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Marketplace Challenges

How do you respond to these classic 
marketplace business challenges?

What is your approach to...

 ... the rising interest rate environment?

 ... competition for member loans?

 ... big data and the pressure to figure it out?

 ... influencing regulators and lobbyists?

RK says, , “Avoid selling out your future for 
what appears to be today’s immediate 

priorities.  Resist the urge to compete at any 
cost, only to find yourself out of balance 

down the road.  Concentration risk is not just 
a lending theory.”

RK says, “Work harder at getting 
new loan applications than you do 
approving poor ones.  Find the key 
success factor in lending from the 
big picture.  Do not overspend on 
anything off that path.  Get over 
yourself and participate in the 
opportunities of others, and 

vice versa.”

RK says, “Get focused on how you use your
data, before you buy tools and consultants 
and use everyone else’s data.  Understand 

the ideas before you invest.  Be a smart 
buyer of big data hype.”

RK says, “Use the power of grassroots efforts.  
Exercise your own voice before you sell out to 
a hired gun.  When you hire a hired gun, make 
sure he knows as much about your game as he 
does getting along in the political game.  Be an 

antagonist without being an anarchist.”

Notes from the 2013 CEO Roundtable 
At the Frederik Meijer Gardens, November 6, 2013 

 



5 Julie Gessner Corinne Coyle – Advantage CU 
James Phetteplace – Pensacola Government 
FCU 
Connie Taylor – Rockford Community FCU 
Vickie Schmitzer – Frankenmuth Credit Union 
Martin Carter – Parkside Credit Union 
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 10 Pauline 
VanZalen 

Rudy Callen – Kalsee Credit Union 
Renee DeMarco – Community Driven CU 
Ernie Jackson – CommStar CU 
Dean Wilson – Focus Credit Union   
Glenn Kretchmer – ATL FCU 
Don Mills – Alpena Alcona Area CU 

Group Notes 
The following notes are included exactly as taken by table scribes.  Scribes were instructed to jot down everything that was discussed at the table, with the 
idea that reading the notes would be a little bit like eavesdropping on the conversations. 

Group 1 
(Scribe: Esteban Camargo) 

 
What is your approach to the rising interest rate environment?  

 Our rates are not going to rise regardless of the market. We're too awash with cash at the moment.  

 But with rates raising, the concern is that those deposits are going to "wash away." 

 Rates are still too low to really draw in consumers for long-term certificates (4-5 years) 

 We had to make sure the penalty rate was high enough to hopefully discourage anybody that does get a 
long term certificate from withdrawing those funds early for a higher rate elsewhere. 

 Start creating new account types to target new segments of the population. 

What is your approach to competition for member loans? 

 River Valley is looking to participation lending more and more as a source for new loans.  

 Breaking into the student loan business.  

 Financing tuition costs for private schools. Possibly make it interest free up front.  

 Develop a lifelong relationship with these kids to then feed into the credit union when they eventually 
go into college.  

 Create networked relationships with local businesses to build that pipeline. 

What is your approach to big data and the pressure to figure it out?  

 We like Randy's comments regarding understanding what we have before we go look for somebody else 
to provide it to us.  

 We would like to use more of the PDF capabilities for our board meetings, because that can give great 
info easily, and in a professional presentation.  

 Are we using data to impress or are we using our data to act?  

What is your approach to influencing regulators and lobbyists? 

 We wrote to congressmen telling them not to tax credit unions.  

 Joining grassroots programs to notify lobbyists of the needs of credit unions.  

 Put information on your website about the "Do not tax my credit union" initiative 

 Don't be afraid to send emails to members about this; be ready to defend yourself, but don't be afraid 
to find out who's interested and who will contribute to the campaign.  

 Participate in League events and speak with the regulators. Be an active participant in the movement in 
general.  

 Beware candidate endorsements, even if it's neutral.  



 Would be nice if there was a workshop or some information on how to make a comment and to be a 
voice in pro-credit union campaigns. How do you become an active participant in government?   

Group 2 
(Scribe: Barb Cooper) 

 
What is your approach to the rising interest rate environment? 

 Use your balance sheet position to accommodate for any losses due to interest rate risk in a rising 
environment. Changes in investments, liquidity, fee income and loan rates for longer term loans can 
help mitigate any losses 

 Currently the low interest rate marketplace is here for a year or two per ALM analysts. 

