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Kicking the day off with a winner




Looking for a New Future
WHILE MAINTAINING YOUR CORE PRINCIPLES
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[] Evel.*yone can .feel it, and everyone’s trans-form
talklng abOUt It [v. trans-fawrm; n. trans-fawrm] verb (used with object)
B We need to respond to our members’ 1. to change in formr;ppearance' or
. . structure; metamorp ose.
e_VOIVlr‘g perc.eptlons about what 2. to change in condition, nature, or
financial services are, how they are character; convert.

delivered, and from whom
B Planning to transform takes vision \//1/‘
B Planning to transform takes the intent —

to be more, to be different, to be...?, to

decide that the time is right This is where we are all equal as leaders
This nervous feeling in our stomachs that

something is about to break — break for the good,
break for the bad — and it’s our job to envision a
plan to make sure it breaks for the good




What signals transformation? You do, our netweork dees

# of CUs by State

1\ cuasterisk.com

m C(JANSWERS
CU*BASE Credit Unions B |

NORTHWEST
in 35 States n CU

SRR e SR CU‘..S.QL.J.T..!T.' L

Includes all cuasterisk.com network partners, all clients currently under contract



Who will be the catalysts to ensure transformation? You will

New CU*Answers Clients Since Last Time

|Michigan | Minnesota |
® Chief Financial CU ® Northern Eagle FCU
Pontiac, Ml Nett Lake, MN

® Kellogg Community CU
Battle Creek, Ml

® Lakes Community CU
Lake Orion, Ml

® Monroe County Comm. CU
Monroe, Ml

® Toro Employees CU
Bloomington, MN

® 15t City Credit Union
St. Louis, MO

® Post Community CU
Battle Creek, Ml

® Village Community CU
Dearborn, Ml

® Washtenaw FCU
Ypsilanti, Ml

® Citizens First CU
Oshkosh, WI

® Chiphone FCU
Elkhart, IN

® Notre Dame FCU
Notre Dame, IN

® First Ohio Community FCU
North Canton, OH

® Western lllinois CU
Macomb, IL



Who will drive home #bofSMbrs
the point? e
Your members will '
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CU*BASE Credit Unions: 245

B Michigan (776700)

B Wisconsin (296500)

B Ohio (174400)

M Indiana (128200)

B South Dakota (63500)

m lllinois (58200)

B Minnesota (44200)

B Texas (43900)

m Washington (33400)

B California (32900)

H New York (31900)
Florida (29400)

m Alabama (23700)

B Connecticut (22400)

m Oregon (20700)

B Maine (17500)

B Massachusetts (15400)
Louisiana (13200)
North Carolina (11800)

M lowa (11700)

m Utah (11200)

1 District of Columbia (10100)

B Mississippi (9300)
Montana (8300)
Kansas (8100)

Virginia (7400)

Alaska (7100)

New Mexico (6300)

New Jersey (4800)

West Virginia (4600)

Colorado (3800)

Georgia (3300)

Missouri (1600)

South Carolina (300)
Delaware (200)

Includes all cuasterisk.com network partners, all clients currently under contract
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CAN WE TRANSFORM THE ECONOMIC DRIVERS OF OUR INDUSTRY?
® Q@ » @ » @ P W P P & P « »
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B Vendors and our CUSO will have to adjust to

B Necessity is the mother of invention, and |

believe many CUs will finally have to face this new era
this transformation B Redefine who takes the risk in making offers
B CUs will need to to credit union members
B Reject the concept that everything is for B Create concrete returns, or don’t charge
defense and saving member relationships B Earn when the credit union earns
B Refine how they invest for competitive B Fee for execution, not legacy investment
advantage, and make it real B Pay credit unions to reach consumers, and
B Ensure every program has some revenue share the harvested results
contribution B Specialize in models for cooperative designs,
B Aggressively invest in or buy opportunity, and match the expense to the credit union’s
and blatantly call it out as a talent opportunities

They’re fuzzy, but they’re guidelines for us all

Hear how at tonight’s

In 2015, | believe you’re going to have to tell your

Stockholders Meeting
board and owners the math must change




Whatis driving the pressure to transform?
NOTHING NEW, BUT ARE WE APPROACHING A TIPPING POINT? —
® | P QU P QP QPP QP QD
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B An explosion of personal devices is changing B Internet-based data sales concepts seem

the retail world counter-culture to our industry

B It's getting harder and harder to make a B Regulatory and compliance costs continue to
buck escalate

B Interchange income is morphing...but to B The NCUA continues to overreact and
what is anyone’s guess destroy member value

B Cooperatives are trendy, but participation in B It costs more to defend our organizations
owning and driving one is waning against competition, with less ROl on the
Solving the “under-banked consumers” issue tactics

is creating new opportunities for the banked

Retailer account servicing (like stored credit
and rewards programs) is on the rise Is there anything really new here?

Or are we just getting to the point where these
threats seem to have aggregated to the point
where we feel we have to DO something?




It can come down to fight or flight

WE SURVIVED A CRISIS...BUT DO WE HAVE THE ENERGY TO FIGHT FOR A NEW FUTURE?

FIGHT FLIGHT

Adopt a new mindset and architect member experiences Accept that the way we do things is no longer relevant,

for the future and fade away

Replace one set of opportunities with another —accept  Continue to spend more on less activity, and ensure our
new challenges from our members and embrace them obsolescence

Evolve new core competencies and attract the talent Accept that you cannot learn or hire your way out of a

required for the future hole, and fade away

Become agile and adaptable; bake it into your We are who we are, and we’d rather give up the fight
organization’s design than change

Some people do have to eventually give up the fight, but that’s not the same thing as
abandoning the ideas of our industry and its promise for the American consumer

In the next five years, our network will generate $200 million to creatively
reinvest in transformation — can you get your mind around that?




