Al
iy
.

e

il =

YT

ERSHIP
NFERENCE

. o o

T 1 . 5 :
meel_ {-—m—Jh._ I L . ﬂ-\-—i-.--'(.;.r_.-ﬁ-—dh-u—-ﬁ-zr -'h’-*

L

x. -
‘aee

'\.

-
®
®
*
®
L
*
®
.
*
»
»
-

®

000000000000 escesscssssscssssnee®

\ ®ecccccccccee®




Adopting this philosophy raises the bar on everything
you do: culture...investment...excitement

New beginnings every day

Passion for telling our story and sharing
our value, over and over

A commitment to putting the “party” in day-to-day business

.
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Agenda

A Grand Opening State of Mind New Foundations
* What does it mean to our network? * What the FEPING is going on?

% A new foundation for It’s Me 247
Cooperatlyg Business Design Planning for Your Next Grand
% Reenergizing our culture by

reconnecting with our Cooperative Opening
foundation % Before you can plan a grand opening,

you have to include it “In The PLAN”
Moving from Strategies, to
Tactics, to Culture
% How do you know when everyone

Wrapping Up the Day

gets it?
Disruptive Strategies M || Cooperatives
% Finding self esteem in being a low-cost . & | Rock!
provider N \Leses

% Enjoying being a fearless party-crasher

% Making things happen with shared
3 resources
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The recession has been over for 3
years, and cooperatives are
enjoying a new relationship with
our economy

Sooner or later, people have to be
in the mood to party again

...or maybe not
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How would you assess 2007-2012?

Tough times can leave
us with a hangover of
sorts

How do you know when
it’s time to look towards
the future and plan for
new grand openings
with your members?

Srrm e ey e o

o E

Credit Union Industry Assets Top $1 Trillion

Isstwmry Earrs 52§ Rkl fior 11 ¥ Povowar dacreasy i (Paarrey Sor dives @1 Wasstawyb iy { Sat
S 0 L0 il s Firar Rt
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e L
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Source: Callahan & Associates, 1t Quarter Trendwatch, data as of 3/31/12

Trendwatch Assessments of Previous
Industry Trends

v 2007 - Solid Results in an Unpredictable Year

v 2008 - Credit Unions — A Countercyclical System Force

v 2009 - The Crisis is Over — Credit Unions at a Tipping Point
v 2010 - Make Big Plans — Entering 2011 with Momentum

v' 2011 - Best Year Ever — Better Times Ahead

e = VANHV

As we wrap up 2012 and set our courses for 2013, what
grand openings are you looking forward to?

*




Can credit unions capitalize on a pro-consumer era
in financial services?

s this bigger than a flight | Credit Unions Occupy the Middle Ground:

to safety? Pro-consumer and Cooperative Structure
Is there a new state of Public Government
mind that gives credit Mood Cooperatives Response

unions a launching pad
for the balance of this
decade?

Can we walk the talk and
look to brighter days
ahead as we become the
champions of customer-
owned solutions in the
marketplace?

e« VaNtiv CALLAHAN

How do we avoid taking the wrong side in

arguments — where winning might mean losing our -
appeal with the everyday consumer

6 Source: Callahan & Associates, 15t Quarter Trendwatch, data as of 3/31/12
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Is there something going on, or is this simply noise?

What does your gut tell
you about how people
feel about the
treatment they receive
from financial
institutions? How
financial institutions
view the public?

Do you think you’re
different?

Can you tell the

marketplace you’re
different?

Can you capitalize on
the mood?

Source: Callahan & Associates, 1t Quarter Trendwatch, data as of 3/31/12

A Reassessment of Capitalist “Values”

. Porte'r’s Vision for the “New Capitalism:” g;‘::i'"l:f‘
Creating Shared Value Review

— “Social needs, not just conventional economic needs, define markets
. ..it is about expanding the total pool of economic and social value”

Source: HBR Jon-Feb 2011

» Starbuck’s CEO Howard Schultz

— “In 40 years, the core of our mission will still be about achieving
that fragile balance between profitability and social conscience.

Without the latter the former is unsustainable.”
Source: USA Todoy, March 7, 2011

SQLLAHAN

- 1111)\'4

There are a lot of good numbers out there —are
they indicators of things to come?

*
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Member and checking account growth are
accelerating; credit unions becoming the PFI

Dota ssof Margh 31 forall U.E Credk Unicra

5.0 -
5D Penetration has
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“It’s all about relationships”

Average Member Relatonship exceeds §15.100 while Member Growthaccelerams

Average Member Relationship and Annual Growth inMembes
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Every single state added members in the
first quarter[

r of Het Mew

Top 10 States by My

Membedi in 10

4.4%

33N

1.4%

2.2%
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10 Pennsywania  2B,930 105347 10 Hevada 14% 2304

= Vantiv SALLAHAN

Share balances up nearly $55 billion over the
past year

12-Mo. Change and Growth in Juttandng Share Babnoes

Data asof March 31 5%
S80 -+
550
w 540
g
= 830
o
v $20
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50 + T
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v “nﬂv O R R e T ] SIﬁI Ih | “

How do you balance national numbers against your own circumstances?

Source: Callahan & Associates, 15t Quarter Trendwatch, data as of 3/31/12




Loans pick up

Data for allU5. Credi Unlons as of March 31

2007 2008 2009 2010 2011
mmOwsancirg S Loans  -=-12-Mo Growth

Asset quality shows strong quarterly and
annual improvement; back to 2008 levels

Data as of March 31 for all U5, Credit Unions
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Credit Card $ Balances Continue to Rise

o Data asof March 31 for allU 5. Credit Unions
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Provision for loan loss expense reaches 2005 level

512 - - 120%
510 | b 1o0%
58 1 L 0.80%
56 | 0.60%

Profitability Soars At Nation’s CUs
Credit Union Journal Daily Briefing | Friday, June 1, 2012

ALEXANDRIA, Va. — Declining loan losses and continued cost-cutting sent net income at the nation’s credit
unions surging by 19% for the first quarter of the year to a record $2.1 billion, up from $1.7 billion for the same
period last year, NCUA reported this morning.

iy The improved earnings pushed the industry’s return-on-assets ratio to a five-year high of 0.84%, compared to

= ().74% for the first quarter of 2011, as credit unions continued to sweep the financial woes of the economic crisis

behind them and ride a new wave of credit union membership.

How do you balance national numbers against your own circumstances?

9 Source: Callahan & Associates, 15t Quarter Trendwatch, data as of 3/31/12
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Capitalizing on a Pro-consumer Era

A fair deal and a safe haven in bad times

il ATET 3G

Things are good for credit
unions, but we still have to
have a Plan B for when times
are not good for our
communities —
TRUST

Our economy still has some

Interest rates hit record lows

rates fall, bond investors
By John Waggoner, USA TODAY average LS, governmen
T L0L e mnst 1 vvani by o

CREDIT UNION MARKET COMMENTARY June - 1, 2012

.f-)Dw[ghtJr:-hnsmn

bumps to endure, and the ,
une_GImm
pain is not over yet for el
Ugly Humbers
homeowners, the
unemployed, savers, etc.

AVTONE MOSE B EiSE il Ll COnSens (¥ O

wil. ATET 3G

Do you have a Plan B for
another wave of bad

H By Richard Wolf and Tim Mullaney, USA
economic news for your By Richs :
members?

The government's employment reports coming
Friday and next month could have an outsized
impact on this fall's elections, as voters firm up
their opinions of the economy during the
summer, say economists on both sides of the
political spectrum.

The economic number of the week is out, and it wasn't pretty. Monfarm

Voters: It’s the jobs, stupid

jobs in May, with unemployment holding at

The Trust for Credit Unions

Money Market Portfolic

The rate for May 31, 2012
was 0. 10%,

The HAV for TCUUX i 9.63,

- i LW

Economists surveyed by Bloomberg News sg
the economy is expected to have added 150,

8.1%. That's up from 115,000 new jobs last
month, but below the 200,000-plus monthly

gains this winter.

"It's very close," said Fair, who pointed out t
his model says Romney will win if growth




Capitalizing on a Pro-consumer Era

A fair deal and a safe haven in bad times

Not only do you need a Plan B, you must market your intent to be a safe
haven and the pro-consumer space in the financial service industry

This year’s “Best 30-Second Spot Idea” contest-winner captured the spirit
of what credit unions can mean to their communities

Our industry does well during tough times...we are built to endure with
our communities and our members during tough times...members turn to
us during tough times

So we need the confidence to have grand openings, even during tough
times

We need vision to have business plans for both

the good and the tough times ,ﬁ
Make sure your 2013 plan has a Plan A and 4 _Premiere!! g

a Plan B

? “Credit Unions Have Always Been There” ?
11




My gut tells me that our industry needs to...

...shake off the hangover from the last few years
...inventory the value we are ready to deliver
...up our game and add to what we can already do

...pull together and plan for a decade of grand openings that will capitalize

on the promise that cooperatives offer to consumers who are looking for
alternatives

“Consumer” Reports :
Current Bank Dissatisfaction e

Credit Unions = Cooperatives

Consumers = Members

12 CALLAHAN
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This statement got me thinking: Are we ready for a different world? Are we
ready for a different credit union industry? Are we ready to embrace the
spirit and emotion of a pro-consumer world? Are we ready to show that’s
what we’re all about?

Let’s get ready fora b

Grand Opening in 2013
14




A “GRAND OPENING”
STATE OF MIND

What does it mean to our network?

From us to you...from us to cuasterisk.com.. from you to your members

0000000000000 0000000000000000000000000000

| [ 1111




A “Grand Opening” State of Mind

Embedding a new mindset into our network’s culture

You introduced a product or service to the market, but your plan only
went to the point of the launch

% “Once it’s in the hands of the customer, it’s done!”
You realized that over the years you’ve launched a hundred products or

services, but somehow they haven’t added up to the splash you thought
you’d make

% Once it’s in the hands of the customer, it’s forgotten

Somehow you didn’t plan all the way to the value being recognized by the
customer

% Maybe it was forgotten because you left too much up to the customer...you
didn’t explain it, you didn’t sell it over and over, you didn’t evolve it

% You left things unmapped, unchanged...and you left everyone underwhelmed

Does this sound familiar? ?
16




It sounded familiar to me

We launched it, but we didn’t always plan for a grand opening every day

2 wor 'k D
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Making a “Grand Opening” Mindset a
Competitive Advantage

We understood the strategy

% We focused on utilization, education, and constant communication (although
we sometimes still move on the next launch way too soon)

We built the tactics and focused on creating a body of work everyone
would notice

% Member Reach, CU*OverDrive, OBC, collaborative contests, etc. (although we
sometimes forget to circle back to things we were excited about yesterday)

But now we need to make sure we always maintain the spirit of a

Grand Opening: every time, every project, every day

Now we must prove to the market this is part of our culture and teach
ourselves to stay engaged with all that we offer

This is a development philosophy, not just a marketing one

It’s about using the motivations of a Grand Opening to ensure ?

the success of the end user — current, past and future
18




A Case Study: Text Banking

“Everybody has to have this! Every member will use it! It’ll be
fantastic!”

The market went crazy about the need for text banking in 2011...and we
responded, rushing to market with a product

The #1 fear was that members would use it so much that CUs would go
broke trying to figure out how to pay for it

* “You know, teenaged girls do 10,000 texts to their friends a month, and credit
unions are about to be a teenaged girl’s best friend...” hype, hype, hype

We launched with a free break-in period from October 2011 to March
2012

U Armmer Chers Persss S bdes 1120010 198 M
U Apwary Chare foswes

Tebyect e L

Sign up for these free training sessions today! : a :.-'" .. _., 5 .'.I'“"_"" i

So let’s take a look
Soime of miemibers may have annolles in best
AbOUt 20 ey barking, ﬁmmﬂrﬂnﬂl{mi” at Where we are
communications ns 1w e Tiaet: Banking Dectadl Stats Querymmdoa

have gone out so far  H e ——— today...

)4




20

A Case Study: Text Banking

“Everybody has to have this! Every member will use it! It’ll be
fantastic!”

As of June 5 at 4:30 p.m. ET:
% 78 credit unions offering text banking

% 2,485 members enrolled (out of 1.5 million?!)

In March, we announced that the free break-in period would be extended

until October 2012

% Because if we totaled the bills of all 70+ CUs, it would have been $200 a
month!

Did we launch without a grand opening plan? Did credit unions launch

without a grand opening plan? In what year do you think we will have a

grand opening for text banking?

What goes wrong when we all buy or build
solutions just so we can launch something?

*




ANNOUNCING THE 2012 GRAND
OPENING FOR IT'S ME 247

MOBILE TEXT BANKING

...and it will be free until October 1, 2013!

0000000000000000000000000000000000000000000000000000000000000000000000¢

| [ 1111




Inside the box...

A new program from CU*Answers Collaborative Marketing

% Lobby posters

% Statement inserts
% Trifold brochures
% Window decals
% Vinyl banner

% Window clings

% Balloons | e
% Table tents =
% Label stickers
* Key tag

° I.ET YUUR HNGERS DO THE mlﬂm
sy e A NKING

Frirss quss fae] el Ben Worm el
reel umen on peus phane s o coniod




A new mindset for our team...

...adding a new
wrinkle to
CU*Answers

CU*Answers Tttt Ftier Plan developm € nt
A.t CU*AIIBWEI'S, Wl-leﬂ e iﬂtTOc[uCE a new p'[‘Dd'LlCt, we I‘Eﬁﬂ? TOH out tl-lf_' Tel.-l cﬂfp&t. a n d p I a n n I ng

%* Provide grand-opening kit

%* Limited-time promotional price for kit
#* Determine type of web presence needed
#* Develop website pages

“* Develop/deliver online training

%* Send email communication

Plan for Internal Staff
4 Elect project coordinator
#* Develop product name/logo
#* Trademark protection for product name/lago
** Determine and track budget
#* Determine tasks and track completion
“* Track number of CUs using new product
#* Track aumber of members using new product

Plan for Clients

* Ask CEOs to discuss on Of Course sife
% Update hold messages

* Updafte staff's voicemail messages

2 Update staff's email signatures

* Update Answerbook signatures

Plan for Members "--.
** Develop online banking page
* Send Member Connect email message
** Conduct call campaign
* Scripted inbound-call greetings

+* Scripted outbound-call messages

** Web chat for member inquiry

CUANSWERS




Grand Opening Kits

What qualifies?
* WEe’'ll select 4 products/services per year starting in fiscal year 2013

For this first year, each CU gets one box free

% Sign up in advance for additional boxes at ~$100 each

% Some items in the box will also be available separately (like inserts, flyers, etc.)

Designed to be compatible with next year’s CU*OverDrive program

Ql Q2 Q3 Q4
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Look for the next box and the 2013 business year i
details at CEO Strategies in November 2012

24




Speaking of CU*OverDrive...
“CU*OverDrive program sets box office records!” cu*overDrive

http://marketing.cuanswers.com/

35 CUs signed up for CU*OverDrive
% 2 CUs chose the CU*OverDrive Custom option
% 65 CUs participated in the contests

Printed

% 500 contest posters

% 320,000 contest statement inserts

% 1,500 CU*OverDrive posters

% 800,000 CU*OverDrive statement inserts

There have been over 3.3 million banner ad impressions on credit union
websites (does not include OBC pages) so far this year

There have been nearly 30,000 pageviews of the CU*OverDrive pages on
the OBC

2013 CU*OverDrive program will be announced soon...look for -
details by September 1 in time for your budget season

25




What grand opening processes have you built?

Ofcourse.cuanswers.com needs your ideas

From opening branches, to http://ofcourse.cuanswers.com
launching websites, to IQF’ - o=

announcing your next big service
(like brokerage), credit unions
need to be grand opening

SpeCIa“StS ﬁ; Register Mow for This Year's Leadership Conference! a8 |

Are you sharing grand opening e ——— @
ideas? IS0 VIR DAY 5 & GRAND gy

N s Py
Of Course! stats: L —

% 120 CEOs enrolled B —
% 79 new posts published Tl

B :
% 22 CEOs posted a new thread Son -

% 155 comments posted by 42

CEOs Sounds like a new blog site to me, anda
CollabRebate opportunity




Making a “Grand Opening” Mindset a
Competitive Advantage for Our Network

Think of all the things our network tries to
share

If CU*Answers is going to develop everything
with the mindset of planning for a grand
opening, what would it mean if every credit
union participant did the same thing?

...but not just for themselves

Our inter-connectedness almost demands that we think not just about

how we would launch things for ourselves, but how someone else might
launch this for their own team

If we can build the grand opening for our peers into every plan, our
network will have an advantage that hasn’t been seen in the credit union
space yet

from you to your members

From us to you...from us to cuasterisk.com... ?
27
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VIDEO AS A GRAND OPENING TACTIC

If a picture is worth a thousand words, then video must be off the chart

“Adopting this philosophy raises the bar on everything you do”

Videos live over and over, and are new each time your member finds one

“Passion for telling our story and sharing our value, over and over”

00000000000000000000000000000000000000000000000000000000000000000000000
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Video as a Grand Opening Tactic

“Adopting this philosophy raises the bar on everything you do”

http://cuatv.com

— e~
|': g | _L 1R !
LALALALY

Industry Shorts

“Everywhar™

29

Your credit union
is everywhere.

1]
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Credit Unions
of Arkanias
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Video Contests as the Inspiration for Creativity

“A commitment to putting the “party” in day-to-day business”

How to Enter:

Theme:
Length:

) and email the link

olde | 3 .
: View Past Winning Entries

=
!.'r'.\ll' L some of cur past winners by visiEing www.cuaty.com and andemand.cuanswers.com.

Who is Eligible?

aff member or & of a CLPA i it unice to be eligi
s are not eligible.

AHE' More Info e

Rest YA e




Video as a Culture

At the center of a business plan and a board planning session

Selling the value of our products and services to our members — 2010

Selling the value of members as owners — 2008
H | Selling the value of volunteers — 2011

A R Selling our relationships with the community — 2011

'Selling the value of credit union planning — 2012

Imagine a planning session where your board and
management team used video as the inspiration for selling ?

your culture, your plan, and your tactics going forward
31
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2011
2011
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anning — 2012
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culture, you n, and your tactics going forward




Video to Make a Point

“Culture...Investment...Excitement”

Last year we introduced the Cooperative Score video as part of our 2012

initiatives

% The Cooperative Score program inspired us to create the Volunteer video in
2011

For this year’s video, we were looking for another concept that would set

credit unions apart as cooperative financial institutions

% Something big...a challenge to credit union leadership...something
fresh...something that forced credit unions to connect the dots for their
customer owners about how credit unions are different

;*;".*.’" Sesssey,
’(‘ Movie ”‘\:
&, Premiere!!