 How do we plan now? What methods can be used to retain deposits when rates rise? (No answers can 
from the group) 

 
What is your approach to competition for member loans? 

 Trigger marketing using credit bureau information is a new idea, but is too expensive (Trans Union $5K- 
$10K). Use outbound call for these leads (consider Xtend). 

 There is now more competition for C & D paper now that the economy is more stable.  

 Track your place in your market share. Third party companies sell this information of r$99 / month. 
Know where you are so you can set goals to improve. 

 Find a way to maximize the leverage you have used for indirect lending – keeping those members and 
/or getting the indirect loans. Dealer partnership is key. 

 
What is your approach to big data and the pressure to figure it out? 

 Bill from Day Air serves on the PSCU advisory committee and voted no on their effort to purchase big 
data on shopping habits of consumers as his own core processor provides this information for him. 
(They approved to move ahead).  The big question is what do we do with this data? How do we make it 
actionable? 

 
What is your approach to influencing regulators and lobbyists? 

 Most of the group felt that there is no influence they can exercise in the political arena. No one wants to 
listen.  One opinion was that their league dues go to the leagues efforts to influence regulators and 
lobbyists. 

 Some effort in the long term needs to beat back the incessant regulatory creep.  Try to find the staff 
who are aids to your representatives to deliver your opinions rather than not getting any access at all. 

 
General notes on influence… 

 David Wright gave his strong opinion that it is very important that we go to Washington D.C every year, 
not just when we need to. Take your board chairman and tell your representative that he (she) is 
attending on their own time to make the importance of credit unions known. Make your credit union 
efforts personal in some way. His CU took pictures of a member event and sent it to the newspaper. 
Then sent the newspaper article to his congressmen showing his voters think credit unions are 
important.  

 
General notes on competition for loans… 

 Randy K – asked what the signal is that rates are beginning to rise? (No direct answer) 

 Use your variable rate products (both loans and certificates) to prepare for the rise in rates. 



 Most extreme efforts offered:  

 Auto recapture gives any member a 2% reduction in rate with a floor of 1.99% - trying to go after C&D 
paper.  

 Posting paper cards with the member name and amount saved on the loan officers’ doors for auto 
recapture efforts. Members like to see their names and loan officers compete for success. 

 Budgeted loan growth for the group was based on past experience. 

Group 3 
(Scribe: Karen Sorensen) 

 
What is your approach to the rising interest rate environment? 

 How are you supposed to prepare when rates sit so low now?   They do not see any rate changes until a 
new administration.  It will take a political shift to change rates.  Credit unions may lose liquidity when 
rates go up.  Credit unions generally do not respond immediately to rate increases.  

 They compared ratios like ROA, loan to share, etc.   They anticipated lower loan to share ratios with 
increased rates. 

 Most feel that rates will still be flat in 2014. 

 
What is your approach to competition for member loans? 

 Credit unions are getting pressured to do longer term car loans at lower rates.  Some have re-vamped 
indirect lending by bumping the rate for an extended term.   

 Competition for member loans is brutal, especially for business loans.  They have had to re-price some 
of the loans (lower the rates).   

 
What is your approach to big data and the pressure to figure it out? 

 Competition for member loans is hand-in-hand with big data.  Credit unions must understand the right 
member at the right time for the right products.  Interfacing with big data companies was discussed.  
They would like for it to be easier to get member data from the system.  They have not figured out how 
to pull it all together (mail, phone calls, web, eblast messages, etc.)   

 Issue with big data – It is easy for Randy to get the data because he understands the system like the back 
of his hand.  CU employees do not know how to get the data out of the system.  (this is where Randy 
jumped in) 

 
General notes: 

 Randy entered this conversation and talked about the fact that CUs should invent the systems rather 
than partner with big data companies.  Credit unions can lend better than these companies. He 
recommended hiring a data analyst and putting hours in education.  Employees can learn to do it 
themselves.    

Group 4 
(Scribe: John Beauchamp) 

 
What is your approach to competition for member loans? 

 Put how much they saved members on slips on doors. 
 
What is your approach to big data and the pressure to figure it out? 