This is not a call to fight alone

This is a call for us to fight as a collaborative, for us to declare
goals that none of us might set alone, but that we can easily
envision as allies

For example, what if multiple mobile app solutions were
available to every CU without a single penny of expense?

We need to reach fora
different future



Preparing for the next decade
2015 -2025... ARUSH TO THE FUTURE, NEVER LOOKING BACK

1S9 o 8 27 S o S TS o8N TS o8NS oS8T o\

B Some people fear that our members’ experiences
are out of date...or close to it
B So let’s talk about how we envision and architect new
member experiences
B Some people say the writing is on the wall, and has
been for a long time — we’re approaching (or past)
a tipping point on what our members want from us

B So let’s talk about how we meet the train at the station
instead of running to catch up

B Most say that the clues are in the data, and that
we need to spend more time responding to what
members are telling us through their actions

B So what opportunities are there to make data the spark
for transformation?

N

My ultimate motivator:
So what have you done

for me lately?

This is Jody’s and my 20t annual
meeting, and we are driven
today by the same premise we
started with in 1994:

What'’s next?

g
|



Today's Agenda
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Paésihg the

Walkingin the
Members’ Shoes Tipping Point and
What’s changing about today’s Tipping point noun: “The point at Blﬁegza)ta

| Data Analytic
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which an object is no longer
balanced, and adding a small amount
of weight can cause it to topple.”

consumer’s expectation?

What the world knows about us
just might be more important
than who we actually are

Can we design an experience

that measures up?
P Is this your business?

Is this our industry?
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Why a cliché might change everything about the way we think
about business...and it might start with the way you think
about being a member of your own credit union

Do you design for a member’s experience...or for your staff,
your auditor, or the expectations of yesterday’s ideal?



A wake-up call to walk in the members'shoes
PERCEPTION IS EVERYTHING...DO YOU HAVE THE RIGHT ONE?
(@ ® & (@ ® @ ® @ ®» @ ®» @ ®» (@
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M We're not talking about doing a member survey

M We're talking about doing business with your
credit union as a member

B From the outside in, with no special privileges or
insider knowledge

2012: Taking Your Business Plan Viral

B From the outside in, with the same tools, the same
access, and the same day-to-day pressures the
average consumer faces

B From the outside in, worried more about a personal
agenda than a professional one
M A wake-up call doesn’t come from fielding a
customer’s complaint — it comes from a
. . . (He’s baaaack!)
personal experience that gets you thinking 2014: Walking in the Members’ Shoes




CU*Answersis notimmune to the problem
ARE WE FOCUSED ON DESIGNING THE RIGHT MEMBER EXPERIENCE?
(@ ® »® (@ > (& ®» (& ®» @& ®» @ (»
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ClUanswers

B We're no different from you... we
have to live the solutions we design

B We have to be members of a credit
union to have the right to represent
customer-owners

Wa alking in

n The Membery’ Shoes

'zmi

B We have to experience products and
services to respect the need for change

We have to evolve our own interactions
with the credit union to understand the
members of the future

Welcome to Walking in the Members' Shoes

B We have to be first-person advocates

ey thare

VW 20 P IWIOG 1) T Meten s ST memate e e ST PO g Seed

M So we’re investing to get our team to
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M It all comes down to advocacy, and maintaining a balance between old and new

B Whois an advocate for new products and gadgets?
*wowcuwmm;‘ MNMGMD #24 Tiered Svcs Monthly Comparison

B Who is an advocate for the tried and true?

File Edit Tools Help

Comparative Tiered Scoring Analysis I

GOAL & ANALYZING MEMBER SELF SERVICE PRODUCTS Dril down and 0 points anskysis for June 2004 = [&] [

L —— L ——_ -
I T TR T T T

B Who is an advocate for where you are going?

M Understanding who is using what, and

. .. ATM a0 21.0 802 24.0 sed 25.0 [ w)

Checking/Dobit a0 0.5 640 21,5 868 24.2 seh 2594 B

when, can help you prioritize the L Py — ——
Active Aitio Ruspemn 160 .1 140 a8 140 3.0 136 3.9 | w)

I t 1 f Active Online Bankng 1,250 0.5 1,29 32.9 1,311 5.6 1,330 37.7 | =)

eVO U I O n O - Session 0 CU*BASE GOLD Ed _.m@%m__““" £-Stent Emeoliod a9 22.6 943 23.9 025 21,8 1o 200
B3 8il Pay Earalled I 9.2 09 9.9 a0 1. a0 12.1 | -}

b ’ S EaRTTEOS N Vislit & Mol Adclrens 241 oo

VOU rmempoers Comparative Tiered Scoring Analysis QP Eics Exosind o M, A
E-Atent £ncolled 3t KN ]

M Histoey avallabla ioos Movenber 2003 10 June 2014 Drilldenn and analysis of mambers wi Mobila Taxt Banking 9 L | w|
experiences I Wiromy Aden » a4 O
ORI Ry S K3 CU Marketing Optén 1,906 .7 ]

Chocss o setop: @ Quick Cuntom ﬂ hint Earty Mkt Ope 3,324 94,2 n

Chocae up %0 4 mosths for me uwiog 4 Mosth Quartee O Ansual  inteeval ending AL [T Reg £ Optin 1,216 4.4 n

Anakyeis Layout
S0t months @ Ascanding (most 1ecent on right) Descending {most recsnt on lah)

T b b b i b

](—-Mw EP7 7?0
otration Analysis: Savings Goals

{ fa et BTN
Pees - 3

Pasetration Analysis: Loan Goals '

Fonntration Analysis 56t Service Goals

Poasiiation Anolysic: Meenber Elocted Deposits Goals

Stant with @ Relati Ip Management 5 Y (Members Scoced)
Peastration Analysis PFI Goals




Identifying with members living the experience
DRILLING DOWN ON WHO IS EXPERIENCING WHAT, AND WHAT THEY HAVE IN COMMON &
(e ®. e (@ » (@ ®» (@ ®» @ ® (& > (& » (@ > @@
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M In 2014 we added demographics to Tiered Services analysis so you can judge
member experience by gender, age, credit score, etc.

