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AV O I D I N G  “ S H O R T E R M I S M ”

70% of respondents said that CEOs focus 
too much on short-term financial results

Nearly 60% said that they don’t focus 
enough on positive long term impact

W H Y  A R E  W E  H E R E …

“Edelman Trust Barometer, Annual Global 
Study” Edelman, 2016

W H Y  D O  I N N O VAT I O N  &  G R O W T H  M AT T E R ?



Y O U R  S U C C E S S  M AT T E R S  S O  D E E P LY

H U M A N  N E E D S  A R E  R E A L



*Oxfam

8 Richest 
People = 

Same 
Wealth as 

the Poorest 
50% (3.6 B)

M O R E  T H A N  H A L F  O F  T H E  U S  
P O P U L AT I O N  I S  S T R U G G L I N G  
F I N A N C I A L LY

A C C O R D I N G  T O  C F S I ’ S  

2 0 1 5  C O N S U M E R  F I N A N C I A L  H E A L T H  S T U D Y  

“Consumer Financial Health Survey,” CFSI, 
Gutman, Garon, Hogarth, Schneider 2015



“Consumer Financial Health Survey,” 
CFSI, Gutman, Garon, Hogarth, 
Schneider 2015

PAY D AY  L O A N S  1 2 M  A M E R I C A N S  
A N N U A L LY

“Trending: Credit Unions in 2025” Filene, 
Rogers & Nat, October 2015



E Q U I FA X  C O N F U S I O N :  Y O U ’ V E  B E E N  
B R E A C H E D

D O E S  G R O W T H  M AT T E R ?



S U S TA I N A B I L I T Y  D E F I N E D  ( L A S S )

“The ability to continue a defined behavior indefinitely.”

“A sustainability system or process must be based on resources that will not be 
exhausted over a reasonable period, sometimes expressed as the long term.”

“Credit Union Financial Sustainability: A 
Colloquium at Harvard University, Tufano, 
Lass, Frei, Stone, May 2011

“Credit Unions: Financial Sustainability & 
Scale” Filene, Dopico, April 2016



“Credit Unions: Financial Sustainability & 
Scale” Filene, Dopico, April 2016

“Credit Unions: Financial Sustainability & 
Scale” Filene, Dopico, April 2016



D O E S  I N N O VAT I O N  M AT T E R ?



R E M E M B E R  T H I S ?  

H O W  A N Y  O F  Y O U  U S E  U B E R ?  



I M PA C T  O F  U B E R O N  M Y  L I F E

I F  I  W A N T  A  R I D E  T O  T H E  
A I R P O R T …



R A R E LY  F I L L  M Y  G A S  TA N K

N O T  B U Y I N G  A  N E W  C A R



T H I S  I M P O R TA N T  N E X T  G E N E R AT I O N :  O U R  
D E S I G N E R  B R I T T

T H E  R E A L  S I Z E  O F  A N Y  M A R K E T ?

$1.7B 

U B E R  I N  S A N  F R A N C I S C O  – F I R S T  P R O F I T A B L E  Y E A R  N O  N O T I C E A B L E  

D E N T  I N  T A X I C A B  R E V E N U E

“Game Changers: A Research 
Symposium” Filene, November 2015



U B E R L A U N C H I N G  C O - B R A N D E D  C R E D I T  C A R D  
W I T H  B A R C L AY S

I N N O VAT I O N  D E F I N E D



W H AT  W O U L D  Y O U  S AY ?

I N N O VAT I O N  D E F I N E D

“Progress is the constant replacing of the best there is with something still better.” 

– Ed Filene

“Innovation is significant positive change.” 

– Scott Berkun, Author & Speaker

“Belief in your creative capacity lies at the heart of innovation.” 

– David Kelley, Founder, IDEO

“Innovation is this amazing intersection between someone’s imagination and the reality 
in which they live.” 

– Ron Johnson, Former CEO, JC Penney



I N C R E M E N TA L  V S .  D I S R U P T I V E

T H E  4  “ P ’ S ”

→ Product Innovation – Changes in the things (products/services) which an 
organization offers
→ iPod goes from large to mini

→ Process Innovation – Changes in the ways in which products and services 
are created or delivered
→ Back-office collaboration 

→ Position Innovation – Changes in the context in which the products/services 
are framed and communicated
→ Levi-Strauss: Once a manual workers jean, now a fashion item

→ Paradigm Innovation – Changes in the underlying mental models which 
shape what the organization does
→ Horse to Car

• “If I asked people what they wanted, they would have asked for a five-legged 
horse.” – Henry Ford

“ M A N A G I N G  I N N O V A T I O N ”  B Y  J O H N  B E S S A N T  &  J O E  T I D D



DESIRABLE

FEASIBLE VIABLE

Human‐Centered Design Toolkit, Version 2, 
IDEO

Start Here

Not HereNot Here

Human Centered Design:

What do people 
desire? Are you solving 
a problem in a way that 
is attractive to people?

What is 
technically & 
organizationally 
feasible? 
Technology, 
Talent & 
Infrastructure

What can be 
financially 
viable? Can 
we justify 
the 
expenses of 
creating & 
maintaining 
the solution?

M E M B E R  C E N T R I C I T Y  – C O R E  T O  U S

T H E  L E N S  O F  T H E  M E M B E R



I F  Y O U  B E L I E V E  A L L  T H AT,  N O W  W H AT ?