 Don’t have tools like Amazon. They make recommendations about what to buy. 
 Younger kids want new all the time we aren’t into buying 4x  



 Recognize when them come into website. 
 Don’t use dash boards, so much going on.  When I compare dashboards they don’t reconcile so research 

starts so I walk away. 
 
What is your approach to influencing regulators and lobbyists? 

 Sit on committee for CUAC nominated by NAFCU  
o Basically don’t care about opinion. Won’t let talk about what I care about. 
o Photo Op that is being censored. 
o Some CU’s believe CFPB is gospel 
o Individual at CFPB finally said consumer is responsible  

 Sins of the few… 
 Regulators don’t get to underlying problems. 
 Can’t engage members because fighting regulators. 
 Important to go to D.C. to show congressmen or senator difference between CU’s and Banks. 

o Board members are volunteers. 
o Got to go every year so they understand you care not just when you need something. 
o Need to network with mayors councilmen etc as they move around. 

 Buy full 2 page ad of 200 members pictures – send to congressmen / senators these are real people. – 
Making ownership real. 
o Pictures of average folks – real people! 
o Send to Matz etc. Sent Calendar to JoAnn from Iowa. 

 Called David and thanked him. 
 Every month she will see it and think of him. 
 Send Random email to them. 

 Senators represent members so you have a stick… not so at NCUA. 
 Not involved enough, asked for comment 3 responses (FASB) 

o Take time. 
 Talk to Matz’s husband about Pheasant hunting. 

o Some amount of flexibility in the law and how they interpret. 
 Have you ever heard of bank day?  
 Went to DC because of ASI insured CU wanted access to federal home loan bank.  

o Matz if you allow everyone will drop NCUA charter. 
 Hampering CU opportunity. 

 How to influence? Small cu’s afraid. 
o Share exams to make small bigger. 

 NCUA – ignore because of necessary evil, maybe wrong approach. 
o Town hall meetings. 
o Asked question at town hall not responded to. 
o Matz - Name CU name before she’d answer questions. 

Group 5 
(Scribe: Julie Gessner) 

 
What is your approach to the rising interest rate environment? 

 Selling out your future- why would you do that? Don’t spend all your resources going after the low 
rates? Do we need to take on more D and E paper? We can’t compete at bargain basement rates.  

 Motto is 98 percent of the people pay- is motto for delinquency ratios. 

 Selling out is easy staff loves the easy and is easier to sell to A paper- it makes them look good. 
Increasing the sales culture is key to teach people how to close on harder loans.  

 Make sure I am on top of rate changes so I can change with it and not be left behind. 



 
What is your approach to competition for member loans? 

 Work harder at getting new loan applications -  

 Mining Know Your Member for opportunities to do recaptures and market to these targets- Work with 
what you already have, Also increase wallet share with these groups 

 This goes back to having a sales culture in place 

 Have an incentive plan for loan officers- new loans - new money 

 Do we have a mindset of current staff that they just can't break out of without radical change? Incentive 
by itself doesn't do it alone. All it does is encourage those who currently do it to keep doing it and others 
never get on the bus.  

 Participation Lending- with other credit unions in the same area non platform. How can we get in this 
business? Do we have credit unions who would say yes too many times? This is the value of using 
CU*BASE data mining. Using the credit unions in this room is best answer. 

 
What is your approach to big data and the pressure to figure it out? 

 Auto loan recapture was worth the money- the value was in the data mining. Phone calls and letters as a 
compliment to the mailing did generate success. If we don't have the time to do it then let Xtend do it 
for you.  

 We have enough tools it’s in figuring out how to use them in the time we have.  

 Raddon relationship is key. Has been invaluable- tell you why your successful and why you’re not. This is 
a consultant not just the information, if you just look at data you would be lost - Raddon will provide the 
consultant on how to use and understand information. The idea is not that just one person provides 
consulting but there is a consortium or 4 or 5 that provide possibilities.  It’s too bad that more of this 
information does not come back to the core. A lot of information from CUBASE needs to be pieced 
appended together to send to Raddon - 4 to 5 hours of time with each analysis.  

 If you don't have a person who can analyze data you pretty much have to go outside to get it.  

 On Know Your Member the data is old - credit scores are not necessarily current. How do we 
consistently refresh the score and keep it current without having to ask or go other places? How can 
CU*Answers keep this easy, cheap and real time?  