™ You can create insights by

tracking members by branch’ In 2015 we’ll add *——m MNMGMT #22 Targeted Tiered Score Analysis

membership types, or products Ty';:'dae;g Esfzre"c’tVI‘;i
M You can cross-reference a s0 you can get your {__ $$_=__m

common bond — like people insiders” scores n:“"ﬂ S E R

who use online banking or a L L

mobile phone — | .5,, o

Would you like to confirm the e —— "

experiences your employee- S :

members are having? i s = M e




Walking in the Members'Shoes
THE DILEMMA OF “WHICH SHOES” — WHOSE PERSPECTIVE DO YOU LIVE?
(@ ® »® (@ > (& ®» (& ®» @@ ®» @ (»

M Transformation demands a program where trans-form
your beSt people (IeaderS) Ilve’ breathe’ and [v.trans-fawrm;n.trans—fawrm] verb (used with object)
experience who you wish to be...and then help 1. to change in form, appearance, or

you adapt the experience to your own local structure; metamorphose.
ditions 2. to change in condition, nature, or
con

character; convert.
B Use it, verify its value, evolve the solution, and

commit to the future in the first person /f’
\

i
B “Il know what it’s like to do this for myself”

B “| love using this tool every day” It’s not always easy to be in the first person,

B “I trust this tool for my own family” but a business designer has to find a way to get
their organization to be empathetic to the

™ You cannot change the mind of others customer experiences that members are

. . demanding for their futures
without changing your own

How will you transform your
business model for tomorrow’s world?
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Using the Tiered Services Monthly Comparison

e o R e 1)
wrtesia

M In 2015, CU*Answers will work with credit
unions to embed their plan for member
experiences through the Tiered Services
penetration analysis, line item by line item

B Did you have a plan for more people to use the
things being tracked by this tool?

B Do you have a goal for people to score more
points?

B Do you have a sales plan?

B Do you have a plan to improve the member’s
experience?

~J . M How can you put your plan alongside the
] “trending of your members’ participation?
19 ~

o ¥ .



Who do you pay to experience your products?

(™) O (™) C\ > c\ ] C\ ®) O (> C Wil 1;1 | J[| /P
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M In 2014 we’ve been aggressive with CollabRebate
dollars

B 65+ credit unions are being paid to participate in the
FEP beta (nearly S80K)

B Credit unions like UANWFCU earned for their | (COLLABRERAT:
contributions to our software design e

fam moee abant this praest »

B How much money are you investing in
capturing the ideas of your members?

ASKING

THE RIGHT QUESTIONS

i
Iq “P'ﬂ“ g
a’vn WAL

W A 1 Ay 8

B Submit a new way for CU*Answers to pay members
for ideas on designing the member experience they R A S R
want

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

Share | of Course!

B Look for details during CEO Strategies week
(November 3-7, 2014)
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THE “WOW” FACTOR IS GONE, AND THE COMPETITION IS GETTING CREATIVE
® @ ®» @® »® @ ®»® @@ ®» @ ®» @ @
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M There’s a difference between what the member wants, and what you have to do
to give it to them

B |n a face-to-face contact, the employee handles what needs to be done, so the member just
gets what they need

M In our first attempts at self-service, many of us got it wrong
B We thought it was about getting the member to do our work for us
B The experience was more about taking over for a CU employee than it was about being
well served as a member
M For the next round of service through virtual channels, we need to reengineer
member experiences so that members can be members, and we can succeed as

credit union professionals

. Do you design for a member’s experience...or

O}% for your staff, your auditor, or the expectations N\
of yesterday’s ideal? '

23




The world caters to your member

CUSTOMER EXPERIENCE DESIGN IS CHANGING WHAT MEMBERS EXPECT

M What do we have to change about our mindset
that will allow us to engineer member experiences
in a new way?

B Where compliance, ROI, employee convenience, and our

internal perspectives are secondary

B Where we could feel confident that the member’s

perspective was ruling the day

b bing

Experience design

From Wikipedia, the free encyclopedia

See also: User experience design

Experience design (XD) is the practice of designing products, processes, services, events, and environments with a

focus placed on the quality of the user experience and culturally relevant solutions !"! An emerging discipline,

experience design draws from many other disciplines including cognitive psychology and perceptual psychology,

linguistics, cognitive science, architecture and environmental design,

haptics, hazard analysis, product design, theatre,

information design, information architecture, ethnography, brand strategy, interaction design, service design,

ctmmtallima BRarniricticre toaocrhmicral A~ iRiiecratian andAd AaciAas thin bl s e

[citation needed]

customer experience engineer

106,000 000 RESILTS Aoy ime =

Unleash the Science of Customer Experience Management ...