Let’s take a look...

,’ “Take Your Business Plan Viral”

. *




_——
Why this video, and why now?

Can credit unions capitalize on a pro-consumer era?

It’s not easy to translate all of the core philosophies and ethics of our
industry into the way consumers think today, especially when it is just
second nature to all of us

To the marketplace, when we say “member” or “belong” or even “people
helping people” —they’re just words

% They might even be words from another era, no longer relevant

But as cooperatives, we are relevant

% As cooperatives, we are timely
% As cooperatives, we are timeless

In 2013, how could you have a

: : P View the  |=
gran(-i opening for your business plan %usiness el
that includes every member? o | _




COOPERATIVE BUSINESS DESIGN

Reenergizing our culture by reconnecting
with our Cooperative foundation

Moving from Strategy, to Tactics, to Culture

- AR A 8 T
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A Theme to Inspire the CEO of a

E'goperatives Cooperatwe
® Timing is everything —when 2012 was

selected by cooperatives everywhere to
be the year “to celebrate a business
model that puts people first,” it energized
CU*Answers to amplify our competitive
advantage and inspire credit unions to do
the same thing

Today’s consumer can sense the need for
cooperative financial service solutions

Are we connecting the dots between
what they feel and our credit union
message as the solution?

I’'m not talking about mass marketing, I’'m talking about the
intensity with which we inspire ourselves and build a strong choir
of stakeholders that will support and sustain us

CELEBRATE

the INTERNATIONAL

YEAR of COOPERATIVES!

CU*Answers is a Proud Participant in the
International Year of the Cooperatives

Cooperative enterprises build a better World because Co-ops:
» Put People First
w Afe Innovsators
» Form a global nevwerk of independent, local busnesses owned by those we serve

2012 x‘m
International L4
Year of

Cooperatives

*

Co-ops Put People First:
& We anst o mest I:he FDE!&!: al our members. Penod.
and alect leaders to overses co

» Co-ops work for the sustainahle dev Inprrmufﬂ'lw
ommunities theough pokdies approved by m .

Learn more about Coops

Winit USAZ01 2. coop for more informatkon about cooperatives
and the Intemabonal Year of the Cooperatrie.
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Will your stakeholders testify on your behalf?

That’s the beauty in a customer-owner model

® The customer-owner model is about sustaining an effort so the customer
has the chance to participate in and benefit from the relationship

Make your customers your most vocal stakeholders

® The customer-owner model is about connecting with a community so that
the community is vested in your future

Make the people of your community your most vocal stakeholders

® The customer-owner model empowers customers to be an influential
focus group, one that governs

Give customers the power to make being a stakeholder a win-win proposition

® The customer-owner model (let your customer
fill in the blank)

Give your customers a stakeholder’s contract to build the future they need

The PT Barnum in me demands we say it louder, and /
that we have a grand opening to attract a crowd




It started with a video and a website

http://score.cuanswers.com

L
ﬂ K| Wil Mo AT 2-BCX
|0 wti

® Like always, we built tools to allow EDDEEFE}‘[WE
people to make a point, to SLOME
connect tactics to strategy and Metwork ASKING
move the ball forward THE RIGHT QUESTIONS

Ay Mposes el

® We hoped that a significant body g 2
of work would help connect the o L X
dots for our stakeholders... ; :
...and the 1.5
million members
they represent

ey TV

i
Cm;ﬂﬁ:! Score” “'H'nluntefr

10000000000




http://score.cuanswers.com

A Body of Work to Inspire a Strategy

Leading with a Cooperative Design

cuatv

Collaborative vision to
inspire the spirit

==
e '

|
|
cuatv ‘
;F_*ﬂc_um.Gmde B

Network
Compliance

Teacher
A collaborative voice to
respond to regulator
challenges

39

A collaborative effort to

ASKING

THE RIGHT QUESTIONS

inspire leaders




A Body of Work to Inspire a Strategy =~

Leading with a Cooperative Design

Risk Management

Report Generator
A collaborative voice to
respond to regulator
challenges

COLLABREBATE

Paying to inspire building
a firm

http://score.cuanswers.com

Chiars B M Mo m:n'

Use your license to save money!
Redeemed so far:

85 Happy Holiday
2 ExamShare

7 PolicySwap
2 DR Test Proxy

PolicySwap
A collaborative effort to

speed the design of a
business

Goal: 600 policies
shared by year-end

- As of June 8:
& 136 policies shared




ExamShare
A collaborative voice to
respond to regulator
challenges

o
View ExamShare Expenences -

e rart

Goal: 200 exams
shared by year-end

As of June 8:
‘ 4 exams shared

A Body of Work to Inspire a Strategy = e

Leading with a Cooperative Design

Of Course!

Collaborative
brainstorming to speed
best practice exchange

42 ictive

participants out of
120 registered

http://score.cuanswers.com

——c

share | orcouse! [ e

Financial Literacy

Series

A collaborative effort to
inspire leaders

1. GAAP stanads for Gemerally Aarpin
Aot Iyl P:|'|n.r||| %




SS for Beta-testers:

, ® We beta-test at least 2, sometimes 3

major releases per year

® We like to have from 3 to 5 beta-test
CUs per release...and we need more
CUs in the pool!

® Starting with the 13.0 release

in April 2013: Complete our test
checklist and actively participate in the
= process and you’ll received a rebate of
$2,500 to $5,000 on your next invoice!

For eligible beta-test CUs only: eligibility
based on release content; specific testing
requirements are determined by Product
Team leaders

CollabRebate: Next Stéps

Finding the number that gets a network’s attention
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Learn more: http://www.cuanswers.com/beta/
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CoIIabRebaté: Next Steps
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Il 2013 budget: $75,000! | ¥

Finding the number that gets a network’s attention

SS for Product Certifications:

® Choose from 25-30 key CU*BASE products/feature categories, suggested by
CU*Answers managers and selected by the Client Interactions Management Team
(CIMT)

Your CU nominates yourself for a particular category (can be new to you or
one of your existing initiatives)

CIMT awards opportunities to selected CU

Your “Just Turn It On” coordinator will work with your CU all year
® Your CU reports results once a quarter for a year: .

How did we train it?

How did we market it?
How did we track it?

How did we like it?

® A Case Study with your reports will be published...and then you get a $1,000
rebate on your next invoice!




Searching for Activists

How are CUs walking the talk on the 7 Principles of Cooperatives?

® We used the power of the Internet to
help us understand how credit unions

were walking the talk as cooperatives
® There was some method to our madness: = _ e e
Reviewed 168 hosted sites, via reports ; ::?
searching for keywords and manual scans - C . =
of website content E:"d:.-‘f.'-lf"”‘ s N ;
Looked for mentions of 29 different :?:::h :
Cooperative Principle-related - e —

keywords: e

Cooperative, annual meeting, -  — :
ownership, vote, cooperation, -
education, community | sl
service...even blog and

..............

searching for Activists on the
7 Principles of Cooparatives

C* Angveers Hodted Wbt
Flay, 2002

contest!
Removed CUs with 0-5 C T
total mentionsofall | |
principle keywords (there
44 were 102 of them!)
000000 OPOPOPOPOOOPOOOONIT 2900
e I




Searching for Activists on the 7 Principles of Cooperatives
Are we bold enough in declaring our design?

Cooperative Principle Honorable Mentions

Western Credit Union for their site in English and Spanish
Fox Communities for their Refer a Friend Program
Northern Hills for their Switch Kit and online Membership survey

1) Voluntary and Open
Membership

Fox Communities for their absentee ballot and free transportation
Northern Hills for their invitation on their website to run for a board position,
volunteer for the supervisory committee, and their online ballot

b g . b o

2) Democratic Member
Control

) o

Western Credit Union for their provision of share insurance above the NCUA

3) Member Economic
$250,000

Participation

% Vacationland for their provision of double the share insurance above the
NCUA to cover deposits at $500,000
4) Autonomy and * Heartland (Madison) for Invest in America programs, Debt in Focus,
Independence MoneyDesktop, and Sprint Discount

% Ohio Catholic for Tuition Loan Forgiveness, High School Awareness
Campaigns, Member Appreciation Month winners, Trip discounts, and family
friendly event discounts

It’s not paint by numbers

Have we allowed our history as credit unions to
fade the color of our cooperative excitement?




Searching for Activists on the 7 Principles of Cooperatives
Are we bold enough in declaring our design?

Cooperative Principle Honorable Mentions

Ohio Catholic for their instructor led classes, Smart Money newsletter, clubs
for financial management, and resourceful links

Service 1 for educational articles written by their own staff

Northern Hills for their instructor led classes and online education services
Fox Communities instructor led classes, in-school educational programs,
online resources

Day Air for recurring seminars and producing podcasts

Sioux Empire for hosting Financial Literacy classroom events

5) Education, Training
and Information

TBA for supporting and recognizing employees who volunteer in the
community

For Scholarships: River Valley, First Trust, Fox Communities, Community CU,
Services Center, Heartland (Springfield), Kent County, San Antonio Citizens
(totaling $10,000), and Harris County

6) Cooperation among
Cooperatives

* % ot kot ¢

It’s not paint by numbers

Have we allowed our history as credit unions to
fade the color of our cooperative excitement?




Searching for Activists on the 7 Principles of Cooperatives
Are we bold enough in declaring our design?

Cooperative Principle Honorable Mentions

7) Concern for % Service 1 for their variety of participations in Walk for Diabetes, Food Drives,
United Way day of Caring, Run for Sight, and Bike Safety

% Heartland (Springfield) for their exhaustive list of charitable giving — Blood
bank, Children’s Miracle Network, St. Jude’s Hospital, Ronald McDonald
House, Brother James Court, Friends & Neighbors Radio Program

% Alpena Alcona Area for DARE Program, Baby Pantry, School Food Programs,

Civil Celebration, United Way, Toys for Kids, Donations for Troops, The Caring

Place

Highmark for their $30,000 donation to Western Dakota Tech

North Central Area for MASH Mentoring, Assisting, Supporting, Helping

volunteer programs, Relay for Life, Red Cross, United Way, Kiwanis, Firemen’s

Fund, Arenac Eastern and more local charities

% Isabella Community for supporting 4-H, Junior Achievement, and ICCU in the
Classroom as well as managing a Student Run Credit Union

% Northern Hills for a full page listed online of charities they support

Community

* >t

It’s not paint by numbers

Have we allowed our history as credit unions to
fade the color of our cooperative excitement?




438

2012 /)

oz fN  More than 15 minutes of fame...
Cooperatives

® Oneyearin, we are now more

convinced than ever that this C E L E B R ATE

effort is worth our industry’s and the INTERNATIONAL

our network’s sincere investment YEAR of COOPERATIVES!
Now is the time to attack our
marketplace with the confidence CU*Answers is a Proud Participant in the

International Year of the Cooperatives

li

| i

s 2012 /H§GH
) lr:lrmFtlunll {

r E;upe ratives

that our cooperative business
design guarantees a difference

Now is the time to build tools
that allow us to walk the talk

Now is the time to prove —along
with our stakeholders — that this
will be the decade of

cooperatives ?




A strong choir of stakeholders,

ready to testify -
# of CUs by State 202 cu*BASE Credit Unions
in 27 States
12

CU‘;&NSWERS
CU NDHTHWEST
Includes all clients that will be converted
- C U SG L.ITH by the end of the 2012 business year (Sept 30)
I A X X XN R XA NNRNNNNERNNNNRNRNNR NN R |




A strong choir of stakeholders,
ready to testify

New CU*Answers Clients Since Last Time:

Delaware I

® Stepping Stones Community ® Community Driven CU ® Greensboro Municipal FCU
FCU Ypsilanti, Ml Greensboro, NC
Wilmington, DE (startup) @ Birmingham Bloomfield CU
Birmingham, Ml Ohio
Minnesota ® Greater Niles Community FCU ® Port Conneaut FCU
Niles, Ml
® Building Trades FCU b 5 d Conneaut, OH
Maple Grove, MN @ Detour Drummon ® Day Air CU
Community CU Kettering, OH

Drummond Island, Ml

\

® Sisseton Wahpeton FCU
Agency Village, SD

(self processor, via Services Center FCU)

Includes all clients that will be converted
50 by the end of the 2012 business year (Sept 30)




It’s Still All About The Member

Can we turn them into stakeholders who are ready to testify?

B Michigan (645,900)

# of Mbrs by State B Wisconsin (254,900)

B Ohio (129,800)

H lllinois (61,100)

B South Dakota (59,300)

M Indiana (57,900)

B New York (35,000)

B Washington (32,900)

W California (32,200)

B Massachusetts (26,200)

B Oregon (24,400)

m Connecticut (20,900)
Texas (18,500)

B Minnesota (16,200)

H Maine (15,700)

B Alabama (14,800)

B Florida (14,000)

CU*BASE Credit Unions: 202 m Utah (12,300)
\ lowa (11,800)
Total Members: 1,523,100 - m District of Columbia (10,900)

Mississippi (10,500)
m North Carolina (5,500)
B West Virginia (4,900)
Colorado (4,800)
New Jersey (2,000)
Louisiana (600)
Delaware (100)

Includes all cuasterisk.com network partners, all clients that will be
51 converted by the end of the 2011 business year (Sept 30)




COOPERATIVE SCORE: YEAR 2

2012 Cooperative Score Self Assessment

Highlights on Future Work

LI AR ANy a5 e




2012 Cooperative Score Self Assessment
When in doubt, copy Cosmo | | .

® Gathering more
data and a O e aeerae s

«chert Delow. Resiize there coukd De @ miyrisd of other activities that
‘qualify for the cooperative princples. Hyou have suggestionsfor | oD

chance to use a SIS HCOLLABREBATE |

CO I I a b Re b ate 1. Voluntary and Open Membership

CO U pO n cee 2. Democratic Member Control

W h ere Wi I I yo u 3. Member Economic Participation ﬂmm
4. Autonomy and Independence

come out?

Thez total poinks on this assessmEnt was 116 possiole.

i
i

4 Tve Score Seff
m-ﬂu—wlmm-!
mnwrlﬂclfmn-:r_

LR st b
mﬁmqngul.m-uaﬁu-_

5. Education, Training and Information

6. Cooperation among Cooperatives

7. Concern for Community

[Email Accress:
Cregit Union:
Grand total -

Your Score How You Did
More than 104 points Congratulations, you are a shining example of 3 true cooperative.
Mot bad, not bad at all. You are doing well.
Meed to work 2 little more on your core cooperative values.
5tep 1: find someone who scored higher than you and ask how they did it.
fou sre 3 cooperative right?

S 3 ClUztiswers

http://score.cuanswers.com COPE Eedofa

A community

other suggestions on how your credit union pro.JeCt to build an
uts these cooperative principles to work? index and a self
imit them at http://score.cuanswers.com/ assessment to /

inspire an industry




Cooperative Score: Year 2

Highlights on Future Work
T

2) Democratic Member % Continue to work on online voting

Control % Sell the power of ownership at every opportunity via the Internet
to every member who clicks on It’'s Me 247, our websites, OBC, our
mobile sites, etc.

3) Member Economic % Work with credit unions to budget and deliver owner dividends;
Participation continue development of CU*BASE Patronage Dividends and bonus
dividends/interest rebates...and maybe something new

4) Autonomy and % Inspire credit unions to go their own way and be self starter
Independence innovators (why Mobile Web is free)
% Build a network of venture capitalists (2012 Investment Grant
Program)

6) Cooperation among % Connect the dots with cuasterisk.com solutions
Cooperatives

7) Concern for % Responding to the CU*Answers CDFI and low-income designated
Community community !
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Democratic Member

Our #1 Strategic Initiative: Control

Sell the power of ownership with gusto

® We're not going to give up until every credit union in our network can
boast the highest percentage of members voting, of any cooperative in the
system

® Howdowedoit?

Make it cheap, make it convenient, put it in the member’s face, inspire the
active online member to get active as owners

Change the mindset of the Board to market themselves as an asset and be the
product that attracts new customer owners

Training/Dioc Credit Linkon ere L T

247

Unline Banking

Cast Your Vote!

|
Annisl Mesting 2009 —
Fﬂ',l Mess_amg This e your oficial voting ballat Beafore you pencssd to Sast youl wole, D suns 1a Ut the link Below to me—— |
raad mars about the tama includad on Thes ballof. The woling penod bor this ballot ands an SR To—
Message Center !
I'm Ready To Cast My Vaote

GO D e ——. 00000000000

Login History




Our #2 Strategic Initiative:
In black and white, make ownership pay

® Yes, credit unions are
competitive in the bank-lite
arena, with low loan rates
and good savings returns

“T™ Dividend Calculator..

) . et Dividend Calculator
® But the ownership return is o 7

. . —— Does your bank pay you te belong?
still hard to find for those S

Payment

members comparing to s
classic ownership returns

------------

Deposit Balances

® We need tactics that are
bold, we need budgets that
plan for these payments,
and we need to inspire
consumers to look for Your Special Dividend
ownership

Cooperative Principle: ®

Member Economic
Participation

Your
cooperative
should

56
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Autonomy and

Independence

Investment Grant Program

3 years in to building a new capability

® Our network CEOs are focused on inspiring and funding innovation

2010: Started discussing how ideas from the group would yield seeds for new
businesses
2011: Borrowed from “Shark Tank” and targeted $10,000 as giveaways

® On November 7, 2012, we’ll do it bigger than ever, with two goals:

Inspire credit unions to go their own way and be self starter innovators (why
Mobile Web is free)

Build a network of venture capitalists (2012 Investment Grant Program)

® Volunteers needed!
Credit unions ready to help in building a culture
Credit unions ready to go for the bucks and start a project

Credit unions ready to learn from peers and invest in new ventures, once
started

Let’s take a sneak peek at Frankenmuth CU’s

57 iPad app from last year’s event...

0000000000000000000000000000000 00 0 00 G EGCwEw—=—.




® Announcing the 2012 cattle
call for entrepreneurs

Submissions due on August 1

® Auditions will start on
September 10

® The big show is on October 15

| expect more
Simon Cowell than
Paula Abdul from
the judges this
year...be ready to
make your case!