Group 6 
(Scribe: Liz Winninger) 

 
 Dat discussed his lending portfolio  and working on a balanced lending portfolio which will grow over 

time.  

 Janet discussed walking the line on assets and net worth ratio with her loan porthole.   

 Dat discussed a strategy with long terms with mixing loans up over 5 years.   

 Janet spoke with him about commercial vs. mortgage lending.   

 Mary discussed her balloon loans and the property's that fell underwater and applying a modification to 
the loans as she saw the balloons coming.  Her members cannot leave her because they are upside 
down, loan to value - she is offering them a refy.  By doing so she has maintained 7% home equity loans.  

 Discussion around balloon loans and members who do not want arms.  Mary is re-evaluating the loans 
and then hitting cross sales when the modifications to the loans are being made. Also, when the 
examiners come in and how they are viewing the loans.  When they are doing commercial loans, they 



work to do it right, so the risk is low, such as using the entire building vs a member who only wants to 
use part of a building and the whole building is not bringing in revenue.   

 Discussion at our table around the competition for loans, the member who goes with the dealer at 0% 
cannot be beat.   

 Dat discussed his loans at 12.5% but to be conservative he put it at 12%.  

 Mary brought to the tale the using Xtend for services, call center.  They discussed pre and post 
conversion calls.  Mary discussed leveraging the call center to leverage their current offerings and using 
Xtend.  

 The table spoke about the ItsMyBiz and how they will leverage ItsmyBiz to help them grow.  Janet 
discussed member populations.  The baby boomers owed a lot on their loans.  She designed a product 
that those members could retire without a mortgage.  Many members had equity in their loans but too 
small for banks to bother with.  They found many members with high credit scores who needed to 
prepare for retirement.  They looked to solve a problem for a specific population of members.  Another 
group was a consolidation of credit card debt for members with a large amount of credit card debt.  Yes, 
it was unsecured, but they just needed a tool to manage their money and consolidation was it.  She 
discussed marketing it and finding the right people.  She used Where Members Borrow and handpicked 
people, she went in and found members who had a score of 680 and above.  She made phone calls to 
those particular members and it worked.  Also, use Data Mining Tool.  

 The table is going to go back and review their pricing strategies.  

Group 7 
(Scribe: Marsha Sapino) 

 
What is your approach to the rising interest rate environment? 

 First united-position your balance sheet appropriately  

 Edoc-anyone consider that this may be just how it is?  

 Calcite-things can only go up 

 First united-if it stays this way, then we are fine 

 Edoc-how do you make money on data? 

 First united-what would you do with the data? 

 Edoc-taking that data and turning it into revenue. If you are building things for these members, have you 
considered using this data to push things out to the members (if there is a Verizon near by then push an 
ad to the member for Verizon and gain a partnership with Verizon). 

 
What is your approach to competition for member loans? 

 Using data to recapture info 
 
General notes: 

 First united-sales culture  

 Calcite-call every new members, incentives, train the culture..everyone has been trained the same way. 
If a credit report is pulled, the tellers know what to look for to cross sell.  

 Edoc-participate in their world 

 Xtend-who does your beta analyst  

 Calcite-leadership team has 6 people 

 Edoc-committee for a sales culture? Brand awareness, how to participate, have different age ranges,  

 Bridge – how to prevent this job from becoming all consuming to the staff. Are we not promoting 
decompression.  

 Calcite-the staff will do what you ask, but they will be the first to say that they have a life.  

 Xtend-how do you get more people working on your business plan other than your people? 



 First united – you need people that are committed and engaged.  Don’t need “clock watchers”  

 edoc-enable people to work 

 first united-some staff embraces working outside of their expected time, others don’t.  

 First united-there is a lot of data out there that we don’t know we have.  Use what you have. Make the 
effort to follow up.  

 Calcite-bind the data and do the work.  Take what we have and use it then find ways to get the non-
member. Community outreach.  Raise money and use it to pay dividends.  

 Bridge-mini marketing campaigns.  

Group 8 
(Scribe: Jill Marsh) 

 
What is your approach to the rising interest rate environment? 

 LuAnn- I think you have to keep the diversity across your loans, Yo ucan’t just do it all on paper. You will 
get caught in selling out the feature. We handle a lot of D & E paper. The environment we live and 
breathe is railroaders. They are traveling all the time. The mobility has helped them keep track of their 
financials better. But they still rely on us for direct deposits and loan payments. Payroll deduction that 
the employees cannot go to the railroad company, they have to come to our branch to control the 
payments. We have it built into our policies  

 Charles – do you have low or high limits on D & E payments. 

