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INTRODUCTION In 1784, Alexander Hamilton, a founding father of 
the United States, also founded BNY. Fast forward 
240 years, and today BNY is an integral part of the 
world’s financial ecosystem, overseeing nearly  
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A cornerstone of BNY’s work to this day is helping build and nurture resilient and inclusive  
economies, both abroad and closer to home, which includes helping community banks  
persevere and grow.

In many cities and towns across the U.S., community banks play a vital role in providing a  
wide range of services to consumers and local businesses, from everyday banking to lending to 
investing options. In fact, according to the latest figures from The American Bankers Association,1 
community banks hold almost one-fifth of total loans in the U.S. banking industry. 

Community banks pride themselves on personalized service, and to keep pace with changing 
times, many have been upgrading their technological capabilities in recent years to offer online 
banking, automated loan decision-making and other cutting-edge services. 

But community banks still face challenges that can impede their growth – and that of  
their communities. 

At BNY, we’re proud of the trust our clients place in us, and are focused on listening to our  
clients and working together to help them achieve their objectives. This is why we collaborated 
with the Harris Poll to launch a first-of-its-kind BNY Voice of Community Banks Survey so we 
could learn more about these banks’ top challenges, needs and hopes for today and into the 
future—to help us better understand how best to support them.



TOP SURVEY 
TAKEAWAYS
We gleaned a lot from our survey of community 
banks, which was conducted in the spring of 2024 
and captured feedback from key decision-makers 
ranging from CEOs and CFOs to those responsible 
for adopting and implementing new technologies. 
 

Here are seven topline findings that  
we’ll explore in more depth in the  
chapters that follow:

How Community Banks See Themselves: Nearly 50% of the 
banks that participated in our survey believe they’re seen 
as innovative within their communities, but nearly 25% also 
believe they’re perceived as constrained — showing there is 
an opportunity to better support community banks and the 
clients and communities they serve. 

Community Banks Plan to Prioritize Tech to Compete: 
Nearly 30% of community banks in the survey indicated that 
innovative technology services focused on efficiency and 
security — such as instant payments and automated loan 
processing — are critical to maintaining a competitive edge. 
To be able to deliver such services effectively, 20% of banks 
polled are eyeing collaborations with fintech companies over 
the next five years as a potential solution for such services.

The Race to Embrace Digital Transformation: Over 90% of 
community banks surveyed said they are prepared to initiate 
digital transformations. However, while over 50% think their 
data analytics capabilities are advanced, less than 20% see 
themselves as experts in data analytics — underscoring 
the challenge many face to successfully launch a digital 
transformation program. 

The Impact of AI: Nearly 40% of community banks polled  
are incorporating artificial intelligence and machine learning 
into their strategic vision, with the goal of helping address 
everything from customer service to risk assessment. 

Non-Fintech Partnerships are Also Enticing: Nearly 30%  
of the banks polled identified non-fintech partnerships — 
collaborations with businesses outside of the financial 
technology sector, such as education, retail and even 
traditional banking offerings — as an equally important 
opportunity over the next five years. This represents  
a strategic move to meet diverse customer needs  
more effectively.

Wealth Management and Treasury Services are Top of Mind: 
Among the community banks polled that are looking to 
expand their capabilities, there is considerable interest in 
exploring external opportunities that would enable them 
to offer wealth management and such treasury services as 
real-time payments to their clients, with 100% of the banks 
indicating a desire to provide wealth management services 
and just over 95% treasury services. 

Growing Customer Demands Are Testing Community Banks: 
In our poll, 40% of banks said they face challenges 
with providing competitive loan rates, and over a third 
would like to better offer high-yield savings or advanced 
investment options to their customers. These gaps highlight 
opportunities for community banks to better meet customer 
demands through more sophisticated financial tools and 
digital finance solutions.
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CHAPTER  

ONE
The Important Role Community 
Banks Play in the Financial Ecosystem
Approximately 4,593 banks make up the U.S. banking system — 
and 97% of them are community banks.2 They primarily provide 
services to small and medium-sized businesses, agricultural 
customers and households within the community. Some community 
banks also service public sector and local government entities. 

To help further illustrate the vital role community banks play,  
they service 30% of commercial real estate loans, over 35% of  
small business loans and 70% of agricultural loans, according to  
a recent Federal Deposit Insurance Corporation (FDIC) study.3

Community banks have long prided themselves on their more 
personal approach to serving clients, and our study findings  
support this: almost half of the respondents polled believe  
they are recognized for their innovative approaches to helping  
clients within their communities.

