advisory board, editors, and 
contributors understand what makes the call center the organization's driving force for service delivery, aligning customer experience, and 
ensuring long-term business success.
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https://avtex.com/
https://www.pscu.com/
https://silvercloudinc.com/why-silvercloud/
https://www.panviva.com/
https://ncuccr.org/conference/ncuccr-conference/
https://www.contactcenterpipeline.com/