 LuAnn our maximum result is $7500 with an aggregate of $13,000. I feel that my limits are low because 
inflation.  We have a lot of members wanting to bring in unsecured credit cards and wanting to get a 
better rate on unsecured debt for 12 months. Some of them can afford that and it’s a huge annual thing 
that they like to utilize. 

 Kim – Starting to dabble in business lending so will go higher with unsecured debt. We’ve had very little 
request for higher unsecured debt limits. Our rate is around 5% for unsecured. It’s low.  

 Charles – we do 10,000 unsecured debt that includes the visa. We are thinking about raising that to 20 – 
25 thousand in 2014.  

 Kim – we sold our credit card portfolio. They were half our write-offs. We had 40 some million in loans. 
3 million in credit cards. 

 LuAnn we have to educate our members that when they see the Visa credit card it’s actually coming 
from the CU.  

 LEO – Are you, LuAnn, moving away from the A & B paper loans. 

 LuAnn – No we definitely want A Paper in our portfolios. We want that, we advertise that.  

 
What is your approach to competition for member loans? 

 LuAnn – we have little competition in the c,d, e paper loans. They are less likely to get denied. A & B 
loans can easily go elsewhere.  

 We provide different markets and services to these type of members who are out on the road or on the 
track all the time. They have no time to come into the branch and that’s why they come to us for the 
loans that most credit unions or banks can’t support. 

 Karolyn – I’ve been playing with the idea of a personal checkbook keeper for members who don’t have 
time or inclination to keep their bills paid. They  have the money, they just don’t have the time or 
resources to dedicate their time to paying bills. We want to offer them this opportunity. 

 Leo – How does that differ from BillPay? 



 Karolyn – With BillPay they still have to go in and do it and schedule it, and a lot don’t. And this service 
would be for more than just the once a month payments like a mortgage. 

 LuAnn – when their house payment is approaching we transfer money from vacation fund to checking 
cause we know their mortgage payment is approaching. 

 We let the member know right up front that they have competition. They are high risk and high 
probability.  

 Kim - Our demographic is such a dramatic difference and the money that our members have isn’t readily 
available. 

 Leo – I’m hearing that you’re, LuAnn, closer to many of your members than most banks or other CUs in 
your area. They don’t have the ability to connect like you do. 

 When I started in 1968 we had a slogan “a loan well closed is half the letdown.”  Our loan officers and 
member services reps have been taking orders rather than selling loans. With CU*Answers we’ve gotten 
allowance to move a little more member facing.  

  Luann – Charles, does your loan officer make those phone calls?  

 Charles – We will start to utilize Member Reach and Call Center to begin making those calls and make 
those loans 

 Evie – We have tried hard to change our environment from the stodgy “banking” environment, to the 
more welcoming environment where the members feel like they can come in and sit and have a chat 
with us. All our staff is trained and professional and we pay them well so that they continue to provide 
this excellent service to our members. I didn’t want the member to walk in and assume that there is one 
staff member for one particular service. All staff members can perform all services.  

o Titles are just for the outside world. 

o Member Service reps are advocates 

o Our policies are on networks, there are no manuals. We have sophisticated communication. If the 
member is asking me a question a person in another office is hooked in to a headset and can answer 
that question. Microsoft phone system connects everyone in the office.  

o It helped me retain staff because they liked being challenged.  If you are good enough to work here 
you will be questioned, you will be tested. If you are still good enough, then you belong here.  

Group 9 
(Scribe: Jim Vilker) 

 
What is your approach to the rising interest rate environment? 

 Val, careful to not book long term loans and selling everything over 10 years 

 Val has joined the FHLB of Chicago.   She will continue to do non-conforming 

 Deposit rates will rise slowly and there is no fear 

 All in certificates and no  

  
What is your approach to competition for member loans? 