Investment Grant Program 2012

$30,000 in grants for credit union entrepreneurs

Cooperative Principle:
Autonomy and

Independence

Proposed Requirements

The CU*Answers Innovator Investrment & Grant Program for 2012 will have more
stringent requirements than 2011 that includes a screening process. Submissions
must inclede a business plan with a completed apphication form. In addition
there must be a clear plan of action for how they plan to spend any awarded
funds.

]
L
o
o
o
o

Applicants will make a short preliminary presentation to the Selecdon Committes via WebEx.
All applicants will then be notified whether or not they have been selected to present their proposal for
consideration at the CEQ Strategies Conference on November 7.

‘Winners must commit to follow up and report pregress of the projects throughout the
year and may be asked to report at the following year's conference.

Planned Schedule

CU*Answers announces the 2012 Program at the CU*Answers
Leadership Conference. S
Submissions due.

All required paperwork must be turned in.
Round 1 - CU*Answers Selection Committee notifies projects moving on to next round.
‘Web conference presentations to CUAnswers Selection Committee. (week of)

Round 2 - CU*Answers Selection Committee notifies projects moving on to next round.
Fimal Round - Projects presented at CEQ Strategies conference.
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Cooperation Among
Cooperatives

Congrats to Xtend!

® Will you attend the Xtend leadership Celebrating 10 years of
eventin 20137

serving the credit union industry

Revenue Growth

* Continuingto Bulld Diverse Revenue Streams through our SRS,
Call Center, Audit Link, Member Reach Business Units

T ] 51.TM
1,506,000
]

00 N

T A / —— e | -I
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e CLJANSWERS | could have done 20 slides just on the

value of Xtend...it’s time for you to get to

an Xtend event
59




Lending Top 10, Accounting Top 10, CEOs, etc.

Are we paying attention to all of our communities?

® There are 1,128 low-income designated credit unions in the U.S.
Across the cuasterisk.com network:
11 CU*BASE CUs are CDFI certified
25 CU*BASE CUs are low-income designated (not CDFI-certified)
36
® We're taking on a role to educate our network about CDFI, and
help CUs attain their CDFI certification

Survey sent to the 36 CUs asking what we can do to
help (assistance getting certified, meeting reporting Designation Survey

el Lhar alof1

Cu*Answers - Community Development/Low Income

Cooperative Principle: D
Concern for
Community

Mark your
calendar for the

July 25

informational
webinar

Federation

Credit Unlons United to Serve the Underserved

requirements, etc.) — 8 responses received so far L

o e W ew

W B

s N R S e ey Seell AV Ty Sy & X al

Spirit of CU*Answers

I T T T e ————




CreateACreditUnion.com

Increase your Cooperative Score: Mentor a Pioneer

When an industry loses its
passion for adding new
organizations to the fold,
why would anyone believe
in the passion of its
participants to carry on?

If you would not tell someone
“yes, you should start a new
credit union!” what kind of Net
Promoter Score does our
industry have?

Cooperative Principle:

Concern for
Community

http://createacreditunion.com

B Create A Credst Uni =

e B hoperesteacreditunicncom

FeS[Ee=res ]

P-B20GX

createacreditunion

DESIGHING THE CREDIT COMMITHENT TO

MAVIGATING THE

UNION FINANCIAL STABILITY OPERATIOMAL LANDSCAPE

About Create a Credit Union

BH THIS SITE

"15% -

T %




Working as Customer Owners

Between now and the end of today

Until 4:30 today: think as
customers and envision a future
that lifts everyone’s agenda

Tonight at the Stockholder’s
Meeting: think and act as
owners and guarantee a future
that lifts everyone’s agenda

®

0000000000000 000000000000 000CP0F0OFDCFOCDOOOOOIOOOOOOOOS




MOVING FROM STRATEGIES, TO

TACTICS, TO CULTURE

How do you know when everyone gets it?
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> How do you know when everyone gets it?
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® |tis that moment when it seems instinctive, and everybody defaults to

;7: acting on strategy

5 @ Per Wikipedia:

'-3': % A strategy is a plan of action designed to achieve a vision

o % A tactic is a maneuver or action calculated to achieve some end

% A body of work is the entirety of the creative output produced by a particular
o unit

% Culture is the beliefs, values, behavior that constitute a people's way of life

* Not culture from a social standpoint, but a process response — a tactical response, a
default response — so embedded that “culture” seems to be the only word that fits

% Instinctive is something driven by impulse, spontaneous and without thinking

Frustrating Strategies
o It seems so intuitive...yet it seems so hard
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How do you know when everyone gets it?

® When my team is having trouble “getting” a particular vision, | try to get
them off the dime by going tactical

% Everyone loves to buy something, so it’s not hard to get people to go tactical
® Often, it takes many different tactical approaches to get everyone

comfortable and ready to attribute what we’re doing to that original
strategic vision

% This is when | find myself jumping up and down, saying, “Don’t you get it?!”
» ® Then comes a tipping point...everyone automatically attributes our day-to-
:_f,: day activity to a vision, to a strategy that helped us become who we are

% That’s when | slyly smile (and think, “I told you so”) — but | realize | had no idea
how hard it would be, and how many times we would have to try, fail...try,
fail...try, fail

This is why you need a grand opening state of
mind if you really want to change things and the
way your organization acts




Le‘adernsh.i_p' IS Part of Our Culture

Important both socially and to all of our processes

® |t takes perseverance to go from strategy to
culture, and perseverance proven again and
again, throughout a career, is the stuff that
leaders are made of

® When a network works, it is as responsive to
external influences as it is to internal ones

® When leaders work, they can change people
for the better, both inside a firm and outside it

® This year, we recognize one of the most
influential external leaders to inspire
our network

Robert H. Mackay Award

g
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° Some Strategies On the Way to Culture .
g Emerging tactics that might get us there o
o O
¢ o
<l \arching Toward an e-Document Culture <
:
Q . . .
M Mobile: Strategy, Tactic, or Culture? o
o o
o : O
o . . o
-l Aggregation: Best Traffic Cop g

J

o R s O
© . . . O
Sl Authentication: We Take the Time 8
) O
- -
M Silo or Network: Where is Your Culture Tracking? ~
O O
O O
O 0
o o
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Marching Toward
an e-Document Culture

Images, images, images...have we hit the tipping point?
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Maybe ‘this pro;ect will be one to push us past :
° the tipping point .. ——1
o Teller Processing . S - |
© @ Stored in the ASP vault: | [ —
o % 22.4 million receipts e | [ttt _; T “ .
-~ % 284,000 photo IDs o] J ] = et — [
* 80,000 loan forms Rl R (o scrusscon wo 5
© @ Togotothenextlevel, | T | | |
-~ we need dozens of Y o
C clicks that take us fe=i_ =
directly to eDOC, from = =
C all over CU*BASE 2 Coming in 2013: C
© @ The foundation is laid a.um,_p(.)p of
o o, driver’s license ‘0
- for automated driver’s o
o licenses in the new
© teller software Check out the Accounting Top 10
on the kitchen for an interesting
; solution for accounts payable invoices
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- cuasterisk.com partner eDOC Innovatlons 0
O O
° celebrates 20 years in business eDOC
e INNOVATIONS .5,
© @ Certainly the eDOC Innovations team is building products 2 O‘l’{;;;{;mz O
=/ c o o = w
o and services based on images becoming cultural for o
© every business ©
o o
) o O
- Cloud Platf S ©
O In-House Workflow Platform e T — = o
0 ) idocVAULT™ = O
- Doclegic™ T e nA e —— sowgey Fewd cm the ey M i-brne R i N
O YA anrmr e W sivint e o B e oot Yo et R g e s : | O
o e e g A A o
o mmE——— o
© o
) o
© O
O O
g Our network is starting to ;
o get the lingo down, and o
© our two development ©
© teams are planning for ©
E;J' grand openings, better C;J
O than ever before o
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Bret's Bakery

What's cooking at eDOC?

[

cuasterisk.com partner eDOC Innovatlons
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° celebrates 20 years in business
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Are your teams tracking the development of these two firms?
Images will be cultural for all businesses in the future — you
have two teams working for you
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Checks as |mages...tact|cs or culture?
©  What product will push us over the edge? O
© O
o o
») i O
& Year 3 and counting... Project #3: eDOC Mobility o
(::‘ . W|” CheCk 21 products Remote Capture of Deposits r::_‘;u
. change the way we work ® We need the network to go active and start developing -t
w . working foundations for the evolution of remote O
@] with members? activities with members o
o ] ® Buildingan active set of users of Remote Check 21 ey O
o @ Didyou get your merchant SOl T
; ] + Merchant Deposit Capture o o
.T'. pr‘ogram Started N 2012? * Member Deposit Capture~-via PCand pho .r-:j
r ) ® Working witheDOC Innovations and ther w r
~ @ Did you have a member B #:0 okiae s =
o make a scanned deposit in RS i _f;" N ©
O s this a matter of wine eurtu; $1,000 Certificate e -
O 2012? :lrrn:i'wmtt:!o :1 hnet:cf: to do e e -5? O
O . s0 you will launch these imporant Canloocis O
~ @ |fnot, why are you in such member services? o 2
o a rush for mobile phone o
= deposits? Somehow we have to make this a =
o member expectation: remote deposits o
:ﬁ Can we build an audience that will make FJ
o these tools merge tactics with strategy? o
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CheckLogic Mobile be just another

x M

implied technology?

CHEGKLOGIC . —
mobile |7»

eDOC Innovations annouces CheckLoglc Moblle™ a comprehensive moblle capture
solution for your credit union!

Gone are the days of asking your members to visit a branch to deposit their checks.
Members can make a deposit into their share draft checking anywhere, anytime, via
their smartphone!

- Member Convenient: Members can deposit checks from anywhere.

- Safe: Login authentication, encryption on phone and em roUts bo S8CURe SErver.

- Exact: Optimizes the image, and extracts payment data automatically .

« Settiement: Aggregates with all Checklogic™ forwand coflection items.

« User Friendly: Integrated for existing mobile wallets.

« Quick: Depasit check in three steps.

« Checking Images: stored in and availnble through the eDOC system with all other check images.
- Review History: Recent depasits viewed on smartphane (i credit umion allows).

Complete the process in three easy steps...

Step One Step Two

Enter Check Amount Preview Imoge

What is CheckLogic Mobile™?

CheckLogic Maobile™ is a member facing remote depasit capture solution. With CheckLogic Mobile™,
credit wnions give the advantages of RDC direct to their members. Mambers using iPhones, Bladkber-
rys and Android-based smart phones can now do their banking remotely by simply taking 2 photo of
their check then sending the information to their credit union.

CheckLogic Mobile™ allows share draft checking holders to initiate their mobile-deposit sessions,
input their deposit amount, and snap photos of the front and back of checks with their smart phone
cameras. ChacklLogic Mobile™ then captures the check and converts it to a Federally recognized Chack
21 image for transmission to the credit union's remote deposit capture (RDC) platform.

Before transmitting the check images, CheckLogic Mobile™ formats the image, corrects any image
distortion or skewing and confirms that the image mests Check 21 and mobile image-quality stan-
dard. After the check is submittad successfully, share draft checking account holders receive notifica-
tion back from their cradit union alerting the member that the transaction was successfully com-
pleted. All transactions are transmitted with multi-layer sacurity and, if needed, can be traced backtoa
registered smart phone, marked with time and location, to combat fraud.”

eDOC Innovations, Inc™ has palred with Cachet Financlal Solutions™ .Ll
and Select Mobile™ to bring you CheckLogic Mobile™.
FINANEIAL SOLUTIONE

More FAQ's...

« Accepts check Images from your smartphone

+1QA on the image

+ Applies business rules to deposits
-Maximum check amount

Want to learn more?
Contact eDOC Inovations at:
800.425.7766 option 3
http://edoclogic.com/

-Maximum daily deposit amounts

« Creates an image file set for eDOC to process

1} eDOC

InHovATIONS
YEARS
1992-2012

How will you teach members to change
their deposit habits?

Maybe we should set the expectation
first, and the capability second
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members toward high-tech...

Preferences 4 Help @ | Logout ®
nline Banking

My Messages My Accounts New Accounts  Pay My Bills

& & = & - | 4
-~ ; ~ Wokide

Promise Deposits

Rapid City Telco FCU

E-Statements  Apply Online Contact Us Go Mobile!

Do you need your check now? Uise Promise Deposits! We know you donl always have time to make o
to the credit union. Add your promise depasit NOW! We know you will honor your deposit! We look
forward o sesing your check in the mail

My Accounts

Account Summary It's as easy as 1-2-3!

My Other Accounts Click the New Depasit Link Balow
2. Adgd any chacks you naed to the deposit

Transfer Money 3. Mail your checks with the Deposit Shp to the Cradit Unign

Create 3 New Daposat

Promise Deposits

Micknames

Scheduled Check
Transfers

Quistanding Deposits

Tracking # Total Amount

Checks Cleared 100004

ACH Transactions (1) Check Count Date Dus

1 Ta20NM Actnve

5225 50
$341.00

2

1152011 Active Prnt

Check Stop Payment 100030

Maybe we have to go low-tech to move our

Selling

remote
instant credit,
at the click of
a button

(Still looking
for a better
name than
“Promise” —
“Hold your
breath”
deposits?
“Cross your
fingers”
deposits?)




Create a new deposit

Enter in each check indradually below. When you have entered in all checks for this deposit, chick
“Complete Deposit™ at the bottom of the page. You waill then be shown further instructions for maikng
this deposit ta the credit union

My Accounts

Account Summary Should you feel the need to start this deposit over, chek the "Clear Deposit”™ button at the bottom of the

=y My Other Accounts page. You may also ramove each check indnidually if you made a mistake

¢l Transfer Money . S o~ - -

r From L

‘ Promise Deposits

Oy

. Nicknames Date - @

o Pay to the

- Scheduled Check Ordder OF %

5 Transfers =

( s Dollars B =
ACH Transactions (1)

") Checks Cleared

O Check 5top Payment Routing 15 i ¢ 12 2

.'. Check Withdrawal e — S —— . — = . -n A, — e —

I" [ ']
Dividend/interest Deposit this check into: 009 - SHARE DRAFT -

= Downloads

NOTE: For each check you add to this deposit, you will be charged a fee
$2.50 to the depositing account when the deposit is complete.

O Visit Our Site | Promise to Mail this Check
for rming. oS, ond mong

| click hiere
- E—
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Set the stage
for members
to work with
images of
checks, not
just data

T
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My Accounts

Account Summary
My Other Accounts
Transfer Money
Promise Deposits
Micknames

Scheduled Check
Transfers

ACH Transactions (1)
Checks Cleared
Check 5Stop Payment
Check Withdrawal
Dividend/Interest

Downloads

Get the latest
updates
and tipa

elick bhare

Mail Your Deposit

Congratulations! Your deposit has been entered into the system. You are now ready to mail
your check{s). Please follow the instructions balow:

1) Gather your checks

The checks listed below ase the checks you entered into this deposit. Pleass gather them up and follow
the remaining steps for each check

Deposit To From

009 - SHARE DRAFT

Check #

00002 adfsad $3.00

2) Sign Your Checks

Sign the back of ALL of your checks and write the following Tracking Numbar under your signature @

100106

3) Print the Depostt Siip

Print out the Deposit Shp and include it with your checks when mailing out

Print Promise Deposit Certificate

4) Mall your Deposit
This deposit must be recered by B/520M2. please mal all checks and the deposit ship
RAPID CITY TELCO FEDERAL CREDIT UNION
811 E SAINT ANDREW STREET
RAPID CITY, SD 57701-0000

Add Another Promise Deposit View Current Promise Daposits

Annoying
enough to get
people asking

for more

Convenient for
everyone that
qualifies, and a
natural for
leading members
to more
automated
solutions
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When will you have a grand opening for
remote deposits?

® This software is targeted for a special beta in August 2012

® More importantly, we need to be ready to sell the automation of remote
deposits through all channels
% Member and business scanners
% Smartphones

® Look for new links in It’s Me 247 that
will move members from snail mail
deposits to automation

® Use this link to see a video for

your business member - _ _ o
http://edoclogic.com/products/checklogic-c21/checklogiclite/

Remember this video from the 2010
Leadership Conference? It takes a while
to get a body of work, a set of tactics to

signal a culture shift
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ThIS is when I flhd myself jumplng up and :
down, saying, “Don’t you get it?!”

® And I’'m not talking to you, I’'m talking to the CU*Answers team
® |I'm not sure we've made the leap to being a firm that defaults to images

as part of our culture
® Consider eDOCSignature —an emerging eDOCSignatue’ ~
process enhancement that every CEO e o C
should be wondering about ,@f*"a -
® It was embarrassing this year when a —
client asked us why we were ___h_“___# m st | @
overnighting a contract for a signature, SEmmmser MRl |SEToEE | O

when CU*Answers owns the firm
promoting electronic signatures

[ e ]

ot e e b e g e

® We have some work to do...do you? | e =
When will you be doing e-signature loan
closings?

e G oo Sa7 IR Py
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Mobile:
Strategy, Tactic, or Culture?
0 -

No area is changing faster...Do you have a mobile website? Do you have a
mobile web product? Do you have a text product? Do you have mobile bill
pay? Do you have a mobile app? Do you have an Apple mobile app? Do you
have an Android mobile app? Can you support remote deposits? Can you do
P2P payments? Can you show me branches via GPS? Can you create me a
Groupon coupon for a CD? Can you push me a loan offer? Are you into
gamification yet? Do you think HTML 5 will outpace mobile apps? Do you
think Apple will ever allow downloads from other stores? What do you think
Kindle will do? How about an iPad application? I’'m just dizzy...

®
L3
-
®
@
®
®
.
®
L
®
®
L
-
-
®
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Tactics, tactics, tactics...everywhere a new tactic to consider

But what will it say about our culture?