WaAW axpend com =

Unieash the Saence of Total Experience Management. Experience Engineering makes
companes stronger and kess vuinerabie 1o comgeliive pressuees by averading the

Customer Experience Engineer at Google in Mountain View ...
vevw inkadn comgobs2/view! 10630762 Arkinto=VSRPsanrchidWin -

This is a previow of tho Customer Experience Engineer job ol Google  To view the ful
o Isang . join Linkadin . its treel Jon Linkedin . #s freel

Customer Experience Engineer | CORE Security

corpsocunty com/conlant/ customer-experience-engineer «

The Customer Experience Engineer not only provides technacal problam-solving snd
suppart (o Cora Secunty’s antre customer base, but wil 850 act &5 & customer

Chartio - Customer Experience Engineer | Jobs/Careers

charo com'bs/customer-experience-engineer

Chawtio s buiiding the best visualzation intorface for datn - and we neod someons with
“peopia skills™ 10 hep us get our customers staned off on the ngnt fool

Customer Experience Engineer Jobs, Employment | Indeed.com
www Indeed.com'; Customer-Experience-Engineer-johs him
1073 216 Customer Experience Engineer Jobs avallable on indeed.com. one search sl

1 Engir neermg ustomer Experiences - [BEM
wewew-07 am'senices/ patiBM_Consulting_Engineering
ineoring thomor Experiences by Lews P Carbone and Stephan H_Haecksl




Designing for the mobile consumer
CAN WE MATCH THE EXPECTATIONS OF OUR MEMBERS IN THE NEXT DECADE? :
OC‘OOOC\OC\OOOOOOOOOO

'L"k\VA"\'A'A\'A""'A'A"'A"\vA'A\vA'A‘

. . . bi how mobile phones have changed the world 0
B Almost everyone believes the mobile device 279 [ombtrns toedanedtienend
is going to change the world, unlike anything 21000 00RESULTS  Anytme -
we ) ve seen b e fO re How Cell Ph_ones Have Changed the World | eHow

How Cell Phones Have Changed the Worid Thom are more than 3.4 billon cell phone
users worldwide, making cell phones mose common than PCs Cell phones are a

B And many think it already has

How did the cell phone change the world - Answers.com
wiki Bnswers com » Telephonas » Mobile Phones ~

M The experiences members want on their T o oy v e g Bt e b
p h ones tOd d y h ave m Oved frO m J u St access How Cell Phones Have Changed the World | Science ...

sclence opposingviews.com : Phones & Gadgats ~

to wanting to be entertained, amazed, and
instantly informed about things that meet their needs right now

M That said, most “banking” apps have simply made a lateral move
B What you could do on a desktop, you can now do on a phone

\ B Banking has not been revolutionized, but members and consumers are sure it
) will be soon...

25




Completing the lateral move forit’s Me 247
MOBILE WEB ENHANCEMENTS SINCE LAST YEAR

®

s -

Q. » @ » @

el S S S SN

™ Members can now...

View rate boards via mobile web

N
B Open sub accounts
N

Update their personal
information

View a cleared check

Confirm their device supports
mobile web features

B And coming in July...

B Jump to their other

memberships!
(more on that in a moment...)

I's Me 247 X Logout

),

B Apply for a loan via mobile web

Loans (APR"* as low as)

New Vehicles and Motorcyc EELES €

Used Vehicles and Motorcy. EEE €

ATV, Snowmobile, Jet Ski, cIZIEd €

RV - Boats, Travel Trallers ©

a nana

I's Me 247

Device Compatibility Tests

CONGRATULATIONS! All of the tests
have passed! Your device is fully
compatible with all of the features that
are currently available in It's Me 247
Mobile Web

I's Me 247

Graphics/images Compatibi...

Abllity to view all graphics and mages In

Update Personal Information

This is your primary membership address. If
you receive mail from the credit union at
anothar mailing address, please contact the
credit union to update that address. if
necessary

View Account Balance(s) v
ALility to view accourt balance|s)

Transfer Funds
Transfor funds within your cwn account

USA Addr, Foreign Addr,
Address Line 1
123 MAIN STREET

Address Line 2

Cny

LOGOUT X

Success Credit Union - Loan

4

Online Banking

Your
Lawin

St Abaut Y
Yo CourAppiia iint

Youw Auhanaatinn Quate
Tinwnces [Py Relmo Hiant

Loan Application Confirmation

Your loan application has been
submitted! Your loan application
number is 149996.

Please remember that the following
amounts are estimates only. A credit
union representative will contact you
regarding the exact terms and
conditions of your loan application,

Loan Amount:

$£10000.00

& Home It's Ma 247 % Logout

CHECKING

DOG3020053

Amount: ($20.00)
Batance $2% 0(

e 0
e RNLI20NS

i Susle Q Member 8 12800

Ore bandred & tavesty theee dellars e




Members ca

‘\\

For credit unions using mobile apps with
wrappers around It’s Me 247 Mobile Web,
these new features were available day one

But they create an interesting conflict
between what is native through Mobile Web
and what you might be managing through
your mobile app’s configuration system

A

A B



Jump for Mobile Web
COMING IN JULY FOR FEP BETA CUs ONLY

Sgned on as guest o
11: Mary E Anderson

Savings/Checking

_ Savings/Checking

View Cleared Checks
Certificates

Jump to

Loans
Credit Cards

Teansfer L))

11: Mary E Anderson
My Other Memberships ©

> 37: Travis R Smith ) Loans

Messages = o

44: Jerry J Johnson Transfer

Personal Information Q

Pay My Bills

Our Rates 3 ©

Messages

e ||
0 s e I from last year’s list)

t's Me 247

View Cileared Checks

12 rvesc IS

What’s next on the agenda?

B Print an e-statement from
your mobile device (leftover

™ Browser-based RDC

™ Other user interface
N | enhancements (slider
| menus?)