 Val just got out of indirect even after going live with route one and dealer track and has not missed it 

 Looking at using where your members borrow and then going to begin using where your members shop 
to promote credit cards 

Group 10 
(Scribe: Pauline VanZalen) 



 
 Rudy, Renee, Don, Glen, Dean and Ernie – looking forward to that day.  

o Rudy, currently a good part of his loans are mortgages.  Don = 58%. 

o Glenn – keeping savings rate low, investments follow the 5 year ladder.   

o The depositor confidence in rates is currently really low.  The older members are the only ones 
that look to make income from rates on CD’s. 

 The discussion ensued about the kids that can’t talk to one another because they are too busy texting to 
learn social skills. Dean talked about kids from college not sitting down with a loan officer for a loan.     If 
they were turned down, there would be no embarrassment and the perception is one of convenience 
when the reality is they don’t know how to interact on a personal level.   

o Ernie discussed – can they afford to move to mobile to keep the younger generation interested. 

o Rudy – mobility focus, should it be focused on the member or who is selling the product.  
Because the younger generation wants ease.   

o Dean discussed a young person looking for their own insurance and mentioned that they will go 
to Geico or another online insurance company rather than dealing with someone in person. 

o Renee agrees and gave the following example – her young daughters/friends, sit around the 
pool and look at their phones, they don’t even look at each other or even swim.  They look at 
their phones and talk to one another while they are at arm’s length from one another.  They are 
embarrassed to look one another in the eyes.  Rudy mentioned that in a recent discussion with 
is daughter over a normal topic, she said that it was really uncomfortable having the discussion.  

o Dean discussed the app ‘vines’ where videos can be uploaded.   

o Renee discussed Snap Chat.   

o Someone said Rudy is right, are we looking at the right thing.  Rudy - Ease will be making it easy 
even if they have the dealership do all the work. 

 Don – Is anyone on Renee’s system good at looking at analyzing data. 

 Dean – Should we become more of a sales culture and act like Meijer, analyzing the transactions?   

o Renee uses ‘Where my members Shop’ and ‘Where my members borrow’ to generate marketing 
efforts towards targeted groups.    

 Ernie discussed using the Where My Members Borrow – he has discussed that the purpose of this is to 
find a way to help the members improve their financial standing.  Helping them pay lower rates etc.   

o He has done a lot of training with his staff on ‘cross-selling’ and getting them comfortable with 
asking for the business in a way that helps the member.  He has had a lot of success. 

o Training staff to have a “chit-chat” and listen to the queue’s that members give you during the 
conversations.   

o Now the staff can see people coming back and asking about previous services offered. 

o Important that a note be put on the system so duplicate ‘asks’ are not made. 

 Dean uses the decision modeling for approval.  This will tell you what the members already have on the 
system.   

 Rudy - Have your members ever been taken aback when an offer is made by using their credit report?  
Suggestions from Don – your employees could day, when we ran your credit bureau last, we were 
looking at saving you money and found the following ways we can help you.   

 Dean, how do we leverage the ‘Where your members Shop’. 



 Ernie – looking at the dealerships at not giving them (the CU) their members and shopping them 
somewhere else.  Ernie – takes a hard line with Dealers that if they shop the member somewhere else, 
he will steal them back in a heartbeat and cause charge-backs.   

 Dean, not a lot of members are going to understand the member/credit union relationship where the 
Members is an Owner. 

 Glenn - had someone get pre-approved and then went to the dealer and then closed at the dealer 
anyway.  

 Ernie is looking at leasing again.  40% of the business in his county is lease business.  Dean, good way to 
get a better yield.  Don there is a hidden factor.   

o Dean – the end value is usually generated with the company that you participate with.   

 Dean - Vehicle pricing has increased and the income has been stagnant, that is why dealers are financing 
for 96 months. 

o Most members will find the value in refinancing the vehicle, after the lease term and then they 
end up with a 7 year loan rather than a 5 year loan.  

o Glenn members don’t look at the terms anymore. 

   With the turn-down rate – who else would want that loan?  Guessing most of the loans would be 
turned down by all at the table. 

o Dean called Geoff Johnson over and discussed - John Flynn out of Texas offers insurance Lenders 
Protection.  Where a policy is written for each vehicle. 

o Discussed serving the members in this way. 

 Dean is now turning down members that previously had gotten Harley loans regularly because they 
don’t pay anything that is not on payroll deduction. Since they have poor credit scores.  Dean said:  The 
wife before the Harley (HOG).  Per Don  

 Ernie – Offered to the entire group – Looking at leasing due to the market in his county. 