® \We've already talked about Text Banking and the
need for a grand opening, so let’s just focus on
Smartphones for a minute

® [n March 2010, we introduced Mobile Web

@mumm-mmummmmu

eOPPO® @
Online Banking/Mobile Web Summary Stats
| ——— -
im 31 Fi |

# of days im month 0

F ol CU memibers L1] 20,900 &6, 047 26, TH1

Pametrathon by Count

Go Mobile!

i ol membeers ushng aay online channel 1] L2321 5,281

# of mambars wsing mobile web 1] 1] ] h

F ol members wsing online banking only L1] a [1] R -
# ol members allowing see stoess 0 n o Wy Messages My Accounts New Accounts  E-Statements  Certficates Conta Wb e

It's Me 247 Mobile Web Banking Emulator

Watch for expanded
member usage stats

(3] % of mambars ming mabils wab

F11 | % of membars ssing onding banking oaly

Activity (including text!) in the
Totad # of kogons, asy onling channel 12.0 release! 118,

# of moblle web bogons

Wiy tsse Mobile Web Bariking? Live Mobile Account Access:

« It easy and secusel And its treel®
«  These is nothing 1o install

i ol onling banking legons

Average Usage

JEN 1 1 L] ER LN 3,487, 71 N
Average logens per day{any chansal) ' 5 Try Mobile Banking
fonrage logona antine membenhip ] 1.92 d4.m
5 e VAT 50 Iy 7 ON your phone of olhed web-Snabisd
Avweage legona amsang snling s ] 1"n,x 1 deviced st click the ——

Haany Uil Abusser CFeOE Enion's Webpage:

Try Mok Banking wiing clar phors smulator
IE5 Sarmpe b dol o ane Slreddy Mogged il thi
phone emulilon on the right hand side of thes
page

o T phoné mulalion Shisn 10 T Fght i

Mot logons by o single membar

2 Transfer 3]

1. Bavings/Checki
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But what' about Mobile App“?

Why It’s Me 247 Mobile Web levels the playing field

® In the end, every app is a hybrid of three concepts:

An operating system-level Software that manages the application navigation,

application loaded onto a phone and some native phone features — works whether
you’re connected to a network or not

A content management system The application’s brochure-ware — a lot like a mobile

distributing content to the phone website, pushing rates, specials, and other

via the web miscellaneous member information

An online banking integration, The member’s account information — a wrapper

distributing banking content to the around It’s Me 247 Mobile Web Banking
phone via the web
® When it comes to mobile apps, it’s not the technology, it’s the distribution
% It’s qualifying for the device types and lining up with the application stores
% It’s a business line more than a technology — it’s a process more than a product

So, It’s Me 247 Mobile Web allows a CU to work with
any mobile app provider...FOR FREE




But what ébbu

t Mobile App? |

Why It’s Me 247 Mobile Web levels the playing field

® Like MoneyDesktop, we saw our job as one of facilitating the credit union’s

direction, not mandating one...we just needed to integrate our part with

market solutions

did, and will continue to do so

outh Bay

il Union

Muobile Banking

P =
BN T-53

23 PROC ALC - Fem e
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(e imesy Vi

Owr Company Our Services  Ouf Network

= - =
i .
/ sprig- mobile
2 - "
Get the Apps ¥
N e 113 g
Awailable on the
Dawnlaad the
App Stor SPRIG
meobile
Handout
e
[ ath Tl
HH!
How can SPRIG mobile benefit you snd your membeds? B .
M sy et e A Ty W gl ——
e

® My advice was, go for it, you don’t need CU*Answers...and many people

And I’m all for it!

' 3 §
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— —— = = = = = —— ¥ = = T =
Vg s % = e 2 e e N F il ™ L

. = +
B A AT W = WE e T AL A W b ~ b y = 2 A - ) o -~ Wt W L . ¥ o
2P LI I\ Y o e w @ dUOE MM gRNATE JU R o SO ‘7:-";‘; ettt A - |
i =gy - el - F & b Al 5 - . . L b -] { nt
L= ¥ | i1y d . dr o ~ e 3 i e | = - _ - & #
g Y A . ~ i # : . : . =y i y
. . " o

My advice: Go for it, S/ou don’t need u

...but CUs still wanted more

® That led us to the battle of the bands (vendors)

® Much like MoneyDesktop and Geezeo, CU*Answers wanted a focus group
to point the way for an integration ally

The premier
mobile presence
er for the

=il
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And the survey says

CU Mobile

s st st e e
EEmaasaae s an
Emmnaanas s o
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L

Your answer was “pick someone” and

from the surveys the mandate was

clear: CU Mobile is our preferred
mobile app vendor alliance
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How does this changé a CU’s options?

We will continue to update Mobile Web and prepare for a CU Mobile audience

An operating system-level
application loaded onto a phone

A content management system
distributing content to the phone
via the web

An online banking integration,
distributing banking content to the
phone via the web

CUs can continue to go their own way, or partner with CU
Mobile for a CUSO ally solution

CUs can work directly with their mobile app provider and
manage their own content, or work through CU*OverDrive
coordination for content automation

CUs can continue to go their own way with confidence,
knowing that CU*Answers will continue to develop Mobile
Web Banking as an engine for a mobile app

Look for See/Jump, check images, A2A, and other new
features starting in 2013...Mobile Web is now a strategic
development priority

® What about APIS? (now that’s a whole ‘nother story...)

% CU*Answers is developing more and more direct APIs for online and mobile
web banking (and someday we might even charge to hook up to a mobile app
provider...maybe)
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CUs and CU*Answers can push CU

Mobile to aggressively pursue diverse

devices and app stores

CUs need to keep a short horizon and

perspective as to this investment

% CU Mobile is month to month, with a

reasonable project cost

CUs and CU*Answers need to work hard

to automate content distribution and
marketing if mobile potential is to be

maximized

X AT THR
* ?‘ -i.'# . riﬂ

Why | thmk CU Mobile was a good choice

D
=

BB

App Engine

I:u roblle Apps

Future proof your mobile investment...

We will make our solution available to different mobile platforms to

protect customers from needing to know the different devices

Iﬁﬂj -*~j “‘H
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Your Internet Culture is not simple anymore

Every device is a branch in itself

® It’s not enough to buy solutions one tactic at a time anymore
® \We need to build a coordinating hub to push people to our online

solutions T Manage My Security @ Help @ Logout @
U Its//247

Mobile” page Online Banking

and the OBC Info Center My Accounts New Accounts  Pay Bills  E-statements Money Desktop GO Mobile Contact Us

are the first of
many CUSO
products to
help your
members find
the solution [ MobileWebBanking | [ Moreinfomation | [ MoblleApp-
they need

D Available on the [PHone

App Store

arke

Booster Club $1,256.00 $1,256.00 6772012 $1,256.00

003 Basic Share Draft $1,252.00 $1.,252.00 3f12/2012 $1,.252.00

Messsages

R =) 004 Secondary Share $2,256.00 $2,256.00 1/28/2012 $2,256.00
Mossages s L

Members

Account Rumber Whare Held Representative

1 Place Youir i QECAGnC Carmgsnrits | TC Ao b Disbeame O33N/ 3012 £3 123 19
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Wealcoma to Cartoon Federal Credit Union Text Banking
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Your Internet Culture is not S|mple anymore

@  Every device is a branch in itself -

® [n 2013, CU*Answers will work with Xtend on
expanding the e-Info offering

f Read it onfinel

% e-Info has successfully helped CUs manage marketing _ =
through the OBC and It’s Me 247 ' ® contie to £ Statermers

® In 2013, we want to push more automation out to
mobile websites and content engines for mobile
apps
% Are you an e-Info client?

by -,
~ % CU'SECIRE =
L Learnggore about being safe onfine E
e \ - = 1 1
|

- For some of you, the redundant work of publishing i =
) to your website, to your mobile website, and now |—
to your mobile app will fill your days with glee

For others, you’ll be looking for a centralized,
automated solution, really quick

e-Info is where we hope you will land
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- Your Internet Culture is not 5|mple anymore
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Every device is a branch in itself

® How will you
keep up with
the need to
have fresh
content, new
marketing,
relevant
conversations,
and real-time
member
information, at
SO many
locations?

® |t takes a
network

r,.r*"" % *E’u J H‘aq" ?AJ C *2
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Tangled in Technology? Let us help!

If you're confused about all the ways members can bank with you without having to visit a
branch, we can help. Take a look at the chart below to learn about all the CU*Answers an
products and services you can offer members who don't have time to visit a branch! @

Devices It's Used With

. Desktop P Table mie Mabile s he
Product What Members Can Do with It Computsr (u ..: t Phnu Phone martphone
W while online, members can check balances, transfer money, ‘/ ‘/ ‘/ ‘/
e Barking apply for loans, and more. Wiew [oein soreen Learn more!
From online banking, members can jump to this wehbsite and
ﬁ' ‘turn on extra security features for online banking. Learn more! ‘/ V/ ‘/ ‘/
Wiﬁ'ﬁq Members can receive statements via email rather than regular ‘/ "/ ‘/ ‘/
U miail. view demo.
esEEments —_—
w G'ft"i Members can pay bills online. View dema. Learn more! !p/ V/ !p/ \/
Oriires Bl
@7 Members can text account-balance requests and receive ‘/ ‘/
TeaBarkig  balance alerts. Learn mora!
Members can check balances, account history, and rates, as V/ ‘/ ‘/
o .thm% well as transfer funds and make loan payments. Learn more!
m Members can chieck balances, transfer money, apply for loans, and ‘/
i more. View gemg Learn mors!
m ? Members can access online banking features through an app V/ \/
wre;  instead of logging into online banking [coming soon).
CUANSWERS
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Aggregation: Best Traffic Cop -
5 It doesn’t happen overnight §
O

Strategy on the way to culture — are you ready to make this a clear
competitive advantage for your credit union?

SeaflumpfTransfer Update — MoneyDesktop See My Other Accoun ts
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MbhefDéSkxtop: Aggrégating Menibef Wallets

Aggregation is off to a fast start, are you?

® 21 credit unions have signed with MDT
® Some CUs are seeing a 20%+ adoption rate by members

® MDT serves 276 financial institutions...adding one new CU per day
% MDT tracks $1.3 billion in financial assets http://moneydesktop.com

% MDT won the CUNA Technology Council’s Ol ———= T — —

Best of Show 2011 and Best of Show from O RAN
Finovate Spring 2012 for their new iPad App ' |
and Deals mobile app ': i \
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My Messages My Accounts New Accounts Pay My Bills E-Statements MoneyDesktop Contact Us Go Mobile!
ps s 5 t
/ \ Personal Financial Management
. .
What is Personal Financial Management? i MoneyDeSktop Is a great taCtIc’
5 Personal Financial Management tools allow you to aggregate your accounts across your various o
Personal Finance financial institutions, making it easier to track your expenses, create a balanced budget, and manage but Whe re a re yo u t ryl ng to ta ke
your debt. This is all presented to you in an easy to use, colorful format with financial reporting tools to
BupsiiEss S assist you in your personal financing. you r cultu re? Best Traffic Cop
L
By clicking the Continue button below, you will be taken to MoneyDesktop’s website. Please note that
by continuing, you authorize the Credit Union to send transaction information securely to
MoneyDesktop in order to create your account. Upon visiting the site, your account will be sef up

gutomatically to utilize MoneyDeskiop's personal financial management and account aggregation
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What’s your next move with MonéyDesktop?

New navigation will take it up a notch, how about mobile?
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" CUs are already
asking if we can
include OTB accounts
as part of the MDT

interface




Loan Information

OTB IS nbe.(_:b
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Aggregation is off to a fast start, are you?

& Share accounts
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OTB: Aggregating Your Products
Integration to CUSO Financial Services (CFS)
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“What do | have to do in -* " i" "W e

The question is valid no matter your size: What must you do
to qualify for a winning and sustainable relationship with
your members in the future?

| credit union?”
...CEO of a start-up CU

Options for your
members’ money Options for your

members’ money

Options for your
members’ money

MNetwork Business
O Single Credit Model

Union Model

One balance sheet

One balance sheet
with partners

Today you might need a whole

new balance sheet in order to

~ Brokerage qualify, now and down the road
- Model

Two balance sheets




A Partnership With CFS

Can you afford to wait for a new capital game?

Some facts about CFS:

® 46 CU owners

151 CU Clients

450 brokers serviced

15,048,478 members served and
$15 billion assets under
management (as of 12/31/11)

$550 million in networking fees (revenue
share) paid to credit unions from 1999-
2011

$30.6 million in ownership distributions
paid to partners 1999-2011

5% net income margin in 2011, made
about S5 million on $100 million in gross
revenues

Some CU success stories:
® Community CU

% $700,000 in assets under
management

® TBACU
% Program kicked off April 2012

% $658,000 in assets under
management as of May

® DayAirCU
% “CFS helped us own the business”
% Switched to CFS in 2008

% $18 million in assets under
management

Watch for news about a grand opening
webinar this fall, sponsored by
CU*Answers, CFS, and Xtend




(...so what happened to transfer?)
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See & Jump: Aggregating Members Onllne
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o Authentication: We Take the Time

o It doesn’t happen overnight

Strategy on the way to culture — are you ready to make this a clear
competitive advantage for your credit union?
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When tactics add UP to Slignal a sﬂhift in the ‘:NEI‘{ you think
Authentication as a Competitive Advantage

® Did this signal a

change in your
tactics that you
might highlight as
part of your
culture?

® Orwasitjust
another tool
upgrade?

CU*BASE CU*BASE Software Upgrade

11.6

Contents

b b4 4 The Star of the Show! — Teller/Member Services ...

Online CUs CU*NorthWest/CU*South |  Self Processing

March 18, 2012 March 25,2012  April 9-10, 2

Teller/MEMDET SEIVICE ... ettt et e e e et e e e e e neeeean
B Roving Tellers (Teller Drawer Control Changes)........cuicice e cerieee e ee e ees s e ees s e e e s e e s

Teller Currently Serving (Assist the Person In Front of You) ...

New Workflow Screens Allow You to Customize the Teller/Member Experience ........cocccoveiiieiiieeieeenn..

a Indicate a Photo ID is “On File" via the Secondary Names SCreen..........ccoveieoniirier e e e

Photo 1D on File fTor Non-MemMbDers o st i st i s it lsndiatias

Global Search — Improved Features and Available in More Places .........ccoooerimmememeereceeee e e e

More Membership Information on Inquiry and Phone Operator (Including Club)

Access to Teller Drawer, Audit and Device Configuration from Teller

@ Enhancements to Account and Membership Close Processes

U QualiFile by ChexSystems Risk Assessment Now Available While Opening Accounts...........ccccereeeene

® 100 ®
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wh‘en1tact; -5 add up to élignal a
Authentication as a Competitive Advantage

Srwion 0 CLPEASE GOLE - Chocss @ Deeem =

shift in the ﬁua? yn-u t'hink

In 2013, we’ll go from helping a

teller to helping a member as a

specialty

% Printing the “served” name on
receipts (12.1)

o e - % Showing “served” name in
= Q. . L. E Phone/Inquiry
i R e iy (MRS % Showing “served” name in

verify the, et - ———— — It's Me 247 Online & Mobile
= person who’s ontd S spmmmreibpsons s ] . o
standing in [ ———— banking trans history

front of you

% BSA enhancements to aggregate
joint owner activity (one for the

regulators)
- Comments on File
' e Sow only How will you market the shift?
e — what that How will you get credit for the
person can . .
0 shift? Tactics to Culture

o0
o5l
300.00 USED VEMICLES 605
175,76 USED AUTO LEASC 125
ILA-00 HOT sesssseShild B 1w
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When tactlcs add up to s:gnal a Shlft in the way you think

- Authentication as a Competitive Advantage

Foreign ID Types

Multiple Logins to It’s Me 247

® New 2-byte code works with the
SSN/TIN to identify the type of ID
that is stored
% SSN vs. EIN vs. non-U.S. tax ID

(Mexican, Canadian, etc.) vs.
“unknown”

% No more imitation SSNs!

% Handling for personal SSN and
_ organizational EIN that happen to
- share the same 9-digit number

® (Critical to FEP

% Targeted for the 12.1 release in
Fall 2012

® Allowing multiple login IDs per
membership, each with s
independent password and

security questions

Access controls by ID

% Level 1: See basics account data
% Level 2: Same-member transfers

% Level 3: Full access (inter-member
transfers, A2A, bill pay, etc.)

Neither of these has come along as fast
as | would like them to

They’re a priority for us in 2013
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Silo or Network:
Where is Your Culture Tracking?

How would you rate yourself as an
organization?

Do you instinctively default to network
thinking?

Are you taking full advantage of shared
resources and shared solutions as part of your
due diligence for any challenge?

T
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For another day...
How can our network have a competitive advantage through
the transfer of best practices?

When | hunt for a competitive California Management Review
advantage that would put all of us far viell 4 e, 5, gl T2RE
ahead as leaders, | always come back

to the idea that together, we must one If Only We Knew

day harness the insight of our network What We Know:

IDENTIFICATION AND TRANSFER
OF INTERNAL BEST PRACTICES

With lightning speed, we need to act
on what is already known, to replicate

what already works, and to spread & Jackson Grayson
success to every corner of our network

¢ & {TI only knew what TI knows,” lamented Jerry Junkins, the late chair-
I man, president, and CEO of Texas Instruments. Lew Platt, chairman of
Hewlett-Packard, echoed this with “I wish we knew what we know at
HP.” Junkins and Platt recognized early what many other managers are
just beginning to realize: that inside their own organizations lies, unknown and
untapped, a vast treasure house of knowledge, know-how, and best practices. If

LOOk for a SeSSIOn In 201 3: tapped, this information could drop millions to the bottom line and yield huge

. gains in speed, customer satisfaction, and organizational competence. b‘ ;
l/Learnlng From A Peer 77 While TI, like many corporations, has been vigorously pursuing knowl-
edge and best practices by benchmarking with other organizations, it is now
putting as much effort into “internal benchmarking™—the process of identifying,
sharing, and using the knowledge and practices inside its own organization.
Internal benchmarking and transfer of best practices is one of the most tangible

manifestations of knowledge management—the process of identifying, captur-
ing. and leveraging knowledge to help the comp oIpeLe aring and (ra




DISRUPTIVE STRATEGIES

Finding self esteem in being a low-cost provider
Enjoying being a fearless party-crasher

Making things happen with shared resources
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3 Reasons t.u Do 'Snmethir;g:-dur CUSO Drivers.
Passing the Test for Investment

® A room full of CU leaders declares an initiative or direction as imperative
to their futures

® They appear to be blocked from moving forward:
% Because of a price they cannot afford

% Because access is not available — they’re not welcome to the party due to their
size, their market space, their perceived buying power or clout

% Because executing the initiative is too difficult or beyond the capabilities of the
credit union’s resources or current competencies

® These three drivers make up the core catalyst for pushing CU*Answers and
our network to act

® We are built to see the challenges of our peers as the reason to act

It’s for the owners of this CUSO to truly
understand these tests and to make sure
that we invest our money wisely
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5 Challenges We Should Attack in 2012-2013
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Build a response to compliance challenges
% Be the low-cost solution, as a successful practitioner rather than as a vendor

2. Attack Enterprise Risk Management (ERM) and Concentration Risk

Put more pressure on ourselves to reduce payment system costs and take
control of the future where possible

% Attack bill pay solution and look for a new future

Drive harder to eliminate expenses that are in conflict with the trends of
the future

% Examples: postage, cash transactions, home phones, etc.