>

©

™ Push marketing, links back
to a CU’s mobile website

©

O

@ & macitsme247 com/ 021,

Devics Compatibility Tests

@ 8 macitsme247 com/021,

< H o

@ 8 macitsme247 com/O21,

™ Web page brochure
content, merged with web
banking

O




OTB in Mobile Web

LOANS, CREDIT CARDS AND SAVINGS ARE THERE, BUT NOT CFS INVESTMENTS (YET)

B When is too much information a E

. ? The information shown here was last updated on 8/31/2012 12:00:00 AM. Account details may
b a d t h | n g H not immediately reflect recent transactions or other changes made to the account.

B We need to go back to the drawing Ao &

; : g Where Held:
board on CFS presentations in 2015 ke
Description:
4 . Symbol:
3 I
Representative:
Balance:
A28 0° $6,181.01
At mnt ! imatr
[
000 | MAIN SHARE o 5326150 | Investments offered through CUSO Financial Servives, LP.(CFS) are not NCUA/NCUSIF insured, are
008 | SIMPLY O 1182848 1132341 b not credit union guaranteed, and may lose value. Financial Advisors are employees of TBA Credit
| 9 IJMELAKHNG 32343 11323, 2/2 Unio_r]l_ar;
I PRI specific . o i T
T 20 | TeADmONAL A oo wo| e http://gividends.com/its-me-247-investment-center/

One of my priorities for after FEP is to attack
the CFS data exchange and take this up a notch

Account Description  Symbal | AsOIDste | Maboce




Custom Branding forit’'s Me 247 Desktop and Mobile

A SUCCESS STORY | WOULD NOT HAVE PREDICTED

Introduced March 2014, and we’ve Gamycom
already completed:

'-,.......,.I 00000° RN B

™ 9 Custom Desktop Themes

W 13 Custom Mobile Themes

W 17 Logo Swaps

™ 3 Photo Albums

™ 2 Custom PFM Brands Moo
gﬁirlti)g:apper ““““““
Key Lime

B ..and added 11 new color E:fg:ay

themes that all members | Eogplant

High Contrast
Insight

can use! Seabreeze

Honey Wheat

Honorably Red

Cathedral

oon Ruer

Working People

Its/7/247 @ a

Learn more: http://ws.cuanswers.com/development/self-service-branding/

® & > ® > & & P @ » & > & > & @



What's unique about it’s Me 247 Mobile Web?

PN R PR PR PR

'()\

A 4V S & W A W £ W A S S W AV B S WU 4

W It’s FREE!

B And it’s guaranteed to be free, part of our It’s Me 247
desktop offering, for all time

B It guarantees every cuasterisk.com credit union has a
smart phone banking solution

M It can evolve with each new feature we add to
It’s Me 247 desktop (and vice versa)

W It sets the stage and expectation with the

2010 Contest Winner:
“Your CU is Everywhere”

member that their credit union is evolving with
them

2014 Video Contest Winner
“Right There With You”

It guarantees that your credit union is
everywhere, and is up to speed with the
explosion of personal devices
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But where do we go from here?

EVERY CREDIT UNION, READY TO SAY “I HAVE AN APP FOR THAT”

) » 0 ‘
(t -~ g\v -~ g\v - v\ - S:\';') O\'

B What if we could create a series of apps
that used APl interfaces, and guarantee
those to our network credit unions, for
FREE?

M Could credit unions develop the persona
of being an app store, tailoring member
experiences to what members want, right
this second?

M Instead of using the kitchen-sink approach,
what if we started to build a library of
tools members could have fun with, and

v credit unions could experiment with?

33

Home (ontactlUs  MeetQur T locations &ATMs  Member Benefits  fiat
s s vue {8 MMZLOGIN

About TBACU  Loans & Credit Gards

ATA

CREDIT UNION
Locally connectad. Personally investe

(hecking & Savings  Electronic Services  Education & Links  Investments

Mobile Apps

TBA Credit Union has the mobile apphcatons you need! Check out our selection of mobile apps and download only
the ones you need

Search the App Stores for TBACU and get online on the go today!

| want to Mobile Apps

Check Get
Balance f.oa

' App Slo e

& Appstore ll 8 Appstore

talk about
savings.

Craeh Uomar: Maviser Boweis



Cartoon City Credit Union

————
Success Credit Union

“lhave an app for that"
AND MAKING THE MEMBER BELIEVE IT

nfo Center My ACCouNts New Accounts f Is s rersonal Finance

We're hear to help!
I Live Chat

My Account

Want more convenience, and more control. for all your

financial needs? Here at Success Credit Unlon we have

the app for you, Our simple to use apps not only give

Switch Account members what they want, they are designed to work

™ Here are a couple of additional
app stores that you’ll present
in the future

together. Use one..use them all. What matters is what

Rewards you, our member, wants

Manage My Maney

My Money

$55a0es

<

1148 PM

Cartier

hitpywww ltsme247 mebile apps store &

Success CU Success CU

Sea your balances and 0 Ask our vitual asssatant
TCent trangactons sbout s your financisl and

B %) Frmsc
Deposit your chiecks with BRING Moy

Camec © a8 PM -

Here at Success Credit Union we have the app

http/iwwwitsme247 mobile apps store & for you, Our simple to use apps not only give your smariphonel © Open & riw Sccount or 56
£ - 4 ar Current rtes and apply for
membaers what they want, they are designed 2 10an

1o wark together, Use one. use them all

Transfer

Family of Mobile Apps

Hore at Success Credit Union we have the app
for you, Qur simple 10 use apps not only give
members what they want, they are designed
10 work togethes

<

Success CU

} See what s due or wug
yourr Datlarce will De ones

Success CU

0 Persona Financid
Maragemant at your linger

View All Apps Success CU

tips! you 've scheduled a
See My Money Easily Trasfer money to Croate your own catagories caymant
another account or another 10 MONIQNNG your @ Set D new payees.. easiy!
member’s account ipencing