Choosing a provider that can cater to all  
our financial service needs can streamline 
operations and enhance efficiency.”

That said, almost a quarter also believe they are seen as constrained when it  
comes to their ability to offer the best and most innovative services to their clients. 
This perception underscores an opportunity for community banks to explore how 
they might be able to overcome challenges through collaborations aimed at  
providing more sophisticated financial tools and digital finance solutions.

Most importantly, among the community banks surveyed that are looking to expand 
their capabilities, almost all showed a resounding interest in working with external 
partners, providing they have a strong reputation for resilience, trustworthiness  
and good customer service. In particular, 100% indicated interest in wealth  
management services and just over 95% in treasury services.

“Partnering with a provider who has a deep knowledge and understanding of  
corporate trust, treasury services or financial markets can ensure that I receive 
tailored solutions that meet our specific needs,” said one community bank  
representative who participated in the survey. 
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COMMUNITY BANKS' CUSTOMER BASE

WHAT COMMUNITY BANKS WANT IN A PARTNER

Small and medium business

Trust and Reputation

69%

19%

Agricultural and rural customers

Service Quality and Support

54%

14%

Individuals and households

Compliance and Risk Management

47%

9%

35%

8%

Non-profit and civic organizations

Expertise and Qualifications

High net worth individuals/private banking

Innovation and Technology

34%

8%

Public sector/government entitites

Specific Service Capabilities

28%

8%

Large/complex commercial enterprises 8%



CHAPTER  

TWO
The Present and Future Challenges 
Community Banks Face 
Our survey revealed that despite their proactiveness 
in staying competitive, especially when it comes to 
implementing cutting-edge technologies, community 
banks still contend with some headwinds  
as they look to advance and grow their businesses. 

In relation to efforts to stay competitive, a core 
requirement for any lending institution is the ability to 
maintain appropriate capital and liquidity levels, and 
one way community banks are managing this is through 
programs like the Advancing Communities Together 
(ACT) deposit program. It aims to increase funding for 
community lending by making it easier for a participating 
community development financial institution (CDFI) or a 
minority depository institution (MDI) to acquire funding 
from depositors.4

In our survey, we asked community banks to share the 
services customers most often request that they’d like 
to better provide. Four in ten community banks surveyed 
referenced competitive loan rates, while over 35% would 
like to better offer high-yield savings or investment 
options to their customers. These gaps highlight 
opportunities to support community banks in better 
meeting evolving customer demands for more diverse 
and competitive financial products.

As for the future, when asked to identify the biggest challenges their institutions 
face in the next five years, cybersecurity emerged as the leading long-term  
concern, followed by customer acquisition and retention, and data management 
and analytics. Cybersecurity was also highlighted as a top challenge faced by  
community banks in last year’s Conference of State Bank Supervisors (CSBS)  
Annual Survey.5 While cyber threats can happen to companies of any size,  
community banks tend to have smaller IT budgets and may not be equipped to  
keep pace with more advanced threats.

And while nine in ten of those surveyed said they are prepared to initiate  
digital transformations — the adoption of technologies designed to modernize  
the way financial services are delivered to customers — less than 20% see  
themselves as experts in data analytics.

Robust data analytics capabilities are essential for a successful digital  
transformation because they allow banks to analyze customer data effectively,  
optimize operations and tailor services. These findings reveal a disconnect  
between banks' perceived readiness and the actual expertise needed for an  
effective digital transformation journey.
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9 IN 10
of those surveyed 
are prepared to 
initiate digital 
transformations – 
the adoption  
of technologies 
designed to  
modernize the 
way financial  
services are  
delivered to  
customers.

WHAT BANKS SEE AS THEIR TOP 3 CHALLENGES

Cybersecurity threats 27%

Customer  aquisition and/or retention 26%

Data management and analytics 24%



CHAPTER  

THREE
How Tech Solutions Can Help  
Community Banks Thrive and Grow 
Community banks have been embracing digital 
advancements for some time, but there is still more  
they believe they can do to harness the power of 
technology to best serve their clients.

Case in point: Our study shows that about 40% of 
respondents plan to prioritize innovation in technology 
initiatives to help enhance customer satisfaction,  
with more than a quarter investing in services like  
instant payments and one in five prioritizing automated 
loan decision-making and account openings. 

Beyond customer satisfaction opportunities, 30% of 
community banks polled plan to prioritize technology 
for risk mitigation and just under 30% want to leverage 
technology to handle regulatory and compliance issues. 
These stats dovetail with an overarching finding that 
nearly 35% of banks intend to employ new technologies 
to stay competitive.