Identify specialized technology solutions that need to be considered as
core competencies for a core system

% Stay true to the core processing mandate

0000000000000000000000000000 0 Qi
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° Respond to Compliance Challenges g
©  Be the low-cost solution, as a successful practitioner rather than as a vendor o
] i-l
L) l:__
2 . . Learn more: http://auditlink.cuanswers.com/ .
© @ Building a real network of active Pl /o
o : . ' |
o compliance practitioners 9;;“‘ —— 220X o
] . . . . — e
e % 27 CUs use the daily Audit Link service ﬁ
O % Dozens of compliance teams work with )
C . . -‘.l
= Audit Link off and on = i
o o
I:_,' = (_.-'
O O
I:J nmedmuummmmpum f:.
‘.\I Pc :|||¢'\ i ﬂw.-rvlew e h.* —— b
E) AN policiesare reviewed by AuditLink [ [ ;:‘ mn%fmmm — ,~—~J
O ‘_:_'__.:::m i ’ Q nEs = Who must comply with the new rule? ————— O
O Q. —— ER AR . | ®
~ | Whatis Pnlmy Swap? —_ et sttt —— o
'H_. ' YTD: 5,000 BSAs verified; =
o |EE D;MTM '""“:m 3 5 a 2,000 dormant accounts worked; -
e pet caught your pants L e g e} . -
Q@ = 2=t [ e s — 3,000 teller reversals reviewed... o O
o —_ ,
o — It’s a busy team, with many tools o

m el s o '




OODDGOOOOOOODOODODOOOODDOODOOq;“f..".
* ®

3 '”*’;‘iﬂ“"ﬁg“g: 7! A
Respondlng to the CFPB

Consumer Financial Protection Bureau

1
B
»
poe
N

N

2

N3

X

r
- N
7

4
)

-
"
I

ANR/NSF Fees Based on
Current vs. Available Balance

Transaction Counters

ATM/Debit Limit Checking and

® Optional flag to assess an NSF/ANR ® Checking against daily S amount and
transaction count limits for PIN and
SIG activity, handled real-time by

fee only when the current balance
goes negative, as opposed to when
the available balance goes negative CU*BASE
% Noticeable impact on fee income as

well as historical NSF stats and fee 2013)
analysis tools

% Slated for the 13.0 release (Spring

http://www.consumerfinance.gov/

0000000000000000 00 Qi

% ATM/Debit channel only, this phase —
% Slated for the 12.0 release (July/Aug.) T

Challenges or threats? Real threats or
idle threats? You never know with all
the noise swirling around the CFPB
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Jlm S Dlrty Dozen

Audit Link’s version of Lending Top 10 http://auditlink.cuanswers.com

® Progress since the first “dozen” were R

posted in early 2011:

% FinCEN automation —implemented (11.2)

% OFAC enhancement for loan disbursement
checks —implemented (10.3)

% Abnormal Activity Monitoring tools —
coming in 12.0 (more on that in a moment)

% Reg. E Monitoring for wrong address —
coming in 12.1 (this fall)

Are you tracking this? Are your
auditors? Are you getting credit
for the tools you have, by putting
them to work? T
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. Challenge 1: Respond to Compliance Challenges £
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A couple of interesting projects to note

Network Reporting of CTRs

QualiFile Interface

® Tools to create CTRs from

11.3 release last fall

® Coming soon: CU*Answers
network transmissions of CTRs
direct to FinCEN
% Optional activation of electronic
filing
% Online CUs will pay $20 per

month fee for this service
performed by Ops

OOODDOOOC}OOODOODOOODOOODDODOOQ“UZ
* ®

CU*BASE were introduced in the

® Direct access to QualiFile risk
assessment tools via CU*BASE
membership and account
opening processes

® Implemented in
the 11.6 release this
March
% 17 CUs already live or

going through setup
now

The “BSA by joint owners” project also got a real

shot in the arm with the completion of Teller

“Currently Serving” functionality...more to come
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Challenge 2: Attacklng ERM & Concentration Risk

'.'.l
-

Management (ERM)

® Today, credit unions are being pressured by third parties B

to identify their ERM program

® Many auditors are looking for a
toolkit labeled as “ERM”

® This fall (12.1 release), the Audit
Link and Writing teams will

release this package

% Monitor Credit Risk

Attacking Enterprise Risk o

:

e

ki

B i

e e

% Monitor Interest Rate Risk
% Monitor Transaction Risk

i

[
'l

% Monitor Compliance Risk
% Monitor Liquidity Risk
% Monitor Concentration Risk

113
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® Monitor Credit Risk

% Demonstrate your grasp of portfolio
risks and trends

% Compare portfolio score
percentages to existing pricing
models and collection activity

® Monitor Interest Rate Risk
% NCUA hot button

% Real-time maturity analysis of rate-
sensitive assets and liabilities

% Interest expense forecasting

% ALM downloads (watch for McQueen = |
tools coming soon!) K oo (T e e
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“Challenge 2: Attacking ERM & Concentration Rivk  REUEAA
T or L e M e, Wy et g T3
Building an ERM Program

Also coming in 2013: Audit Link Education

4

YYY I
® Monitor Transaction Risk

% Watch for things happening that fall
outside “the norm”

% Flexible, configurable dashboard
tools to detect abnormal activity,
including elder-abuse fraud

® Monitor Compliance Risk

% Tools to drive down the cost of | Nl o - iy
2 = Pt BAASLR Aoty aport 1F = Dubre Frivisy Contrals
managing the potential risk that you o e e ke
8 - St S e ot
are not In Compllance ; :.__'H'_I_ T = »-Sisiwresnd Detch Un-sneolewnd IT = 247 Lerder Meersar Meosrmreest
& o P 4 i = View Hig B Trgpers bor Gl fi = by PR swond Changs Hivary
g [T gt afedany s = Wiew Tranvaie Tacking
10 Dot Heled vy
1 -:::::::n—n-t_. IF S Swvww Hag DU Confpumiions

I8 o 5320 Tad Maperts b Nrbse
o O D0 Tera

e AT e
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Bmldmg an ERMProgram

Also coming in 2013: Audit Link Education

® Monitor Liquidity Risk
% Ensure you have cash to meet

commitments and protect yourself
from runoffs from fluctuating rates

% Understand the numbers you need
to determining the adequacy of
liquid assets

® Monitor Concentration Risk

% Do you have too many eggs in one
basket?

% Understand concentrations both at
the member level and by segment

&7 i [ fﬁ TTRT"TR =" l-m«--—-—-.

Speaking of concentration risk...
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Aftacking Concentration Risk
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@ Spssion 0/ CUPBASE GOLD - Risk Analysis Selection

@eoP0OO®@
Risk Analysis Selection

A deep dive on tools coming in the 12.0 release

=

Net worth 15, 000, QU0

# of seyments defined 2

Working with segment *Hone

Corp ID
Month/year to process Feb 2012

Loans opened on or befare [ [MMDDYYYY]

O Include written off loans

Ownership of

% owned by CU between
Current balances between
Interest rates between

% of net worth over

Current credit scores hetween
Maturing after

# of days delinquent hetween
LTV % between

Include Loans With
[a] ®a=a1 OC=cU
and

1 = Investor

| 99,999,999,999-| and

| 99,999,999,999

| o.een| and

|99, 009|

and

& [MMYYYY]

and
and

£

Dealer code
Sponsor code
G/L#

Business unit

2 selected
Branch/location #

Loan officer ID

Member designation

Reset Filters Fa

Existing Segment F6
Cancel F7

W22 154242

Loan category

Loan purpose code

Loan security code

Collateral type

Loan process type

States where collateral resides

States where member resides

g

Choose which

segment to
analyze

Learn About This Feature
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A deep dive on tools coming in the 12.0 release

@ Spszion 0 CUBASE GOLD - Membership Breakdmen

esos*ree®®

Membership Breakdown

Conceniration risk 236.35 %

Het worth

Savings balances
Members

Current length of membership

Loan balances a5, TH2, 146

3,794

15, D00, Bo0

Member Total

82,158,
6,948,
3:

97n
240
T94

10,916
1,244

hge 42
7

Current quartar Bl
1 Quarier prey [ 4]
2 Quarter prev 107
3 Quarter prev 14
4 Duarter prev 116

Total Current Ln Balance

762,807
1,109,200
1,252,351
1,626, 266
1,263,551

Inwalid:
LELE
T40
BTS5
B20

o

Credit Scores

699
769
739
GT4
Bl

652 15.49
4149 1.2
1,079 26.4d
a5 23.4
q@1 24.0

Analyze
credit risk

Tiered Sve Level

Basic
VIP-S5ILVER
VIP-GOLD
UIP-PLATIHUH

&% N
<Y &4
L
R o~
L)
378,714 341-
163,432 2,971-
)
94 15
&0 i
P
5,339,400  14.9
3,594, 464 10.1 i
9,638,126  27.0 :
6,843,570 24.7 -
i, 336,583 23.3 =
750 4,341,177 n_
Tl d, 100, 404 §
923 9,517,780 .
1,675 17,793, 382
) ]
[}
Aboud They | ™
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Attack ng Concentrat on R sk
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© A deep dive on tools coming in the 12.0 release o
o
Oy @ Session 0 CU*BASE GOLD - Loan Risk Score Analysis Summany =[] )
) @eo*Peoe®@ _ o
) H = O
C Loan Risk Score Analysis Summary .
O - O
. Concentration risk 238.35 % Met worth 15, 000, 000 -~
| L)
' ] # Loans 4,089 )
] # Members 3,794 Total current halance 35,752,746 # Collateral 3907 e
:' Individual 3,772 CU owned 35,476,120 99, 2% Collateral 4m, 745,831
y L)
'_'_ Organization 22 Investor owned 274,595 8% Avg LTV % g7.1%
- Loans‘members ratio 1.1
|:_ i )
I-\.-.I l:.-l
0 Low
O Credit score 630 G40 416 0
i Balance 8,743 38, 484 o O
P Rates 6.910% 18.2560% 1.000% Weighted average 6.913% 0y
O Payment info 286 6,773 13 o
r': Maturity months 33 105 1 P
1 {
:_" Participation term 143 148 128 ‘:
b All zeros are excluded. Credit scores 900 and above are excluded. <
r-"| |:_
- | Analyze o
|'-_‘:- 4 )
(__l 100% CU owned 4, D46 98 . 9% Balance 35,445,632 99.1% Ioan rISk O
O DLO loans q1 2.2% Balance 148,979 LA
O Delinguent loans are defined as being at least 60 days delinquent. 0
J
Backup F3 || Create Segment F6 [| Member View F10 || Collateral View  F11 || Product View F12

(44301 AT 212 15:46:07

115



: Attacking ERM & Concentration Risk  § o S0k . _

Attacking Concentration Risk
A deep dive on tools coming in the 12.0 release

@ Session 0 CUBASE GOLD, - Loan Segment Data Compare

@esoroe®@
Loan Segment Data Compare

TEST SEGMENT

Concentration risk 250. 00% 361.54% 439.60% 503.39%
Total current balance 100, 0ao, aa 144,617,865 175,843,718 201,357,421
CU owned % 65.00% 66.00% 67.80% 68 .00%
Investor owned % 35.00% 31.00% 32.20% 32.00%
Avyg LTY % §0.00% 85.00% 95. 00% 110.00%
Credit score avy 723 694 694 694
Weighted avyg yield 9.20% 9.14Y% 9.85Y% 9.14%
Avyg maturity months 112 112 115 110
# delinquent loans 50 60 70 80
.20% .54k L24% .39%

" delinquent

Watch for

trends

Backup

Cancel

577.95%
231,183,215
70.00%
30.00%
135.00%
694
9.14%
114
90
.34%

Learn &bout This Feature

Mar 01, 2012 Feb 01, 2012 Jan 01, 2012 Dec 01, 2011 Nov 01, 2011

652.96%
261,184,271
72.00%
33.00%

150, 00%

702

9.01%

108

100

.30%




1 Challenge 3: Reducmg Payment System Costs K
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Reducmg Payment System Costs
Attack bill pay solutions and look for a new future Dn,maﬂpf,{;?“

00000 Qi

® At least year’s conference, we kicked off a
multi-year project to redesign bill pay and
launch the CUSO toward driving'doWRniDIIRDaVEE © Dicorasms wesnto centionutts Raw ok

CheckFree) and iPay to create a partnership between online banking and

The Next Generation of Bill Pay

expenses for CUS and Creating a neW L ] :.:': :?:::T:::wdh these vendors a5 well a5 8 new entry to the bill pay

marketplace on a new vision for howwe hope to delivery bill pay inthe

experience for members

B8 We rannotda thic alons = (fuws ars to e surcsceful in rfﬂfrnn-nla cost=
iove and

% Phase 1 reset our relationship with
Fiserv and iPay

The Next Generation of Bl Pay
A More Seamless Experience for the Member

meesE
carre

% Phase 2 will add more on-demand
services for bill pay users

% Phase 3 will adapt our bill pay
relationships for Mobile Web

% Phase 4 will launch a new navigation
for It’s Me 247 that will enhance the
bill pay experience

R 000000000000000000000000000009

MN0000000000
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° EasyPay powered by Fiserv Easy;D
© Act now and save 15%+ on bill pay fees in 2013 wwi’?

® No more subscriber fees!
® No more worrying about active versus non-active subscribers!

® Just pay for the transactions completed by your members (67.5 cents per
transaction)

New risk mitigation services (FraudNet) included

® Earn based on special a la carte services your members choose:

% A2A transfers via bill pay

% Same-day bill payments (for electronic
transactions)

% Overnight checks (for paper transactions)

® P2P (person-to-person) payments coming
later this summer

® Mobile Web bill pay coming later this summer

0000000000000000000000000000 0 Qp

00000000000000000000000000
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~ Challenge 3: Reducing Payment System Costs & ok
. '1'_; - N 3 25 . ,“*i"' . #'a -y L9 :
EasyPay powered by Fiserv
Act now and save 15%+ on bill pay fees in 2013

4

® If you are already on the cooperative site:
% Sign and return your new contract addendum

% Your new pricing will start with transactions posted on
10/1/2012

% Take advantage of the new services after June 27

® Ifyou are on an individual site:

% Sign and return your new contract addendum

% Decide whether you want to move to the Cooperative
Site to get the new pricing

* |If you want to save the 15%, you must move
e Complete and return the Sign-up Form
% Your program will migrate during August or November

You’re already received this info in the
mail/email — this is just a reminder to act!

00000000000000000000000000000q/fat

00000000000000000000000000000Q®




§, 2o S ¥

A

2P: |

*y

W

I-'*I

Coming soon:
P2P via the Fiserv
bill pay network

t’s all the ége

Payments between friends and family...what a concept!

00000000000000000000000000000 %

Coming soon:
P2P via the iPay
bill pay network

——

uuwﬁ'm = Or do what WV
' B - United did... Go
Dwolla

Whal can | do with Dwolla?
Fan o b wilar

iy sy e ey
P—— "

How are you marketing P2P? Have
you highlighted P2P via your credit
union network? (AFT, online
banking, A2A, etc.)

Do you need another solution, or
just better marketing?

00000000000000000000000000000QW




- E N FE . == " il T — -
e . - & s [ e
Wostew Western Districts Gnline Banking :1 v e Jo R 0 Qo' SV Yy 0 ‘:-,
u & - b | - -~ { - -
O\ 1)iskiets Members Credit Union 37 i i, e ; N e ® e s o
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W Contact Us C
: [l Person To Person Payments (P2P)
; Loans F
) Orime Senvices Need to pay your babysitter but don't have

M Savings Clubs

cash on hand? ™

Rates and Fees
Membership Info
Alerts

Privacy Nobice
Home

How about that $10 your Brother-in-Law

Visa Creddit Card Holder spotted you for the movie ticket last '
eZCardlnfo weekend? If Al Gore can say

he invented the
Need to settle up your share of the | internet, why can’t
dinner with friends last night? credit unions say they
invented person-to-
person payments for

frien nd famil

With It's Me 247 Online Banking and EasyPay! you can make those quick person to S ds d d a y

person payments, anytime, to anyone, from anywhere. 2
networks:

ARy

Did you know you can do it online?
It's easy with Person to Person Payments.

It's Me 247 Online Banking - Automatic Check Transfer

This will mail a check to whoever you want. You can schedule for Ry M7

checks to be sent to a payee on a regular schedule, for example s

Sprint a monthly check to a utility, which is very convenient. But you i
P . can also use this to send one time checks to speafic ndviduals.

Save 10% on the Just fill in the form and off 3 check goes.

EasyPay! - Account to Account Transfer

m This allows you the freedom of transferning funds from your
checking account to another finandal institution. You will need to =
know the routing and account number to complete the transfar. e ——————
It is simple once the verfication has been completed you can
schedule it one time or repeatadly.

It's Me 247 Online Banking - Movin' My Money Around .
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° EasyPay powered by |Pay

© New fee schedule for iPay starting October 1

No more subscriber fees!

No more worrying about active versus non-active subscribers!

sSvs ﬁm&

ﬁ‘) ,\31"', ;

Easyinj

Just pay for the transactions completed by your members (72.5 cents per

transaction)

Two options now:

% Contract with CU*Answers for EasyPay powered by iPay

% Contract direct with iPay
Features:

% Good Funds model

% Expedited payments (via USP or 2" day air)
* A2A

* P2P

Bill Pay

t. Make a Payment

Payment History

View Pay,

Welcome to EasyPay - powered by iPay!