Manage My Money

Send My Money

| Send a link to my
smartphong

Supponed Putionrs

Success CU

0 Crogte amast My e for

your fnuncil transsctons

Aerts that will connect you
10 the approoaimn agp

Move My Money

@ Set up recurring transfers

Mo nio

v



New foundations AL
BUILD THE BUSINESS TO BE AN APP STORE

marketing

CU*SnapShot App & Ordering Form

1. Design your app icon

M We have to build the
foundations to actually move

3. Deslign your app .
apps from the developer’s =
bench to your member,
. B3 Gradient

effeCt|Ve|y Addtumlas

B From our bench and from third e

parties, too
M The concepts for these = = T

foundations started when ' | LR e
We bU'It the neW graphIC 6. Last Step: Review & Submit your order CU*Snapshot for I0S $1500.00
d I I f Contact enai: CU*Snapshot for Andreid $1500.00

evelopment tools for R —
It’s Me 247 Onllne banklng A | AGREE that morbi tristique senectus et netus et malesuada fames ac turpis

Monthly fees  $78.00
egestas. Vestibulum tortor quam, feugiat vitae, ultricies eget, tempor sit amet,
ante. Pellentesque habitant morbi tristique senectus,




Our first app, on the drawing board now
FAST-TO-MARKET MICRO APPS: THE LEGO BLOCKS FOR A LONG FUTURE
. & P P ® P ® P ® >

™ 3 functions

B Quick check of i |
account b d l ance I Success Credit Union Mobile Deposit
; | CU*Snapshot N
B Quick look at | F Checking 45020...
recent transactions |
O $24 .58 128/2014 1 g Enter amount
B Exchange images Aéag”ifgga'?”; e —— w——
M Under the covers ‘ v §7.00  sasor e ll g
NWS BANANA RERLELIC 3700 RVERTO., g‘:ﬁi‘gﬁrﬁmw m&ﬁsﬁc&?ﬂ{{m
B 4 key APIs, to be v $89.02 112572014 e 82500 Nonky
leveraged il $1 434 x I'1/2—3/2014
eve ryW h ere STARBLICKS HOLLAND B0B8005636

V' $4.24 1/23/2014

1 huge business
CUs wish we were

in 1} |
N 7 7 o

(By the way, BoA beat us to the punch on the “Snapshot” moniker) N

,}‘

N

y
{(]
»



Breaking this down into small pieces
THAT CAN ADAPT RAPIDLY FOR AN EMERGING VISION OF WHAT BANKING WILL BE
. P E P E P E P e D e’ D ®

B 4 . & W 4 . &V W 4 . & WO 4 B & W & O YV W 4 . Y W 4 O & W & . & W Vel

™ | want an app to...
B Deposit a check (image)

— —\ Success C‘.n_ad‘;l Union Success Crgydn Unian
Save money e K Assist Il Assist
Get a great loan Success Credit Union e e s 1 | can heip you wih et h

snOpShOt order 10 raset your password
we need to varify your derdity
Next 1l ask you the security
quastions you've st up with

your aocount. if all questions

password?

Pay my bills

are answesad cormectly, you
will then b asled 1o sat up a

Manage my money

Yo Fanve anterod & wWiong Lsor name Woulkd you e 10 raset your new password for Onfire
I n Ve St | | | O n ey of pasaword. Are you havng trouble passwvord? Banking

saring In?

© ©

Get help from my credit

union

M When we’re done, we’ll
hook them all together \ VAN J

<. and we’ll have a kitchen-

“ sink app gt I

Success CU Success CU Success CU

3

<

%

37




The next generation of CUs in the app marketplace

“IT'S ABOUT ME, | HAVE LOTS OF SOLUTIONS, MY STORE STOCKS APPS FROM MANY SOURCES™
® @ ®» @ » @& » ® ®» @ » @&

'L'A\'A'A\'A"\'A'A"'A\'A'A"A'A\vA'A\'/A'A‘

M Most “banking” apps WM Priority #1 for the CU: build a business model

have simply made a that will be able to distribute apps that

lateral move revolutionize banking in the future

B What you could doona M Priority #1 for CU*Answers: build a factory that
desktop, you can now do can adapt to revolutionary new elements and
on a phone I

n . extend those new capabilities to members

Ba”k'”f’? ha.s not been B Plug a new app developed by a third party into the

members and B Plug the code for that new app into It’s Me 247 as a

consumers are sure it new “l want to” app

will be soon...

will we be ready? Everybody is tracking new concepts, new companies that are

emerging, and small prototypes they hope will revolutionize
banking, without putting all of us out of business




are walting for a new future?

New Business

7’-‘-_‘ ¥ CUWallet Business Update - Month of June 2014

We now have 56 participating credit unions representing over 7 million

0 o 7 O f') C\ f) (\ members. Welcome new members:
L'A\'A'A\'A'A\'A'A"'A\v
¢ Alliant CU Chicago, IL
¢ Mid-Atlantic FCU Germantown, MD
M How are you planning to set up your . PoURrCHWMOCD Ao
. * Tower FCU Laurel, MD
members with new wallet apps? + CUof Denver Lalatiood, 60
* Georgia United FCU Duluth, GA
. . ¢« SECUMD Linthicum, MD
™ How will you use a piece of code that : KosslerFCu Bloxi M
takes a picture of a car and turns it . MetnFCy Ortando, FL
. * Alloya Corporate CU Warrenville, IL
|nt0 a Ioan? ¢ Security Service FCU San Antenio, TX
¢ Primeway FCU Houston, TX
. . . o CT League Meriden, CT
M How will we blend new things with . §°.'“"I§‘S§$’ Varcouer A
the easy stuff we already do? L ScemtFCU Groton, CT
. i:\n;:ngzagle FCU (E;;es:rlli?:f?rngT