C U LT U R A L  A G I L I T Y  &  
O R G A N I Z AT I O N A L  A M B I D E X T E R I T Y



T H I N K  O F  Y O U R  H O M E  C U LT U R E

I N  6 0  
S E C O N D S … D E S C R
I B E  Y O U R  
C U LT U R E



W H AT ’ S  C U LT U R A L  A G I L I T Y ?   

O R G A N I Z AT I O N A L  A M B I D E X T E R I T Y

E X P L O I T  C U R R E N T  B U S I N E S S  

W H I L E  E X P L O R I N G  F U T U R E  O P T I O N S



T Y P E S  O F  A M B I D E X T E R I T Y

→ Sequential – move between explore & exploit over time
→ Some question as to whether this is true ambidexterity

→ Structural - setting up formal units to both explore & exploit
→ Separate employees, cultures & processes

• Google “X”

→ Corporate – beyond the confines of a single corporation
→ Spinning one corporation off into two

→ Spinning one off into partially separate ones

→ Establishing structures through which wholly separate corporations 
cooperate to achieve specific exploit/explore goals such as quality & 
control, sharing of costs or R & D

→ Contextual – processes or systems that encourage individuals, 
teams or business units within the organization to move between 
explore and exploit as needed 

W H AT  I S  C U LT U R E ?

“In the absence of policy, 
culture is what guides decision 
making.”

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



“The Best Strategic Leaders Balance 
Agility & Consistency” Harvard Business 
Review, Coleman, January 2017

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



A S K  Y O U R S E L F :

How do our core values 
prioritize the organization, 
employees and members?

L E T  G O  O F  E X I S T I N G  V A L U E S  &  B E H A V I O R S  T H A T  A R E  
D E T R I M E N T A L  T O  B U S I N E S S  G R O W T H

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

C A S E  S T U D Y



“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



F O L L O W I N G  U S  M A N A G E M E N T  P R A C T I C E S

In 1968…

2,400 Credit Decisions – Made by the 

Senior Leaders or Board

Taking Two Months 
to Accept or Decline a Loan

C E N T R A L I Z E D  L E N D I N G

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

M A S S I V E  R E S T R U C T U R I N G

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



N E W  E X E C U T I V E S :  L A R G E LY  N O N -
B A N K I N G

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

T R A N S F E R  O F  D E C I S I O N - M A K I N G  

F R O M  C E N T R A L  T O  R E G I O N A L  &  B R A N C H  M A N A G E R S  

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



T R A S H E D  O L D  M E T R I C S

S T R O N G E R  R O E  T H A N  C O M P E T I T O R S  V S .  

P R O F I T  O R  R E V E N U E  G R O W T H

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

T H R E E  S U B S E Q U E N T  C E O S  K E P T  
T H E M  O N  T R A C K

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



O N LY  B A N K  T O  N O T  A S K  F O R  G O V E R N M E N T  
H E L P

S W E D I S H  B A N K I N G  C R I S I S  O F  T H E  1 9 9 0 ’ S

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

3 0  Y E A R S  O F  A C H I E V I N G  R O E  G O A L  

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



W H AT  W O R K E D ?

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

C O R E  VA L U E S

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



C U S T O M E R  C E N T R I C I T Y

S H A P E S  E V E R Y T H I N G  T H E Y  D O

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

B R A N C H E S  &  M A N A G E R :  B R O A D  
A U T H O R I T Y

H I R I N G ,  F I R I N G ,  R A T E S  &  S A L A R I E S

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



N O  H A R D  &  FA S T  R U L E S

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

Q U O T E  F R O M  A  B R A N C H  M A N A G E R :

“We never make a loan without meeting the borrower. For 
larger loans or new customers we have several meetings. 
We review about 5 to 10 variables for individual borrowers 
and for a corporation up to 20 variables. We don’t have any 
“minimums” or “threshold” values for any of the variables—
we look at the total picture. For example if a borrower 
doesn’t have a long employment history but has a wealthy 
relative willing to cosign, we will seriously consider making 
the loan. As a result we can make loans that banks using 
check boxes will reject.”

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



D O  T H E Y  U S E  A  M O D E L ?  Y E S .

Corporate Borrowers: Two 1-5 Scales

N E V E R  E X P E C T E D  T O  J U S T  C H E C K  T H E  B O X

1

1

5

5

Risk of Financial Strain

Financial Power of Resistance

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



W H AT  A B O U T  T E C H N O L O G Y ?

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

E A C H  B R A N C H  H A S  I T S  O W N  W E B S I T E

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



N O  C E N T R A L I Z E D  M A R K E T I N G  O R  M E S S A G I N G

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

F R E E D O M  I N  A  F R A M E W O R K

N O T  A B S O L U T E  F R E E D O M

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016



“Designing Credit Union Culture for High 
Performance” Filene, Campbell & 
Robinson Jr, May 2016

S O ,  S H O U L D  W E  D O  A L L  T H I S ?



B I G G E S T  TA K E - A W AY S T O  R U N  W I T H …
A G I L I T Y ,  A M B I D E X T E R I T Y ,  C U L T U R E

+ Q U E S T I O N S ?



C A L L  M E  M AY B E ?

→ tansleys@filene.org

→ 203.859.2666