2 Manage Pending Payment [»]

©

©

DUDODODIDODOD'ODDGOODDDODODDOODQt‘:t
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Challenge 3: Reducing Payment System Costs

Mobile B'i'II' Pay

iPay available now, Fiserv later this summer

® Basic features:
(iPay and Fiserv)

* Make a payment
% View pending
payments

% Change or delete a
pending payment

% View payment
history

* Get a list of active
payees

w127

Welcome to EasyPay

Wabe o Paymeni

2 Panding Payments

Faymant Hitory

e o e o

i Vi Payees

—

Payment Histony

BAC Homa Loans Serviging, LIP

From Acoownt: BASIC SHARE DRAFT

(2]

Aammu: $300 (X

Dars WJ4AH]

Cwsfamatain DML AN

Make Payment

BAC Home Loans Ssrvicing, LP

Fromm hioowny BASK SHANE DRAFT
nid

Aot §300 34

Dwiw: 414512

Comfumastion: DSNTW-AVTGT

Payment i Xowl B (']

Amours

[atw

TR0 [ =] HBEL Hetail Jarvices

| E— '._51 LT T i

004 - ASHC SHARE DRA... &

Lagms

®



® WEe'll see more about
this a little later, but
some changes coming
for online banking will
set the stage for a new
generation of bill pay
transactions
% Integrated as part of a

member’s online
banking experience

® Direct bill pay services
without linking to
EasyPay

w128
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Enhancing the It’s Me 247 Bill Pay Experience

wrty @ pieip @ Logout @
m A

Coming with It’s Me 247 Nav-2

Info Center My Accounts New Accounts Pay Bills  E-gtatements Money Desktop Contact Us Ga Mabile

Online Banking

Upcoming Bills

Cormmers trrg ETT.
—— ORI —
p— (o

W MO Tk ey bill payeh| 3

i) «Paprestitecied | TEERGAUIE Payrient

| Adfaale

| s1.258.00
v | $1.252.00 $1,753.00 Vi3pa12 | 81, 352,00
» | 31.766.00 | 1225800

Jobn Smwith | BESOOET Camwedth LIC | Jonathan Peirsen | 02/29/2012 | 83,12
Jofun Gmwth rﬂm Comrwariby LIC [lﬂl‘l.‘l'u\m Pasrpan tDL'JWT{II.E | sa1218

Vo P S 1D SR

Live Chat |

Vinit the Online

New APIs to integrate Mobile bill pay will change
the way we interact with bill pay via It’s Me 247
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Eliminate Expenses |n Confllct with our Future

Are you serious about statement savings?

-

B e N JoQ f"‘ f’_";%'kx m*#ﬂmdi Ty

i'.; *_ Challenge4 Eliminating Expenses ¥ * + i-kw v g it . -
; e d : (%4
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Ef ® We continue to invest in e-Statements and e-Statement tactics: ©
c N | ’ o Statement of Accounts .;
o 'u--u-o--.-.T--..-:.—i.r.-..'._'-_...h.....,: Ly eN R ."_," = - n:u" :m:“u1m1m O

O .
O (
o
;\ If you get e-statements from
o s L D the ASP vault, you’re already
i oA 3 % S0 S g 0 ik ARSI S S here. If not, push eDOC to
O T S iy i e T p— upgrade your capabilities
P MEMBERSHIP SUMMARY INFORMATION FOR MEMBER: # 11111 AS OF 123111
o — VU EARIED 140 V1P PONTS. YOUR Nk LETEL WL B P18 (beta has begun, targeted for
o ey | L / B e R BT availability as of July 18).
O o 7 Sl Azesunl Dwacrghion B'hf:'"a“n";: Tolsl Dubis Tostal & /.
sy Ty 000 BEGELAR SAMGE 53199 1,047.00 161087 195 86 (L] ==
|_.__ " ;:’ =4 SIS S a7 BA11 10000 14585 LA i ._I
e § 15480 75 10,332 58 2534M1 7y
L35 ] THIEA CLASSIC 32181 ETE 3@ BE3 11 18340 123AH1 % _'I
O
O
Waar-do-Diabs Divd Paid £01 —
10000 &2 200099 = D025 10000300 1o 2453900 = 002% i
2500000 o ¥RIINSE = DOFW -
O
Of course to really save money, o
’ -
you’re going to have to add some O

additional tactics to your game plan:
Printed Statement Styles




Eliminate Expenses i
Are you serious about statement savings?

My Printed Statement Style Options

You cumently are not enrolled in e-Statements. E-Statements are available free of chame.
I you are Interested, you can enrol in e-Somements now!

ﬁ‘_
] e
[] e
Preferences

My Site Options The siaterant choices and pricing Nsted below ane for printed and maded stalements only. Fees for
prinfed ztaterneniz will be charged fo your scoount manthly
My Username

My Password : \ ; Fuss Por
Hume lmh'_'_ Description R,
My Security Questions
i _
My Personal o
Information
My Contact Options S1andard e Standard leyout £0.00
My Printed St: —
Options
My E-Statements . —
Options
Lants Fonl -l Stanikand loyoul walk Lirgor fonl swe 5104
Trangaction description cobumn at nght 110

edge; black bar separatpes

n Conflict

ey [~ i L] P, . |~ 3 = =y Fi r = . —
. i P4 WS ¥ -l - = - 3 - A . T " wl T N
T AW ¢+ “VTIRY | - ROE W eT gNATE JU RS O oY VUi~ Y
% Challenge 4: Eliminating Expenses ¥ P, oot T v ol i . -, ] / k.,
= = - r i T o r L ¥ . s PR e s - 3
J . - N N, _ L A L '_._.J.'_ ¥ _.Il g = . W

with our Future

Statement of Account

S PRV RV
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Ellmlnate Expenses m Confllct W|th our Future

Are you serious about statement savings?

o

=

My Printed Statement Style Options

O We did a little research among online CUs: e et L

Offering at least large print style (or 4 Frankenmuth, First Choice, Western CU,

~ more), no fees Grand Valley Co-Op

Offering all styles, with fees for 6 Newaygo County Service Emp., Sioux Empire,
everything except standard Affinity Group, Port Conneaut, Building

Trades, Gratiot

r One or more add’l styles, with fees for 2 ROME, WV United
any style, including standard

, Fees only (no add’l styles) 2 NorthPark Community, Neighborhood Trust
- IR

Fees range from $0.35 to $3.00

Average fee is about $2.00 Maybe we need to 0
Grand Opening to kick this off?
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Using self service print to reduce credit union expenses

=N

Eliminate Expenses in Conflict with our Future

[E- -1 S raw =
5 & Pnt . - .
Loan Information o SR el
-
500-11F150 VTR et o e e =
- W CITY, 60 T T e T epa—
1 * Fampre i
s Accounts Dedinguent? o _—
Ia Tt . s By e
unt Summary P Dase e i sbaatins s
4 S Amourt Dus 350.00 AORE FATMENE EOURSNE C——
e Roqular Pagmans $350.00 SADCE
Payoll Balance: $14650.68 e
sfer Money 3 3 PR, CRT = o
Distrsernent Limit $15.534.00 Loan Coupon Printing Options x o e T ————
rames i e
Ayailable Amount so.00 [ i
o -
:'r'::d Check Matutity [Tats: L Y I~ ——
L —
- 7 Ansinl Parcemage Rate L Number of coupons ta print 1 -'_:I = e
ransattions (3} " : | Janvary ':] 2012 '7]
Paypmant Freguency Bhihly Of payimants Oun EarEng in — = ful Eaty wr
ks Cleared - manTos  use

Starting paymaent numbaes 1
k Stop Payment » Swaiting date: The moniyear you select for your staming date has no efiect on
Tha il of your payTeiel Thin Bimply Coninods whal dus dale prds on 1 COUpOn
funll

ACcount | By ! Pont Loan ©
k Withdrawal dccount Detad  Eav How  Ennt Loan Coudons

Hendinterest MOTE: Contact the Crmdit Linion for the ex val amount ol e

+ Paymant nambar ¥ you 8es using Coupons to kesp irack of the rumbar of \
ymends made, use this 10 numibed the Coopons aeguentially, slafing weth the = el S
¢ Lesen Bwn o 1 H you dont caee aboot N payenenl pumber

.

=———Coming inthe

PR Every CU can now offer a loan coupon

program at $0 expense by passing the
printing costs on to the online member

K00 0000000000000000000000000 0 0 Qi
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Expanding Our Core Competencies

@ WS

® Our core processing mandate:

% If a credit union has to good at something to be in business, that’s a core
competency challenge

% As a core processor, our CUSO needs to be able to meet those challenges with
solutions

® We should have plenty to do for years if we just stay true to this mandate

:!_ — ey o
Lender*VP p— T
Lnscier* WP Pricries for 30407 ?“:‘t“gimwfﬁ
:0P10 W!
e — 12
E T Cog -

Ongoing commitments to respond to key
focus groups and build solutions

ODODODOOOOOODDOOOOOGODODOODOOQKT.H
4
0 OODOGOODOOOODOODOGOODOOOGODQ;
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Challenge 5: Expanding Our Core Competenaes

. . iy 1
Off to the races* Accountmg Top 10 o
First focus group meeting held on May 17, 2012 g
® Check out http://accounting.cubase.org g

accounting.cubase.org
and leave your comments SRy,

: ANSW + Ce
about the top 10 projects | CURSIERS THaT

’ - Your CU*Answers Invoice. Explalna?d ADpg Up
® Let’s see if the

accountants can keep up
with the lenders in driving

| ] mttpe/faccounting cubase.oeg/ categony top-ten-priceities- 2012/ D-B3 G 0 | m ﬁ {é} -
:| Accounting Top Te. | |

My Invoice Explained | Pricing Guides | ACH Info | FAQ | Contact

Accounting Top Ten Priorities for 201213

neW SO|UtIOnS W are pleased 10 announce the Accounting Top Ten Progcts for the 2012-13

development years! This new indiative is buslt upon the success of the “Top Ten
Lending Progects” started in 2000, Many areas of improvement are planned and
W WRCOETHE YOUI COMMENIS &5 wi work through the project specificabons. n thi ]
coming months. = L] =g

TODTEAN!

On Thursday May 17th 2002, we held a foous group wilh our top ten credit unions ie Do

by sl ize bo review polential sccounting projects 1o tackle during th 2012- Accounting Priorities for 2012
2013 development yaars, View the Presentation

Hare is the Nomination Form used o help credd unicns pnonbze the top projects.  View the Nomenabon Form

P lakn a fow rrmnubies 10 mivdw thie propect surmmanes and provide commants, I you do nol See your favorite accounting project on

...by the way’ when was the ?£5Mm£rmlglm; ;I:;Irnl‘:ﬂﬁ:s;-ﬂ Sorensen | ksorenseniiosanswers com ) Our focus will shift 1o additional accounting
last time you took a look at | # understanding TRentriesand ~ #2GL History Inquiry Facelit #3 Enhance security from GLHIST by
. . . mmproving the TR Analysis Report ol ] storing UsemameEmployee ID
this accounting website? | s s utent Saaa 1 aeciadons ghaoe Currod San: napeciicasons phss

. A) Rodosign the TR Analysis Report o Simpiy the inquiries and rewrits the basic  When journal entries are postod via
A unique approach that only break in the same order as the postng  Screens with new dashboard designs. A MNGELE #1, write out 1o GLHIST the user

program (sorted by process rather than big goal for the nenw inguiry will be the . employes [0, and workstation of

: GiL account rumber) and apply new abdity to drll down on TR journal entry  1he person who posted He batch, as wol

a cooperative would offer standards for iotals and labels 50 that #is  balches 50 that you can cross-reference  1he actual business date and time it was
afsier o ead._Include filtérs by Qrnigin, how this diabis and credits wera calculated  posted. This wil aliow for bether auditing x
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ChaIIenge 5: Expanding Our Core Competencies * **:}»

1-

From the people who brought you A.S.A.P.

(Ask, See, Act, Profit: A Network Standard)

® Forthree years we’'ve been developing a
toolkit to create analytical solutions to match
the need for credit unions to be competent at
analysis...where are you?

Actionable

% Analysis with an expected outcome: | will act

Analytical
% The ability to analyze: A budgeted commitment

Approach

% A manner in which a problem is solved: A plan

YR ’L‘lf—' imEE%Q &W‘JQE K

A New Programming Team
Analytics at a click: a dedicated effort

WhE! SERred vith TR KRgew Towr  (Ridmind, ODerELnng, 0ess 20 1 1
dashboard projects has rose groven to 8 full-tme teaem deoing 8 feweomr
llllll
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Okay, so AAA wasn’t my best
acronym ever, but | believe credit unions
must attack this concept

Data is worthless if all you do is gather
it...you have to use it to achieve your goals

Attend the 2012 CEO School and earn your
AVAVA rating! (whoopee!)
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» On a serious note: A CEO assignment for this
O

° vyear’s CEO School

-

® Identify 3-5 specialized vendor services that CU*Answers should develop
to improve your one-stop shopping experience

% Services to match core competency challenges

* Example: Should we offer examination coordination services? We do for CUSOs, how
about for credit unions?

® Identify 3-5 specialized technology solutions that CU*Answers should
develop and add as core competencies
% Technical products to match core competency challenges
e Example: Should we develop a CU*BASE presentation for mobile devices?
® Identify 1-3 vendors that you think CU*Answers should invest in, or even
buy

% Resources to match core competency challenges
e Example: Can we repeat our success with eDOC Innovations?

We need it...we’ll create it...we’ll use it...and we’ll own it

0000000000000000000000000000 0 Qp
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mbers & accounts)

@ Session 0 CU*BASE GOLD - Member Retention / Year Opened Analysis

E=X| =Nl ™™

@ecor*reoe®@
Member Retention / Year Opened Analysis

17 Years considered between |[EFL and 20811 Records analyzed

B3 Year Later T Years Later = Years Later q Years Later 0 | [ Years Later =

42,495

] 201 2,816 2,593 92
I:‘ 2010 2,736 2,520 92 2,249 G2
I:‘ 2009 3,048 2,752 90 2,482 g1 2,270 T4
[C] 2008 3,327 3,065 92 2,815 85 2,571 77 2,325 70
] 2007 2,714 2,489 92 2,242 83 2,097 77 1,950 72 1,768 65
] 2006 2,981 2,740 92 2,440 82 2,237 75 2,089 70 1,963 66
D 2005 2,059 1,920 a3 1,727 Gd 1,603 T8 1,488 T2 1,422 b9
|:| 2004 1,600 1,452 91 1,302 1 1,195 T 1,094 Liti] 1,019 bd
|:| 2003 1,734 1,496 a6 1,299 75 1,192 64 1,101 63 1,019 54
|:| 2002 1,965 1,822 a3 1,586 81 1,433 T3 1,334 [i%i] 1,229 63
D 2001 1,460 1,459 100 1,340 92 1,172 o) 1,069 T3 987 b8
I:‘ 2000 1,447 1,445 100 1,440 100 1,331 a2 1,163 80 1,087 Th
I:‘ 1999 1,556 1,555 100 1,554 100 1,550 100 1,473 a5 1,324 il
I:‘ 1998 1,127 1,126 100 1,122 100 1,119 agq 1,118 qq 1,047 93
I:‘ 1997 962 961 100 961 100 g59 100 958 100 ahT aq
I:‘ 1996 945 941 100 940 aq
[C] 1995 779 Nitembership Analysis rrr—— R fr4 100 T3 leo
s ey W = T e r
Total 33,251 - o v Ji - - L1 &1 18,877 TT 15,535 T3
N = = = - ™ T
Average 1,956 e - " ' ol L] e 1,348 1,195
e o e - - - L
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12.0 release is full of
analytics, which will
lead to a great CEO
Strategies event

(CEO Strategies is
Nov. 5-9, 2012 -
register online
now!)

Another year of
trying to make data
analytics a core
competency for
every CEO

Do you know which year brought you
the most loyal group of new members?




NEW FOUNDATIONS

The key to long-term sustainability is the evolution of a
product’s foundation




Sdstaiﬁab_il'ify: The cépacity to endure

Member capital willed to future generations

g - ¥ . Ca E - #
N " Y
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® Our network is based on technology solutions that are counted on over
the long haul

CU*Answers is over 40 years old, and many of our relationships have lasted well
over 20 years — on average, CUs sign contracts that span 5+ years

® At our core, our software applications have multiple foundations:
Database (structure and storage of data)
Business logic (calculations and processing capabilities)
Presentation layer (end-user look and feel)
Self-help content (documentation, education)

® As anetwork, we are all vested in the ongoing evolution of these foundations

Our history and SOP is to constantly evaluate all three and embed the
evolution for the long term into our normal release cycles

In 2013 and 2014, CU*Answers will dedicate a great deal of
resources to the expansion of our database foundation




Our netw ited on over

the long had . .
= It all starts with the confidence —

ours, yours, and your members’ —
that we can evolve and innovate

Da¥
Businey We need it...we’ll create it...
Pres we’ll use it...and we’ll own it

STWOrk, we these foundations

C

Qur history an g 3 | embedding

release

the evolution
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W-hat’s: différent aboﬁt this?

A 2-year project to reset the database foundation

® The project work in 2013-2014 will actually be more visible than most of
the foundation changes we’ve made recently (Y2K, GL balance expansion, NGS)

More like remodeling the kitchen versus getting a new stove and fridge
® We've been working hard getting ready and planning for the development
work

We have a year’s worth of new features (stoves and fridges) awaiting QC
testing, documentation, and grand opening releases
® Like a kitchen remodel, we are trying to anticipate needs down the road
that we can prepare for now
We will be balancing the cosmetic with infrastructure and functionality to

extend our products’ viability for a decade...when do you anticipate making
your first S50 million loan?

If the answer is never, that’s okay,
because there will be things you wanted
yesterday in this same project




n .

Stoves and fridges...

| Rel.# | Date (onine cus) | Stars of the Show

12.0 July 2012 “Smart Message” Promos via It’s Me 247

“My Other Accounts” in CU*BASE Inquiry/Phone
Automated Reports and Queries

Unlimited employers/income sources on loan apps
ANR/NSF fees based on current vs. available balance
Numerous dashboard enhancements

12.1 Nov. 2012 ID Types for foreign ID handling
Synchronize ID flag when photo ID is scanned (eDOC)

ALM downloads for McQueen

13.0 April 2013 Service Charge rewrite

ATM/debit limit checking and transaction counters

Skip pay for consumer loans

“Promise Deposits” honor system for electronic deposits

ANR fee caps

13.2 Sept. 2013 Loan write-off/charge-off database and dashboard

Associated Apps (Wisconsin marital property tool)

b g D b b b b D 2B b D b B . P o

Learn more: http://www.cuanswers.com/client_release_planning.php




NEW FOUNDATIONS...