Sales / Marketing

. N OW IS t h e tl m e fo r u S to b u I | d th IS e CU Wallet has been on the road extensively these past few months,
attending meetings with local credit unions hosted by existing clients. We
have covered the latest information on mobile wallets, updated executives

e m e rg| n g O p p O rt U n |t I e S o Houston, TX - thanks Primeway FCU for hosting
o San Antonio, TX
o New Jersey — thanks NY/NJ/CT CUES and Affinity FCU
» Dearborn, Michigan — thanks DFCU Financial for hosting

. . leveraging our limited sales resources by presenting at conferences and
foundation, and continue to track
on CU Wallet, and led interactive discussions in the following cities:
o Austin, TX
Las Vegas, NV - thanks CUNA and the POCUA




patienC‘ Is a 'i“"‘ Ondot is a “remote control" for payment cards.

Ower 100 million cards have been hacked recently, impacting ane in five Americans. Financial

B U T ITI S H A R D Institutions are looking for ways to lower fraud and increase revenue. With Ondot's Mobile Card
Services, Finanaal Institutions can provide their customers with a single mobiile application to
remotely manage all aspects of their existing payment cards.

N AV O N St S S X Switch Card On/Of, Lock or untock cards with a Ondot is a white-label solution

single touch, With ultimate control comes peace of
mind

&)

that card processors and financial
institutions can bring to market

- I W i S h I COou I d Sa y t h e fu t ure ! S h ere , Control By Location. Cardholders can choose to elther as a stand-alone application

either keep card active around them of specify i X
a region on 4 map. Presence of cardholder at or Integrated with their existing

1 1 ¢ tio mobile offerings.
and in some cases the technology is o i sl

Control Preferences. Set merchant categories,

L
a Va I I a b I e transaction types, and spend limits. Cardholders can

personalize preferences according to their unique
spending behavior

B But is your business plan ready? Is T ——

real-time transaction alerts and offers. Higher
angagement drives cardholder loyalty and increased

your culture geared up to make

Self Service. View available balances, analyze

money on these kinds of R

tag, annotate, capture recoipt images, and email for
reimbursement. Self-ssrvice increases cardholder

i n Ve S t m e n t S ? satisfaction and lowers support cost

M Are we (credit unions and the CUSO)
ready to make it work, support it,
insure it, and stay committed to it?

And sometimes we might not be the right distributor

Mobile apps that control plastics might be better
sourced by ATM/Debit/Credit vendors



vantiv and the ondnt pa'tnerShip @R EBO @a w @ 1003PME GF B B O oo B 10:02PM Y @E B B O @ al U 447 PM |

BKEYPOINT Log In Accouﬁts Account Detalils
NOT SURE WE CAN IMPROVE ON THIS <

e

Transaction Alerts User Interface - Preferences

Account # x51156 -

Chaeking RACHNA AHLAWAT

XXXX XXXX XXXX
Account Detalls: x5114 IChecking

| FACHNA AHLAW,

Currant Balance: S

Avallable Balance:

L616.0(

Last Updated: Jul 18, 2012 16:44 PT

“|Remember Username

e

PREFERENCES AVAILABLE OPTIONS

At

¥ & 4wl & 10:35 PV Thrashold A Purchase value above specified amount
Card Details FESHO KBount Available balance below specified amount
: . MUK XXX XN
| BKEYPOINT
XXX XXXX Specified merchant categories such as gas, hotel, travel, RACHNA AMLAW.
Valld Thae: 0115 Merchant Type restaurants, groceries, Electronics, Fl-configured high risk Varler: 1,00 dr72
RACHNAALAWA, categories, etc.

e e e

Control Preferances

Specified transaction types such as eCommerce, MOTO,
Bill Pay, Recurring, ATM Cash withdrawals, etc.

Transaction Type

Alert Preferenoes

[on-

"Follow Me”: user location different from merchant Transactions

Location Transaction location outside specified region on
map/state/country Pending Transactions

Transaction Status types Wil generate alerts, e.g. denied, reversed, p

Fi IlPro:g:sor can set policies for which transaction
posted, etc. s

e

& soirrx S Jome
i Jul 18, 2012
& Dopoor
Jul 14, 2012
' SF0 PARICNG IT-
Jut 7, 2012

’ ONDOT BYRTEMS

' STAR CArNE

Jul §, 2012



Did you say for free?!?

THE API LIBRARY IS THE FOUNDATION, MOBILE APPS ARE THE FROSTING ON THE CAKE

®» ® P & > & > @& » =&

M CU*Answers must make a fundamental
change in the way we interact with online
channels, vendors, and even our own
internal programs

B Native CU*BASE APIs are paramount to our
success in the future...not just for mobile

B To be creative, we cannot rely only on the APIs of
third parties

B We need to develop very specific and creative
messages so that our data can be exchanged at a
pace never seen before

Therefore, native mobile apps will be the first
expression of our growing capabilities for every
channel

R & ®

B 4 . & W 4 . &V W 4 . & WO 4 B & W & O YV W 4 . Y W 4 O & W & . & W Vel

™ How will we use it?

B Convert all It’s Me 247 solutions
to our APl library in 2015-2016

B Continue to expand UCI for
vendor integrations

B Develop new modules for mobile
CU*BASE users...PHP tablet apps

B Support a growing set of online
mobile vendors and credit union-
desired extensions

In the end, it will be how we breathe,
so mobile apps will be child’s play

and available to everyone ,(*’

}




Today, you decide with whom you'll exchange member data

TOMORROW, THE MEMBER MAY DECIDE ... WILL YOU BE READY?
» ® O & > & & » & > & &

=

-

™ Think about how the world interacts ™ What if one day the member declared

with you to facilitate your members’ you their personal data liaison to the
activities with third parties world?

