
Very Happy 
(57.01%)

Somewhat Happy (39.25%)
Neither Happy  or Unhappy(2.80%)
Somewhat Unhappy(0.93%)

Very Happy 
(56.54%)

Somewhat Happy (39.72%)
Neither Happy  or Unhappy(2.34%)
Somewhat Unhappy(0.47%)
Very Unhappy(0.93%)

Somewhat Important (24.77%)
Neither Important or Unimportant (0.93%)
Somewhat Unimportant (6.54%)
Very Unimportant (1.87%)

Very Important
(65.89%)

Somewhat Concerned (42.06%)

Neither Concerned or Unconcerned (9.35%)
Somewhat Unconcerned (6.54%)
I don’t worry about it (0.93%)

Very Concerned 
(41.12%)

Overall, how happy are you with your CREDIT 
card processing provider.

How concerned are you that members may leave 
your credit union if your card services don’t offer 
the most current capabilities?

How important is your Card Processor to the 
success of your credit union?

Overall, how happy are you with your DEBIT card
processing provider.

While credit unions exist to improve and support the �nancial well-being of their 
members, they o�en rely on traditional metrics – mostly �nancial – to evaluate 
their performance.  Key Performance Indicators (KPI) used by credit union boards 
and leaders include net-interest margin, loan growth, interest income, non-inter-
est income and even product penetration. Yet many of these KPIs don’t gauge 
members’ relationship or �nancial strength, the true aim and mission of most 
credit unions. 

At MAP, we believe in balancing traditional measurementss with metrics that weigh 
members’ engagement, assessment, and relationship success.  One tool we use is 
the Annual Happiness Payment Report, an annual survey of credit union leader’s 
satisfaction with their card processing solutions. We believe that happy credit 
unions make for happy members.  This year’s report re�ects the mood of the 
nation as it confronts the pandemic and its economic fallout.

Consistent with prior year’s surveys, the respondents were happy with their credit 
union’s Card Payment and Online Banking services. The report revealed that just 
over half were “Very Happy” with their debit (56.54%) and credit (57.01%) programs. 
However, the importance of the card processor jumped signi�cantly.  In 2019, 
54.76% of respondents said that their card processor was “Very Important” to the 
success of their credit union. Respondents stating their card processors were 
“Very Important” increased by more than 12 points in 2020 to 65.89%

“Payments continue to grow in importance for members and credit union leaders 
alike,” said Cyndie Martin, MAP President/CEO.  “The success of a credit union’s 
payment portfolio – debit, credit, mobile, digital – is pivotal to success and 
long-term it’s viability ,” she said.  This year’s Annual Happiness Payment Report is 
proof that credit unions see the importance of payments in driving the rest of 
their business.  

The Happiness Report also asked about credit unions responses to the pandemic.  
Overall, the pandemic took its toll on credit unions according to survey respon-
dents.  While most (79.81%) said they were prepared, more than half said they had 
to make many adjustments (55.87%), with approximately one-quarter (23.94%) 
claiming there were few or no adjustments necessary.   Nearly half (48.13%) stated 
the pandemic was “Very disruptive” to day-to-day operations and only 6.54% said it 
was not at all disruptive.

The pandemic may have contributed to another signi�cant change from the prior 
survey.  In 2019, respondents stated they were happiest with Card Payments from a 
list of services that included online and mobile banking, member and business 
lending, mortgage and home loans and investment services.  This year Business 
Lending topped the list, followed closely by Card Payments.  We hypothesize this is 
a result of credit unions business lending representatives intrepid response to 
service the Paycheck Protection Program (PPP) loans.  
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The 2020 MAP Happiness Report surveyed 214 credit union executives in the U.S. about their 
debit and credit payment providers. Respondents were executives and department directors in 
the areas of operations, card management, risk management, lending, �nance, and IT

2020 Happiness
Payment Report

Disruptive (16.82%)

Slightly Disruptive (13.55%)

Very Disruptive (6.54%)

We're still trying to get 
a handle on things (14.95%)

Very Disuptive
(48.13%)

Somewhat Concerned (36.19%)

Neither Prepared nor Unprepared (11.74%)

Somewhat Unprepared (5.83%)

Unprepared (2.82%)

Prepared 
with many 
adjustments 
(44.76%)

In general, how prepared do you feel your credit
union was to handle the Pandemic?

In general, please state how disruptive the 
Pandemic has been to you credit union day-to-day 
operations.