FEP = File Expansion Project (member balances)
ING = Improved Next Generation (GOLD)

£




“FEP” Who ever imagined a $100 million loan at a
credit union? You did...and now we need to

FEP = File Expansion Project

® The primary driver for this foundation change is the need for account balances to
be able to exceed $9,999,999.99

® Only a few people make $10 million loans today, but the need is growing with
participation lending, mortgages, and business lending

® The trickis to change before you have to and be ready for a long future

Changes to the end-user experience Foundation changes for our future

% Easier Queries...no more extra “trailer” Y% Expand files for larger balances and transaction

files amounts

% Easier Queries...consistent date % Modernize and renovate programs to create
formats in files consistent data structure and speed

% Easier data entry...more consistent development
date formats on screens % No more pivot year (Y2K?!7?)

% ...and more % ...and more

Proving we have the chops to take on a project™
of this magnitude, whenever we need to

145
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“ING” In 2008 we released over 6,300 new screens...
are you ready to do it again (8,000+ this time)?

ING = Improved Next Generation (GOLD)

® The primary driver for this foundation change is to modernize the look of our core
software and continue to keep pace with the evolution of Windows applications
familiar to today’s users

® Move to the next generation of LegaSuite, which has even more web-based
opportunities

Changes to the end-user experience Foundation changes for our future

% More room for data on each screen, % Easier to develop new themes
longer, scrollable lists % Still at 1024x768 but better use of the available
% Easier to learn, more consistent with real estate
other web-based applications (more %* New style guide to create consistent look and
focus on the mouse) feel and speed development

% On-screen tips direct from online help % ...and more
% ...and more

Pictures are worth a thousand of my words: ?
146
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CU*BASE GOLD: the “Improved Next Generation” User Interface

5 Session 0 CU"BASE GOLD - CU*BASE CREDIT UNION

TFile Edit Tools Help

- = Comingin
Individual Account 2013!

Name MIKE AMEMBER [ VIPE . 1
DBA GUI DESIGHS, THC. membear: h

| SSHITIN 987-12-3654
|
I Birthdate Jul 25, 1975

W Account # 44629 Hame ID HE Corp ID ©1 3,275 poi its!
Icﬂdﬂ word: - o - (click for more infa)
;mmm Participation & Configuration | Miscellaneous Information
| Mother's maiden name: Address 6000 28TH ST SE STE 100 Opened Jan 03, 2012

HOHSHAHKE GRAND RAPIDS, MI 49546 -
Oriver's liconse: [SSecondaryRames | Oniine Banking

M 123 456 789

Email | nuarren@cuanswers. con

NHo 10 on File
' Comments Type Description Loan Payoffl | Loan Payment
- Current Balance il
8l New Account P— Yot ety o) [ o ittty ) B — eeinil
: DOOD |REGULAR SAVIHGS 1,165.00 1,160.00 |Hay 04, 2012 . 5 z % [i] Yy - . Y
| Closed Accounts 110 |CHECKING 5,973.00 5,973.00 |May D4, 2012| . i i . i} 5 . F . .
NamelAddress 300 |CERTIFICATE T50.00 D.0D jAug D4, 2012| . . . . o .
== i 605 |HEW VEHICLES 17,500, 00 391.66 |Jun D4, 2012 . D i a ¥
Sales Tools 705 |[FIKED RT HORTG 225,000,00 1,349.69 |Jun 04, 2012 . " o . . . H
OTB/Cards
Tax File Inquiry
ARUMB Transfers
e -
Statements B Select Account type desired [0 *4

Show Nicknames

Procedures

147 e g
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CU*BASE GOLD: the “Improved Next Generation” User Interface

(@ Session 0 CU*BASE GOLD - CUBASE CREDIT UNION
File Edt Tools Help

" Comingin

Loan Application #107523: Request & Personal | 2013!

i Account# 44829 MIKE AMEMBER

Amount requested 21,000.00
Other name  DEBBIE A MEMBER Type LH{E '| Purpose MEM AUTO
Relationship Collateral desc TOYOTA
Year 2012 HATRIX
Identification NABCD ABCD ABCD
SSNITIN  [[TEEFEECEL Birthdate Jul 25, 1975 Estimated value 21,000.08 LTV 1080.00%
Phone B16-285-5T11 Oriver's license W 123 456 789 State MI Amount pledged 21,000, 00
Show Co-Applicant Marital status:  [f] Married [J Separated B Unmarried
Payment amount  470.00 # Pmis T2
Repayment Unknown -
Insurance Single credit disability
Address 6000 28TH ST SE STE 100 Address
City GRAND RAPIDS City
State, 7IP HI 495460000 FiOwn [ Rent State, ZIP pooppoops [ Own B Rent
Date moved Hay 08, 2000 Date moved  0O/00/000D0

Show Co-Applicant
: n IMPORTANT: If starting a brand-new application, to quickly pull in all data from the Household database and then exit:
Underwriting Comments

Click Summary, then click Save/Done (NOT Cancel).

Change Co-Applicant - g
QR Vo Cotlateral CrecRaportT W] * WisciComments 8| T ummary ] B erntT

Save/Done

Name/Address R e it
amelAddre Loan Req & Personal

(o
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CU*BASE GOLD: the “Improved Next Generation” User Interface

& Session 0 CU*BASE GOLD - FRANKENMUTH CREDIT UNION : I —_g
File Edit Tools Help

= Comingin

Teller Activity by Day of Month A 2013!
Date [T | [ (MMYYYY) Branch 00 = All Branches
ETLLLELE Transactions | Members | Members Per Teller | Transactions Per Teller |
_ % of m Transactions - Members Transactions
Manth Weekday Transactions | Transactions Per Member | # of Tellers Per Teller Per Teller
Apr 01, 2012 Sunday 330 3 120 2.8 4 30.0 82.5
Apr 02, 2012 Monday 6,050 5.0 2,048 3.0 a5 56.5 172.9
Apr 03, 2012 Tuesday 5,143 4.3 1,710 3.0 3 55.2 165.9
Apr 04, 2012 Wednesdaly 4,403 3.6 1,523 2.9 a5 43.5 125.8
Apr 05, 2012 Thursday 4,950 4.1 1,754 2.8 31 56.6 159.7
Apr 06, 2012 Friday 5,050 4.9 1,985 3.0 a5 56.7 170.3
Apr 07, 2012 Saturday 2,132 1.8 T 2.7 21 3r.o 101.5
Apr 09, 2012 Honday 5,659 4.7 1,874 3.0 38 49.3 146.9
Apr 10, 2012 Tuesday 4,028 1.3 1,482 2.7 36 a1.2 111.9
Apr 11, 2012 Wednesday 4,437 .7 1,576 2.8 34 d6.4 130.5
Apr 12, 2012 Thursday 4,929 4.1 1,695 2.9 ar 45.8 133.2
Apr 13, 2012 Friday 7,635 6.3 2,608 2.9 36 72.4 212.1
Apr 14, 2012 Saturday 2,196 1.8 52 2.b 23 ar.o 95.5
Apr 15, 2012 Sunday 280 .2 108 2.6 4 27.0 0.0
Apr 16, 2012 Honday 5,262 4.4 1,815 2.9 £l 50.4 146.2
Apr 17, 2012 Tuesday 3,815 3.2 1,365 2.8 36 37.9 106.0
Totals 120,697 41,911 2.9 ol 2
Baseline o o

Summary
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CU*BASE GOLD: the “Improved Next Generation” User Interface

@ Session 0 CU*BASE GOLD - CUBASE CREDIT UNION
File Edt Tools Help

- =~ Comingin
! Find Loans to Sell to a Partner Working with Ne 2013!

(]

To gather a list of loan accounts for your partner to consider, specily as many of the following criteria as desired: L
ﬂm Loan Size -

How much would you like to invest with us today? What is the largest single loan you are interested in?

How long would you like the investment to last? | maonths The smallest? |

Is it important that you are the only investor in a loan? Yes @ No In general, what size of loans are you looking for? @ Big © Small

' Loan Status Credit Worthiness
|

Opened on or before |May D4, 2812 | & [MMDDYYYY] Is it important that the loan is in repayment? @ Yes No
What is the minimum interest rate that you will accept? 0.000 % If Ho, what is the maximum delinquency in months? 109

l The maximum? | 9.000 % Or the maximum delinquency in days? oo
Only choose loans owned at least B.08 % by the CU What is the minimum credit score that you will accept?

Collateral Loan Type

I What is the maximum lean-to.value that you will accept? 0.00 % Do you have a prelerence as to the type of loan?
| The minimum? 0.00 % Business unit
Choose only loans secured by Medallion type(s) Loan category

Loans in the amount of $26,278,058 are already set aside in 24 packages. Loans already
selected for another package will not be selected again.

Work With Packages

150
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Speaking of presentation...l have a gripe

Do you have an actionable analytical approach?

® Are you getting the most out of our presentation layer?

® Out of 74 online credit unions: PDF
% 27 (36.4%) use PDFs exports
% 48 (64.8%) do not use PDF export
% 52 (70.2%) use Excel or text exports
22 (29.7%) do not use Excel/text exports

® Didyou know...?
% There are 46 screens in CU*BASE that can produce 250 charts
% There are 62 screens with data export capabilities (Excel, CSV, PDF)

Y All exports & charts are powered by Microsoft .NET

The presentation layer represents a copyright in itself: it’s a tool
It’s more than pretty pictures; "/
it makes a difference operationally if you use it
151




—

FEP + ING = FEPING

Anﬂther HG ra nd Opening" Oppnrtun itv i CU*Answers «Frador Forber Plan

At TP A, whusn we intwohucs o newr peodia, we veally rell ot the med carpet:

® Asyou canimagine, the file expansion
project means touching hundreds of
programs, screens, and reports

® Releasing CU*BASE with these new
expanded files will be a real project

To a certain degree, it’ll be like turning on
a light switch: you’ll go from CU*BASE GOLD today to “the FEPING” CU*BASE
GOLD the next day

® So watch for our grand opening plan announcements throughout 2013 -
we’ll give you plenty of time to prepare your team

®




NEW FOUNDATIONS...

It’s Me 247 “Nav-1”"
Coming Fall 2012




“Nav-1" An explosion of new features calls for a
new foundation for online banking

It’s Me 247 New Navigation

® The primary driver for this foundation change is the need for a new online banking
navigation concept that would allow for hundreds of new features to be added in
the future

® We get a heck of a lot right away, but we’ll be able to anticipate several years of
new development from this change

Changes to the end-user experience Foundation changes for our future

% Fresh new look and feel % Plenty of room for new clicks
% Standard page timeouts %* New style guide to create consistent look and
% Easier to use forms, more consistent feel and speed development
page behavior * New foundation for SSO tactics
% Facelift for the Membership App and % Better compatibility with tablets and other
Loan App pages, too! devices
% ...and more % ...and more

Pictures are worth a thousand of my words: ?
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City Credit Union

Info Center

My Account

Switch Account

Current Points
Last Scora

View Your
Rewards Details

Messsages
Messages

Members

IDI:JI'
Vote!

ﬂ Place

Latest
News

We're hear to heig!
. Live Chat

Updates & Tips |

New Techniques for Navigation

247

Online Banking

My Accounts New Accounts

Hame

Pay Bills

Available Balance

E-statements

urity T

Actual Balance

Money Desktop Go Mobile

Last Transaction

Help P

-~ Coming
Fall 2012!

Contact Us

Accrued
Dwwidands

Ownership Share

$2,775.00

£2,775.00

2/ 72012

99.99

Boosters Club

%1,256.00

$1,256.00

6/7/2012

0.00

ACCounis

Regular Paymant

Amigunt Duwe

Due Date

LB

Ind Shara Draft

$2,013.00

$2,013.00

3/12/2012

$2,013.00

Booster Club

$1,256.00

$1,256.00

6f7/2012

$1,256.00

Basic Share Draft

$1,252.00

$1,252.00

3/12/2012

$1,252.00

Secondary Share

$2,256.00

$2,256.00

1/28/2012

%$2,256.00

Investments ACCounts

Whare Held

Representatnee

Az Of Date

Balance

John Smith

2650963

Genworth LIC

Jonathan Person

02/20/2012

£3.123.19

John Smith

28567885

I Garwarth LIC

Jonathan Pairson

02/20/2012

$812.19

Name

Regular Payment

Amount Duwa

Due Date:

Balance

VISA CLASSIC

556.00

$73.34

5/23/2012

$3,775.00 |




New Techniques for Navigation

Cartoon City Credit Unlon Manage My Security T /| Logout 'R; .
p : AN Coming
/ 3 __ . Fall2012!
Online Banking o

Info Center My Accounts New Accounts Pay Bills E-statements Money Desktop Go Mobile Contact Us

Hadpful

Last Scora 56 Certificates

View Your Accounts | Name Regulsr Payment Amount Due Due Date Balance
Rewards Details | 001 2nd Share Draft | $2,013.00 $2,013.00 3/12/2012 $2,013.00
I 002 | Booster Ciub $1,256.00 $1,256.00 6/7/2012 $1,256.00
Messsages ¥ o D —— E— B —
| 003 Basic Shars Draft | $1,252.00 $1,252.00 3/12/2012 $1,252.00
o] |n94 Secondary Share | $2,255.00 $2,256.00 1/28/2012 $2,256.00

Messages

Members

Crarner

Account Number ‘Whare Held Representatnie Az Of Date Balance

o Place Your | 3ohn Smith | 9850985 Genworth LIC Jonathan Peirson | 02/20/2012 | $3,123.19
Sy E Vote! T
John Smith. | 9856 THRS | Garwarth LIC Jonathan Pairson 02/20/2012° | $812.19

Latest [ITATE
News

Accounts | Mame Regular Payment Amount Duwe Due Date: Balance

334 VISA CLASSIC 556.00 $73.34 5/23/2012 $3,775.00 |
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New Techniques for Navigation

Cartoon City Credit Unlon Manage My Security T /| Logout 'R; .
p : AN Coming
/ 3 __ . Fall2012!
Online Banking o

Info Center My Accounts New Accounts Pay Bills E-statements Money Desktop Go Mobile Contact Us

fer Money

Last Scora 56 Certificates

Balance
$2,013.00

Kame Regular Paymant Amigunt Duwe Due Date

$2,013.00 $2,013.00 3/12/2012

View Your Accounts
Rewards Details | oo

2nd Shara Draft

002 Booster Club $1,256.00 $1,256,00 6/7/2012 $1,256.00

Messsages - ——— —
| 003 Basic Share Draft | $1,252.00 $1,252.00 3/12/2012 $1,252.00

it |n94 Secondary Share | $2,256.00 $2,256.00 1/28/2012 $2,256.00

Messages

Members

Crarner

Account Number ‘Whare Held Representatnie Az Of Date Balance

o Place Your | 3ohn Smith | 9850985 Genworth LIC Jonathan Peirson | 02/20/2012 | $3,123.19
Sy E Vote! T
John Smith. | 9856 THRS | Garwarth LIC Jonathan Pairson 02/20/2012° | $812.19

Latest [ITATE
News

gsitthe oniine SN

Accounts | Mame Regular Payment Amount Duwe Due Date: Balance

334 VISA CLASSIC 556.00 $73.34 5/23/2012 $3,775.00 |
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New Techniques for Navigation

Cartoon City Credit Unlon Manage My Seq /| Logout ®

A -~ Coming

747 ' &0 Fall2012!

Online Banking o

Info Center My Accounts New Accounts Pay Bills E-statements Money Desktop Go Mobile Contact Us

‘u ] Enroll in Billpay Go to Billpay

Last Score

View Your Name Regulsr Payment Amount Due Due Date Balance

Rewards Details 2nd Share Draft $2,013.00 $2,013.00 3/12/2012 $2,013.00

Boostar Club $1,256.00 $1,256.00 6f7/2012 $1,256.00

Messsages
Basic Share Draft | $1,252.00 $1,252.00 3/12/2012 $1,252.00

Secondary Share $2,256.00 $2,256.00 1/28/2012 %$2,256.00

Messages

Investments ACCounts

Members
Oraener Account Number Whare Held Representatnie Az Of Date Balance

o Place Your John Smith | 9850985 Genworth LIC jonathan Peirson | 02/20/2012 | $3,123.19

Vote!
John Smith. | 9856 THRS i Garwarth LIC Jonathan Pairson 02/20/2012° | $812.19

FI M NEWS

News

Name Regular Payment Amount Dus Dus Cate Balanca
VISA CLASSIC §56.00 $73.34 5f23/2012 %3,775.00 |

0000000000000 OOOOOOIOOODOODOOOOOIOOONOOOIONOIODOONOINODONODYOYTYS
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New Techniques for Navigation

Cartoon City Credit Unlon Manage My Security T /| Logout ®

o -~ Coming
. _ Fall 2012!
- |

-3 A7)

/ 4
Online Banking

Info Center My Accounts New Accounts Pay Bills E-statements Money Desktop Go Moblle Contact Us

Not Yet Enrolled? | [Go To E-Statements |

Last Scora 56 Certificates

Regulsr Paymant Amount Due Due Date Balance

$2,013.00 $2,013.00 3/12/2012 $2,013.00
%1,256.00 $1,256.00 6fr/f2012 %1,256.00
Basic Share Draft $1,252.00 $1,252.00 3/12/2012 $1,252.00

$2,256.00 1/28/2012 %$2,256.00

View Your Accounts | Rame
Rewards Details 2nd Share Draft

Booster Club

Messsages

$2,256.00

Secondary Shara
Messages

Members

Crarner

Account Number ‘Whare Held Representatnie Az Of Date Balance

o Place Your John Smith | 9850985 Genworth LIC Jonathan Peirson | 02/20/2012 | $3,123.19
Sy E Vote!
John Smith. | 9856 THRS I Garwarth LIC Jonathan Pairson 02/20/2012° | $812.19

Latest [ITATE
News

Accounts | Mame Regular Payment Amount Duwe Due Date: Balance
it the Online s g '
mun [ ] 334 VI5A CLASSIC §56.00 $73.34 5f23/2012 $3,775.00 |

2000000000000 ODOODOOOOOONOOONOOOOOONOIODOONONOODONODOYTYS
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Last Score 56

View Your
Rewards Details

Messsages

-
Messages

Members

o Place Your
i Vote!

