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BANK ON CREDIT UNIONS FOR CUSTOMER SATISFACTION

Credit unions are winning the hearts and minds of banking customers as awareness and customer satisfaction levels increase, according to research released today.

The research, undertaken by Eureka as part of their periodic review of customer relationships in the retail financial services industry, shows customer satisfaction gap between credit unions and the big four banks has widened.

Since 1996, bank customer satisfaction has decreased by 41 percent to around one in four customers. Top of mind awareness for credit unions has doubled since 1998 at the expense of the banks.

Steve Laue, Chief Executive of Credit Union Services Corporation, said that eight in every 10 credit union members rated their credit union as either excellent or very good. 

“This is the highest level for all financial institutions and demonstrates that credit unions deliver on their commitment to provide high quality, personal service to members,” Mr Laue said. 

“Compare our performance to that of the big four banks, where less than three in 10 bank customers rate their organisation as excellent or very good and it becomes apparent how well connected credit unions are to their customers.

“It is not surprising then that 75 per cent of credit union members recommend their financial institution to others.”

“In the past, some people have discounted credit unions, but more people now believe that we offer more ‘extra’ services than banks.

“Credit unions attract a strong community association.   Nearly five in ten (46%) members of Australia’s banking population associate credit unions with being “part of the community”, a jump of eight percentage points since 1996 (from 38%).
“ More women belong to credit unions and this trend has increased in the last three years. Credit unions also retain more customers ahead of three of the major banks.

"The growing popularity of credit unions is due to credit unions treating their members with dignity and respect,” Mr Laue said.

“Credit unions have avoided the brutal cost cutting programs that have seen banks slash branches, jobs and service standards.
“As more and more Australians across the banking customer spectrum have become disenchanted with the impersonal service and poor attitude offered by other financial institutions, they are finding that credit unions offer a style of service that few can match. 

“The reason for this is the unique ownership structure of credit unions. Credit unions are mutual organisations, owned by their members for their members. 

“At a credit union, each member is both a customer and a shareholder in the credit union. Their ownership ensures that credit unions are motivated to put their members’ needs first.”
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