Project Overview: Learn From a Peer
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A CREDIT UNION SERVICE ORGANIZATION

Learning from a peer is such a simple idea when you
think of one person sitting down and calling another,
“Can you help me? I’'ve been looking into , and
you probably have, too. Here’s what I’ve found, here’s
where we are, and | was wondering if you could share
your experience.”

The trick to learning from a peer on a large scale is
figuring out how to avoid repeating that conversation
hundreds of times. It’s clear that the Internet has
solved this problem way beyond anything we might
have envisioned 20 years ago. You can blog and
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Automate Learning From a Peer to Reduce the Cost of Innovation

But how do we do it for business? Especially in an environment where we have a great many commonalities and
the ability to leverage what our peers know into instant action for our own operations. Our commonalities are
the tools we use within the CU*Answers suite of solutions. These tools use process configurations with dozens
of parameters that allow a CU to configure their solution based on how they use the options. In other words,
CU*BASE supports dozens of diverse solutions with a common set of parameters that easily can be understood.
All you need is to be able to see what your peers have decided.

Learn From a Peer is not a single feature; it is a goal for all of the information we know about credit unions and
believe they should share with each other at lightning speed. Learn From a Peer is the first step in reducing the
cost of active innovation, allowing CUs to search for references and ideas at the lowest possible cost, via
CU*BASE.

In the next few years, we hope you will default to looking for answers within the network, starting outside the
boundaries of your own organization. We hope you will expand your partners for innovation to the limits of the
network and beyond. Innovation starts with curiosity, but its playground and most effective opportunity comes
from your ability to collaborate with others.

Two Ways to Learn

To start, there will be two basic styles of Learn from a Peer tools:

B Aggregated views showing all or a group of credit unions together, either in a list or report format
or via an online inquiry. The first example of this will be the Tiered Service Peer Analysis, as
illustrated on Page 2.

B One-peer-at-a-time views showing a specific configuration screen (or series of screens) from one
peer credit union at a time. Our first foray into this style will be with all of the over-the-counter fee
configurations, as illustrated on Page 3. Another alternative is to show a side-by-side comparison of
you and a peer, as illustrated on Page 4.
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A New Style of Aggregated Statistical Analysis

In both cases, the technique the programs will use to locate and display configuration or statistical information
will be rather unique. Instead of drilling down into another credit union’s FILExx library (like shared branching,
where one credit union actually has to post to another credit union’s files), we will create a new file that

4

includes various configuration settings, refreshed once a month by taking a snapshot from

all online credit unions.

This static peer configuration file will not only protect the actual configurations, but also
avoid the difficulties we have with beta-testing new software when different credit unions
are at different version levels for a time. More importantly, it allows us to do data mining
across multiple credit unions (% of CUs that choose a particular option, etc.), enhancing
our existing CU*BASE Peer Analysis publication and adding new online analysis tools.

Phase 1: Tiered Service Peer Analysis

Coming in CU*BASE release 9.4, the new Tiered Service Peer Analysis will let you evaluate how your members
stack up against your peers when it comes to your relationship management goals. More than just seeing how
people are using the CU*BASE Tiered Services software, this process will allow you to benchmark performance

and find a group of potential partners for best practice innovation.

Compare your CUto a
peer in a side-by-side
comparison of all
Tiered Service scoring

Analysis of
Statistical Data

@ Session 0 CU'BASE GOLD - Comparative Tiered Svcs Peer Analysis
eor0Ee®®
Summary of Members Scored

BASIC - [=] 6,411

Avg Prod Per Hbr 2.60 1.20
Avg Sves Per Mbr 2.00 0.20
Household Adj 17,505 86.5 18 3,844 17.8 5| 400

Tier 1 1,28 5.6 1<) a0 334 1] s
Avg Prod Per Hbr 6.60 2.30
Avg Sves Per Mbr 5.40 110
Household Adj 2,451 121 g 5,900 213 1] 154

Tier2 11 0.5 1= ENCTR R 1] 1
Avg Prod Per Hbr 9.30 3.00
Avg Sves Per Wbe 7.00 3.30
Household Adj 289 1.4 sg 4101 19.0 1] 18

Tier3 1= 443 203 3| a5
Avg Prod Per Hbr 4.60
Avg Sves Per Mbr 5.10

Household Adj 71871 3.0 3| a3

This Tiered Service
Peer Analysis will
be available with
CU*BASE Release
9.4 via new
commands on the
MNMGMB and
MNMRKT menus.