Latest [ITATE
News

New Techniques for Navigation

Cartoon City Credit Unlon

(7 -
Online Banking

O00-000-D000

i !:-L'I;I D000

Jnhnm'.ll: DM Ty COm

ACCounis

Info Center My Accounts New Accounts Pay Bills

D=

Certificates

Name

Manage My

E-statements Money Desktop

I would like to be contacted by,

-

Regular Paymant

Amigunt Duwe

Go Moblle

Due Date

Logout ®
o =" Coming

. _ Fall2012!
o

Contact Us

Balance

| ooz

2nd Shara Draft

$2,013.00

$2,013.00

3/12/2012

$2,013.00

ooz

| 003

Booster Club

$1,256.00

Basic Share Draft

$1,256.00

6f7/2012

$1,252.00

$1,252.00

3/12/2012

$1,256.00

$1,252.00

| 004

Secondary Shara

$2,256.00

$2,256.00

1/28/2012

%$2,256.00

Crarner

Investments ACCOUnTs

Accouht Number

Whara Held

Representatnee

Az Of Date

Balance

| 30hn Smith

9850985 Genworth LIC Jonathan Peirson | 02/20/2012 £3,123.19
John Smith. | 9856 TARS | Garwarth LIC Jonathan Peirson 02/20/2012° | $812.19

ALCounts | Name

Regular Payment

Amount Duwe

Due Date:

Balance

334 VISA CLASSIC

556.00

$73.34

5/23/2012

$3,775.00 |

2000000000000 ODOODOOOOOONOOONOOOOOONOIODOONONOODONODOYTYS
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Nav-1: Rolling it out

CU*Answers <ot S5 ee Plan
B o et W btk oo povconst et il el - ek el S

® We'll complete a grand opening plan to
present to CUs by September 1

® Plenty of advertising on OBC to prepare
members

® Plenty of chances for your staff to
preview the changes via webinars etc.

® Special consideration will be given to the holiday season, with two
deadlines in mind:

Release it comfortably prior to Thanksgiving so that members will have a good
experience all the way through the New Year rush

If we can’t guarantee that quality experience, we’ll be shooting for mid-
January instead

®




PLANNING FOR YOUR NEXT
GRAND OPENING

Before you can plan a grand opening,
you have to include it “In The PLAN”

H r' 33
AR i
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o Has anyone ever accused yuu of bemg tcm fast to market?

o It All Starts With The PLAN o
[ Rel.# | StarsoftheShow (Tactics) | “InThe PLAN" Introductions and Goals |8

o 11.3 % New/Closed Accounts dashboard % Open Board meetings

~— 11.3 % Market Tiered Service rewards via It’s Me 247 % Intensify your online selling
11.3 > Printed Statement Styles/Fees * Walk the talk: earn more .
; 11.3 % Next Suggested Product % Intensify your across-the-counter selling |
L_. 11.3 % Participation Lending rewrite % Save your future: find a partner
11.3 % Route One interface % Build more loan outlets -
11.4 > Packaging Loans for Sale % Save your future: find a partner

r 11.5 % Learn From a Peer rate analysis dashboards % Increased market awareness for better pricing

11.6 % Roving Tellers % Manage expanding branch networks
r 11.6 % Loan App enhancements/credit score analytics % Better and faster underwriting -
H 10.3 % Debit Card Round Up (Oct 2010!!) % Ride national advertising L
ﬂ 2?1”1 % Text Banking % Ride the Smartphone wave '

To be fast to market, you need the intent




Fast-to-Market Intent
Set some business goals for tactics that are just around the bend

m Stars of the Show (Tactics) “In The PLAN” Introductions and Goals :

12.0 % “Smart Message” Promos via It’'s Me 247 % Intensify your online selling
% “My Other Accounts” in CU*BASE Inquiry/Phone % Quicker member responses
% Automated Reports and Queries % Speed up the first week of the month
% Unlimited employers/income sources on loan apps % Better underwriting/collections
% ANR/NSF fees based on current vs. available balance % Responding to the CFPB challenge
% Numerous dashboard enhancements * AAA management rating
12.1 % ID Types for foreign ID handling % Authentication is our advantage

% Synchronize ID flag when photo ID is scanned (eDOC)
% ALM downloads for McQueen

Images are part of our culture
Using data to reach our goals

13.0 % Service Charge rewrite
% ATM/debit limit checking and transaction counters
% Skip pay for consumer loans
* “Promise Deposits” electronic deposits honor system
% ANR fee caps

13.2 % Loan write-off/charge-off database and dashboard
% Associated Apps (Wisconsin marital property tool)

Disruptive pricing sets us apart

Know the Member changes everything
Income from what members want
Building an audience for the future
Responding to the CFPB challenge

Understanding our yields
Lending to families

X b b Xk X Ot

To be fast to market, you need the intent
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< Just Turn It On

© A turbo-boost for a fast-to-market culture

S\

|
® In 2013, CU*Answers Management Services will rn It n
launch a new Grand Opening project management
service to help credit unions implement like never before

° @ You give us a date and the green light, and we’ll do the rest

o @ We'll help sell your board, sell your team, and sell your members...all you
have to say is, “Just turn it on!”

© T e —
© Heanodnat ot
Y Consulling s
O o-Documer Sounds easy, and our
- Ry consultants are confident
© e —— O But | think it will take a lot of people,
. ; LD .
: f% itOn P S e S e teams, and a network approach to build
e e g L the kind of micro-project management
IJH%}itﬁn that can take us all faster to market




Candidates Worth of a
Grand Opening
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Next up: Showing
credit scores online
for members

Credit Score Center

SSHTH - Han Jeio Credit Scoe Summarny

Vs Ol SCOFE 18 IS TrarRak New ACDOLST Sosne prowkded By Tramslins, Ths nik sior

Ao | Last 597 Ay BLZ Min 594 Max G642 # 9 # Mo a1 represanly your Buslhood of dekquendy o mof- payment of Credt cbiaanons, Thl S0ore i Dased
. O InfOreasen i your TransUnoe cred FEROTT ANd ranges o 100 (minkswm) 1o 850
[masimim)

e
_-- [Yey—— -

Bl E F P —

Pre=sspes—
| Excellmnt

??8

"- ln-ll'ﬁ

I 200
0200
1111 32007
1051 42041
EOT R
Ll il R
.25
=0 B0 2

5 Tips to Keep Improve Your Credit Score

w Monitor your creskit report ohen
+ Py down bigh Balancrs on oedit ol

o Have J-8 0pen OBl G SOC00s
w Dors T rrale Le payTments

Imagine the first time your member sees their
credit score history in online banking...now
there’s a grand opening |

00000000
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[+ Session 0 CUBASE GOLD - Maintain Joumal Entries
*feo®PPeR®®
Maintain Journal Entries

Jump 1o seq & 'Gar | Comp Il 1 Effective posting date War 03, 20012 Usiing JE 1D B8R
mmmmm

(= @

z . ﬁ 0,00 0,00

3 e 0. o 0. o

4 .00 . 60

5 o 0. o 0.

& ﬁ 0. on 0. on

T 0,00 0,00
ASE GOLD - Import file to Post =

@1=Flat ()2 = User.defined fixed format (0)3 = User-defined comma delimited

ooooo

Usimg JJL & 1234

Records imporied

Reconds in enmor o

Cradit LIl

Mt L]

Special Posting Foatures
LATTE Active

Aeversing Ho
Wear end

Recurring

0 “Upload Your Work” - Posting to ‘the G/L

What’s next?

% Accounting Top 10 Project #6:
Additional Enhancements to
Create/Post Journal Entries

* Insert/delete lines in a batch
e Better template management

e Better recurring entry handling
(skip Saturday/Sunday, retain
reversal date, etc.)

e Expand description field and/or
allow Source to be
alphanumeric

2 od 3 “Upload Your Work”
projects are complete (can you
remember the other one?)

Budgets are next!
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" Automated Reports/Queries ' 0

K,
* 8
.L.'r-
oK
" t/
*}

0 g

)
W
-

T
for TeIE [ e

Custom report definition name (in QUERYxx) [ |E§
Seq #

Save a n d easi |y Run frequency M @ Monthly Not automated
— 4 File #1 I:l [£] Use month-end file
reuse your "3 I File #2 [ s monidy-amd fdo
. i File #3 Ak montd-eed i
favorite report V .

settings

000000

mitln

00

/  Run custom

l
e 5 Query reports

Add/Update 5 M File 29

each month,
using the right
month-end files
automatically

Q DD

C m Report neme  LINTE Irvepntment Trial Balamce
' n““
W O Monifdy @ Mol Sutcmased
ﬁ H O Monthly & Not autsmated

§et up reports
to run

automatically

every month

Files must be listed in the same order in which they appear in the Query definition [A d
6 10 files cannot be run via automation.] Check the ""Use month-end file” option to automal
month-end version of the file name [from previous month-end] when generating report.

Femember that yeu still nesd 10 moniter gowr astematec
te maki e the seltings are what you eupect!

Not quite “set it and forget it,” but
will add consistency and streamline
your monthly processes

Q00000
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Drllllng Down on a

{2 Seaaien § CLPEASE GOLD - Compmatve T Sconng Anstrn

{

teo*PO®®
Relationship Management of Members Scored

By aas 2,038 2,904 48,3 TH
Rovyg Prod Ped Mbe z.40 158
Ao Sven Par Mise .11 i)
B8 towsabiold )
B vesiver 2,436 0.2 4,014 179 50,6
Rovyf Prosd Pee e z.08 2.74
Aovyg Sves Par Misr 4.07 4.1%
BN towsenosd &)
& vwsoin 11857  12.8 2o NN NN
Mg Prod Pt b .51 3.L
Ay Swes Por M AT 3.3
B Mousetoad s
H VIPPLATINUM 3,511 .4 6,12
Avg Prod Per Wb 4.94 4.8
Avg Svou Pan Mis 5.27 4.1
B Howsabotd Adj
B tow 5,202 26,90
Ayl Prod P b .65 7.8
Aoy Sves Par Mist 4.h0 2.0
B Howabold Ad)
F3 | Cancel

N
) e

G Semon | CUPRASE GOLD - Compansine Teerrd Sooning dnahys

Comparative Tiered Scoring Analysis

F

? HHJQ‘ ‘?!131« t

e

;@»% =y

Tiered Serwce Commumty

»

=S
ATATIT

Online Banking - Active -

T T.e 15.1
1.7 1 ol
1.49 .41
2,430 .2
2.86 &

4,07 |

® %

Online Banking - Active

GORL & ANALYIING MEMBER SELF-SERVICE PRODUCTS

BT — — —
— L —
B au 5,30 §T.9 T.051 8.4 .3
E Chvisez kg i S, 20T L T %, T Fz.m
an‘.ii-ﬂnll'lni 4,112 4.7 7123 FiH §7.T
B Aaden Haip Active 29% 1.2 940 1.5 an.4
H P Banking Acthe g, 292 .o 9,292 34,5 1. @
E E-Somt Envedled L Rl B5%.0 o n2 .7 LL B
E!hlli'arlnmlhd 1,297 14.0 1,310 4.9 q0.4

Sessnn § CURBASE GOUD - Tier Demegraphecs Selermos

Branch

Gender
Agje range

Ther goal selecied

Member deshgnatlon

Fiom |0
Dnline Baking - fotlee

el

Mabe

Ta

O sebecied

DR s becied

Eemale
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Two game changers that I’'m tracklng

Still too far away for pretty pictures

rr-wd- *ﬁﬁ} k UW f méﬁ ?13“ EJJQJ

W

Recurring A2A (A2AFT)

Write-Off/Charge-Off Database

® Allow members to set up
recurring transfers between their
credit union accounts and
accounts at other financial
institutions

® Expands the familiar AFT
capabilities for maximum
flexibility

® Separate activation to allow CUs
to offer A2A with or without
recurring
% Standard A2A transfer fees will

apply

New history stores a snapshot of
loan status as of write-off and/or
charge-off

Dashboard for inquiry and trend
analysis

Automatic handling of G/L entries
for charging off/closing a loan

Data and reports for Board
Supervisory Committee activities

Up next: Loan yield analysis

Keep an eye on the Kitchen for status
updates on both projects
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> ATM Activity Dashboard 0

=l d ]

How much traffic happens at your ATMs?
What might happen to your fee structure if =
you close one? What activities do member

really do at your ATMs?

o FENL Te e oo, 2042

o Coont | Tl daem et ek |- - )
—
|Gividends -

C —_——mm— =
|: TRREAT fakied T a8 'ﬂﬁﬂ_rﬂ-_ -
- il pebieCton  Sladlieg with 4 awetaim ¥ ol esinals 1503 s — r
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LI} | o 4 1 i ssd| |
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R . S R W Introducing SettleMINT:
| | A5 (FL] 94 11
I Moo A new focus for CU*Answers
- R — p— o — .
| by Management Services
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CIMT: Client Interaction Management Team

M ‘-'lt - * .
CU*Answers Management Services + Client Services

® This is the team that will guarantee that every client interaction in the
CU*Answers network leads to success

® The CIMT will work together to provide the best client experience, and be
the group that drives to get things done

% Management Services

EVP Client Interactions
Auditlink  lender®VP  foline. — Ghidends SetteMINT  GComvesons PGl WehSevess
VP AuditLink Manager Client Services  Manager Gividends P SettleMINT VP Conversions  Manager eDOC Strategles  Manager Web Services

If you get tired of us asking, “Have you read
the help?” you’ll really get tired of Randy
asking, “Have you talked to a CMIT leader?”
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o The CIMT in actlon earnmg thelr strlpes under flre ':'}jj
© ATL FCU wins the “no sweat” award for 2012 o
r‘_:l :L_:I
O O
© @ What would you do if your backup plan’s backup plan did not work? We O
O . . O
o found out this April -
© . . . O
-~ ® When was the last time you had a drill based on having to redo a full day’s -
© work?
o
© @ Doyouhaveaplan? Do Credit Union Deleted, DR Plan Activated
o you have documentation? Thursday, April 19, 2012
) Do you keep daily Rebuild of ATL Federal Credit Union Library
o .
O reco rdS? Have you talked FU*Ans%Eg:Iasz—Tc:edituninqspmﬁcipate mede-ﬁrgl“[;:ﬁitUninn
© it through? loried b on P amwers abiliy o otk
O with the institutions in adizaster simulation, Rebuild Response and Process
= Creditunions thatwork with CU#Answers are  Onee staff understood what had happened
O called “proxy eredit unioms.” Ome of the with ATL Federal, all teams involved
P 7 Ascom £li Aitnminnisthe | immediatelyengaged to resolve the problem.
- (6 - - T T Thiz _included rallving le_suders from remote
O === : locationz and developing an effech
o In 2013, CU*Answers will —
© add a new network DR test R
:ﬁ and begin a new education =
o series for events just like this :
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Thlnklng abuut your business continuity plannlng
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Applying a grand opening state of mind

We need it...we’ll create it...we’ll use it...and we’ll own it

It is easy to sell products and services to members, but are you ready to
market the insurance policies your co-op maintains on their behalf?

Work by proxy...use this

website

% Did you know that Jim
Lawrence is the dedicated
Manager of Disaster
Recovery and Business
Resumption Services for
the network?

% His extension is 156...use it

In 2013, figure out how to
get Jim on your team

COMINANG CoarEions 1 Unciar ad
rem notural o mmlu_ud |

Componants of our Buseness Contwasty Plam aiode:

CU"“Answars Business Cuntmunt\r Plan
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Docomentation: Tricks of the Trade

Chasd e Smas ol it m—

*What else is in your packet?

@ FOR YOUR EYES ONLY

i e eman T it § s e t}

ClRamwens
CUrBASE" snd Wy e 24T
Rafraare ‘ .
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Pass It On...

As always, all _ Bl
. e= =4 | | hittpy s cuanswers.com,|c 2011 indexphp _Q -] c, boal | oLt

mate rla |S ,: Client View: Docum... =

related to this

week’s events

will be posted

ANSWERS

h"ll_.- ,-—--

The rext GOLD usdates are
ruramily srheduled fnn

. Onlins CUs
on our website CU* Partiers
Sulf Progeising CUs
| arm resarahbng .
U™ Answers
'!:IE-&I:?::I“ I — Hiore Bheut relsas
= * | Gnantw AsvwenBoss
Invitation
g ¥
Artanpon CUTBASE Clients: IU's ima once agan for aur annual CUBASE Leadership Conlerence, B
Docs & Infoemation Stockholdars Masting, and the 71 Annual CU*answars Golf Duting, to be hald June 19-21, 2017, [ W0t e Aesmefasd
Educabion n Opien thay cordorince malalion = ] - :
R o e s Open the poll suting invitaton = [rran abimdas =
o st alion il ) a Open the map of weak's activitias = *Buulh Anresurins June

| ning Evani fur CUEARER
Systam Avalability e £t

T sy Conference and Stockholders Meeting Registration

T for |
Sonfarence

o is required
CUtdmaveia Comtinues b

http://www.cuanswers.com/Ic2012 e B

Emphasin nn Clgantar
e i Favwvery Cobab-filing

Mows & Updates Golf Registration Cu®Anywars Cradit Card Act
| [rbarart Matas CRangs
About Us Registranon for the gall onting is required no later than Friday. June 1, and must b dona Managemant
e separately via the registration foam that is being maied to vour credt union's CEQ. If vou need CurAmwers Rolls Cut Revieg  ©
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Tonight

For our owners:

We’ll see you downtown at
the B.O.B. for the
Stockholders Meeting
(cocktails start at 5:00)

Hop on 1-96 W and follow
the directions on your map

to the B.O.B. in downtown
Grand Rapids

Park across the street
at the ramp - there’s

no parking next to the
building!!
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V. Frasarik Major Gardars | 2. Tha B0E. Eve” S 1L g s Watermark CountryCub |
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- " Need a ride?
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oo T Calder City Cab
L
iy -~ 616-454-8080
i i T
| 5Ol Metro Cab
EDOO
irand Fapady M1 - =
Lo . | Gt 616-827-6500

Yellow Cab

616-459-4646
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A BIG THANK YOU

TO MY BACKSTAGE
COMMUNITY...




Let’s get after it

The world’s watching and our
members’ dreams won’t wait

X A L X X X A N N N N R N N N X B X N N NN B RAN .
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THANK YOU FOR
COMING!
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