To go a layer deeper when it comes to services that  
would enable these banks to stay competitive, nearly 
one in three mentioned e-signature technology, mobile 
wallets and payment apps, and biometric identification. 

Not surprisingly, artificial intelligence also factors into future technology  
spending. When asked which emerging digital technology services are  
“part of your bank’s strategic vision in the next five years,” nearly 40% of  
respondents cited artificial intelligence and machine learning. 

All of these aspirations speak to a desire to meet growing customer  
expectations for security, convenience and speed, especially among  
younger consumers. In fact, two in three respondents surveyed indicated  
that millennials constituted the majority of their retail consumer base. 

To be able to deliver such tech-forward services effectively though,  
community banks know they can’t go it alone, both from a resourcing  
and in-house innovation standpoint. As a potential solution, 20% of  
respondents in our survey are eyeing collaborations with fintech  
companies over the next five years for these tech capabilities. 

Which of the following emerging digital technology services  
are part of your bank’s strategic vision in the next five years? 

1110

35%
of banks intend  
to employ new 
technologies to 
stay competitive

I would be interested in a partner that  
leverages cutting-edge technology and 
innovative solutions that can provide me  
with competitive advantages, such as  
real-time reporting, automated processes,  
enhanced security measures and  
improved decision-making capabilities.”

TOP OF MIND EMERGING TECHNOLOGIES

Artificial intelligence and machine learning 37%

E-signature technology 31%

Mobile wallet and payment apps 30%

28%Biometric identification

Blockchain technology 27%

Cloud computing 27%

Chatbots and/or virtual assistants

Voice banking technology

Omnichannel and client centric UX

Virtual branches

27%

24%

22%

22%
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According to one respondent, they want a partner “that leverages cutting-edge 
 technology and innovative solutions that can provide me with competitive 
advantages, such as real-time reporting, automated processes, enhanced  
security measures and improved decision-making capabilities.” 

In addition to prioritizing digital transformation to stay competitive, at least one 
in four community banks is also considering non-fintech partnerships to meet 
diverse customer needs more effectively. This can encompass collaborations 
across such varied industries as education and retail, among others. 

Some community banks, for example, can even take advantage of a Department 
of Treasury initiative called the Treasury Bank Mentor-Protégé Program. It’s a 
unique platform that enables a protégé at a community bank to collaborate with 
a large commercial financial institution and receive management and technical 
assistance to help strengthen their balance sheet and better serve  
their customers.6

If there is one thing we can take away from this survey, it’s just how vital 
community banks are to the health of our financial system — 4,455 community 
banks, to be precise, stretching from state to state. 

To learn more about The BNY Voice of Community Banks Survey, read this  
Q&A with Shofiur Razzaque, Head of Community Banking & Solutions.

“The goal of this survey was to explore the 
current state of community banks in the U.S. 
The survey results reaffirm the crucial role 
community banks play in advancing our 
economy, and the important role BNY and other 
institutions have in helping community banks 
achieve their ambitions.” 

– SHOFIUR RAZZAQUE
Head of Community Banking & Solutions, BNY 

Methodology and Respondent Profile
This report was a collaborative effort between BNY and the Harris Poll. 
The survey design was conceptualized by BNY while Harris Poll took 
charge of recruiting participants and executing the online survey.  
Both firms contributed to the crafting of the insights and findings.  
The statistics in this report reflect the feedback of the surveyed 108 
c-suite, full-time employees of US Community Bank respondents and  
they do not reflect the views of BNY. Certain outcomes may be derived 
from small sample sizes and should be used for directional purposes only.

Total Assets n (%)
$100M to < $500M 18 (17%)

$500M to < $1B 16 (15%)

$1B to < $5B 33 (31%)

$5B to < $10B 41 (38%)

Role n (%)
Partner / CEO 18 (17%)

Executive / C-level 49 (45%)

Managing Director 15 (14%)

VP / SVP 26 (24%)

Department n (%)
Finance / Accounting / Treasury 45 (50%)

Technology / IT 11 (12%)

Operations 8 (9%)

Credit Services / Lending 10 (11%)

Deposits / Accounts 1 (1%)

Payments 2 (2%)

Insurance 1 (1%)

Wealth Management / Private Banking 3 (3%)

Cash Management 9 (10%)

https://www.bnymellon.com/us/en/about-us/newsroom/company-news/voice-of-community-banks-survey-insights-2024-shofiur-razzaque.html
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