Session 0 CU*BASE GOLD - Peer Critsf

Backup F3 Selectpeerby A = Asset Range b |
Assetiange | [ERASIENEE] ©

R tat +/- 10%
Scoring method [B = Both v

167,572,464

Choose a peer group
by asset size or
member count

lLpena_ALcon

DM [Detroit Municipal cu
Frankennuth Credit Union
onio Catholic Federal CU

128,117, 441
KA [Unison Credit Union 132,449, 705|

Choose a peer
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Phase 2: Sharing Fee and Product Configurations

In 2010 we will start work on a new process to accumulate system configurations into a shared file and begin
adding the “Learn from a peer” button to various configurations. Since a picture is worth a thousand words,
take at look at the illustration below:

® Session 1 CUBASE GOLD - Phone Transfer Fee Configuration

Phone Transfer Fee Configuration

ivate phone fransier foes

Transaction description [PHONE TRANSFER FEE

Fee amount Low age
Purge High age
# offree items Aggregate savings
Fes income GIL # Aggregate loans

Waive if OTB accounts present []Credit [JLoan [JSave
OATM  [JDebt
[JAllow fee to be manually waived

Selectpeerby [ = Asset Range v
Asset range EXNZE) to [ 167,572,464,

Range is set at +/- 10%

Session 0 CUBASE GOLD - Select Credit Union for Peer Analysis

Backup Description
L |Alpena Alcona Area CU
Coreplis Federal CU / 8 166,104,963
Detroit Municipal cu p 313,086,316
Frankennuth Credit Union o 173,540,817
Ohio Catholic Federal CU 126,117,441
Unison Credit Union 3 132,449,705

= ~=

© Session 0 CU*BASE GOLD - Phone Transfer Fee Configuration

Phone Transfer Fee Configuration VIEW ONLY

chivate phone transfer fees

Transaction description [PHONE TRANSFER FEE
Service Chaiges:

ABC Credit Union

Fee amount Towags 1

Purge High age

Hoffies toms [ Agaregate savings
W rec income e = Agaregate loans

Waive if 0B accounts present [JCredit [JLoan [JSave
CJATM  [JDebt
[F1Allow fee to be manually waived
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Here's another, slightly different take on this process where we would show both your CU and your peer on the
same screen, side by side. It’s a little more work to accomplish this style, but it will be a nice option for simple,
one-screen configurations like this. (Multi-screen or more complex configurations would still be presented using
the style illustrated on the previous page. )

@ Session 2 CU'BASE GOLD - Check Cashing Fee Configuration

Check Cashing Fee Configuration
ivate check cashing fee Receiptinquiry description

Member Cashed Checks

Flat Fee 0] Percentage of Checks Cashed
Fee amount % for fee caleulation

# of free items.

Wiscellaneous receipt code

[ Allow fee to be manually waived [ Charge fee if deposit or MR

Non-Member Cashed Checks

Fee amount % for fee caleulation
Charge type NA v

rrrrr M\ ncous receipt code  [GGF [ Allow fee to be manually waived
Fee Waivers
Leam froma peer F1[| goffate savings Aggregate loans

ofige . High age .

e if OTB accounts present []Credit  [JLoan [JSavings [JATM []Debit
A

y

"

\ Session 0 CUBASE GOLD - Peer Criteria Selection, FE

Selectpeerby [ = psset Range v

L > Assetrange 137, 104, 1430 167,572,464

Range is set at +/-10%

141

GIC I

UE (1)

/ G

Session 0 CU*BASE GOLD - Select Credit Union for, Peer Analysis

Backup F3 Deseription / Members Assets Score Method
AL Alpena Alcona Area G 21,006 157,330,604 )
Corebius Federal CU W i ] 166,104, 963 H
Detroit Municipal CU 7 21,352 313,008, 316| H
Frankennuth Credit Union 21,602 173,540, 817| ]
Dhio Catholic Federal CU 21,118 128,117,441 H
Unison Credit Union 20,998 132,449,705 H
Select \ ry

'@sﬂsm CU*BASE GOLD - Check Cashing Fee Configuration .. . - \ - » ' -
eodee®®

(O o i

Check Cashing Fee Configuration
_

¥ Check cashing fee activated ¥ Check cashing fee activated

Receiptinquiry description CASHED CHECK FEE Receiptinguity deseription CHECK CASHING FEE

Member cashed checks: Member cashed checks:
Charge flat fee of $999.99 per transaction Charge 10% of checks cashed
3 free items
Miscellaneous receipt code CCF  [] Charge fee if deposit or MR Miscallaneous receipt code 015 ¥} Charge fe if deposit or MR

| [ Allow fee to be manually waived [ Allow fee to be manually waived
Non-Member cashed checks: Non-Member cashed checks: H .
[ ]
Charge 10% of checks cashed Charge 10% of checks cashed De pOSIt Ite m Fee CO nflg
= Cashed Check Fee Config

Miscellaneous receipt code CCD Miscellaneous receipt code 015 . .
[ Allow fee to be manually waived [ Allow fee to be manually waived = CU Printed Check Fee Conflg

o oo * CU Printed Money Order Fee
Agaregate savings $3,000,00 Aggregate savings $9,099.999.99  Aggreqate loans $9,999,999.99 Confi g

Low age 18 High age 62 §
Waive If OTB accounts present: Walve if OTB accounts present: = Phone Transfer Fee Config
[1CROT [ LOAN [ SAVE []ATM [] DEBT [] CROT [V LOAN [¥] SAVE [] ATM [] DEBT . .
: = Self Service Fee Config

= _..and more!
Z Learn From
A Peer

Choose a Peer
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Other Ideas for Future Phases

B Compare rates for savings, certificates, and loans across multiple credit unions in a peer group
This would be a great place for an aggregate style of analysis with controls to compare “apples to
apples” (similar dividend calculation types, terms, etc.) and select CUs according to location or size.
View product configurations such as loan products, savings dividend applications, and certificate
types
Copy paragraphs or complete forms from a peer’s library of Misc. Member Account Forms (TIS
disclosures, etc.)
View configurations for special features such as Tiered Services (points and rewards) and Marketing
Clubs
View configurations for service charges, including minimum balance, transaction, and account
service charges

...what other tools can you think of where you would like to be able to learn from a peer? Let us know!

To Participate or Not...Should Peer Analysis Data be Optional?

One discussion point that is still being debated is whether to include a mechanism that allows a credit union to
opt out of participation in these new peer analysis tools. So far the consensus seems to be that since so much of
this information (rates, product features, marketing programs, etc.) is already available with a bit of research on
a website, that we do not need to build in a way for credit unions to choose whether or not to participate.

Do you have any concerns with our aggregating these details and allowing other CUs to take a peek at what you
are doing? One idea that was suggested was to hide the credit union’s name and simply list the data itself. But
since the idea is to promote collaboration and benefiting from shared work, that might defeat the whole
purpose. What do you think?

NOTE: If we do end up including a way to opt out, this would control both the credit union’s input into

the aggregate data file as well as that credit union’s ability to use any of the Learn from a Peer analysis
tools in CU*BASE.

http://www.cuanswers.com/kitchen/ dmoore@cuanswers.com
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