B /s this your member? Do they have B Instead of basic transaction messages,
money? | am taking their money, pay me what if the world could ask you almost
later. Repeat... anything about the member, to help that
To date, these messages have been member interact with the world?

locked down, available to a relatively B Imagine a store asking you, “what is the
small number of select vendors underwear size for Randy Karnes?”

In the future, CUs could be bombarded
with reasons to interact with other

vendors on their members’ behalf The push for APIs has moved
beyond a desire to hook CUs up to vendors

Now we need to be ready to hook members up to
the new economy, one message request at a time




Tomorrow's APIs will allow databases to exchange

data as currency
ONRCEOERCEOERCEOERCE )
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- A n A P I C a n b e t h e Transaction API 1.0 Recant Transactions AP consists of displaying recent transactions and their amounts, description, date and transaction
type. For now, this will only show the last 7-10 most recent transactions (including any pending). The akility to display
. . transaction history beyond these might ba a future feature enhancement but not for phase |.
instruction on how a o - |

9 Mota: If possible, the ability to show a remote check deposit instantaneously would be ideal here.
piece of software would
authenticate itself and
see member remmmmmmm—= :

information

CELEBAATION CREMA GRAND RAPDS: (CELEBAATICN CIMEMA GRAND BARDS

®© $04.58 1/28/2014 + ®© $24.58 1/28/2014

EAST TOWM VETERINARY CLI GRAMND FA..

POS Slide left to show
v $1 64.34 1/26/2014 Withdrawal transaction type

[

[ RDC APl Depositing chack with your smartphone. Cur most [ Checking 45020... EJ
I ambitious API.  Pellentesque habitant marbi tristique senactus st
[ netus et malesuada fames ac turpis egestas. Vestibulum tortor | 3 Entar amount |
: guam, faugiat vitas, ultricies eget, tempor sit amet, ante. Donec eu

i libero sit amet quam egestas semper. Aenean ultricies mi vitae @ @

I est. Mauris placerat elsifend leo. Quisque sit amet est at sapien ‘ et ‘ ‘ .
[

i

[

[

i

[

ullamcorper pharetra.

Ireciste avalakifly on daposie is 200 day
Amcnrts cver 8200 vl be bl for 3 Busirmas
chays. 526,000 Mondhiyfivit.

thing for telling a piece
of software how to post - e :
to a member’s account
or request a balance

An API| can do the same .

[ Subrmit ]

ng a default account "available” balance and the settings control to choose what that

3 should be loaded in the background at app launch so switching between accounts is fast

Account Summqrg API i Balance AP consists of displ
1.0 H default is. All account balar

and simple

Sedact Defaut Accourt

Augiabio Balanca  Baance Click to switch
$3490.12  $3513.46 accounts

o ————




Tomorrow's APIs will allow databases to exchange

dataas currcncy

\'AVAvAvA'A\"" -
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M Build an effective message
library

M Prove that it works within your
own environment

B Extend it to vendors and their
clients that wish to pay for
access

M Use the funds to develop
additional extensions and front-

ends that CU*BASE credit
unions need natively

Whast iz ot pufs rvw !

Marketing Rd1APT 1.0

1
Dy

Tz mobde spp gves the opporunity to creats cur frst Marksting APl An mobils and deekiop ad AR that could be used
in this frot mobie app and in both our It's Me 247 web and motile soutions, One sat of ads, baing distributad 10 3
locahons mairtsnad by the same AP would open the doors 1o mom intuitves marketing products and practices

Refinance your Auto Loon and
B get up to $125! + uﬂ%&? + m/;/y

Click here for detols

This is a new business for us all, and one that
will fund the capabilities of all our
organizations




Why wasita“no” lastyear, and a “go™" thisyear?

5 ® » @& &

A - e e s W W
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- N o

M It’s always a no, until it’s a yes

M The last two years we have been
focused on putting a first-generation
product into the hands of your
members

B Smart phone banking via It’s Me 247
Mobile Web

B App store phone banking via wrapper
solutions from third-party vendors
™ The lateral move is on solid ground,
and about 99% completed

B It will continue to evolve as a standard of
our CUSO

)
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Everyone is ready for the next
generation, providers and consumers

M So now is the time to respond to the
hopes of credit unions to work with
third parties via APls —and more
importantly, to position our own
products to push the envelope with
APls

B Build what we can, and prepare for
what’s coming down the pipe

Remember, you can host your own project,
you can fund your own integrations, and you
should always be ready to

e B S d S S .S o

N\
)
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M ...For every-
thing via APls:
the evolution
of desktop
online

banking




Cartoon City Credit Union

Upping our game ——e—— ~ ~
Success Credit Union -
EXCHANGING IMAGES WITH MEMBERS :

nfo Center My Accounts New ACCounts Pay 8ills & Documents Personal Finance Go Mobile Contact Us

S S 2 S <

Log on to your anline banking account at any time, from any location to easily access
N your eStatement. Available when you need it, this electronic version of your statement

Ii | the llwmauon found in a paper statement. No need to store and find
i er statements!

Cartoon City Credit Union

—————
Success Credit Union

g" Enroll Now!

nfo Center My Accounts New Accounts Pay Bills eDocuments Personal Finance Go Mobile Contact Us

’ } | = b Cartoon City Credit Union MANAGE MY SECURITY HELS OGOUT
lmm!oymv*!b!nbw My Virtual Stronglox &s the GIE daiis i A o ; o 0
Y account at any tima, from any perfect blend of caline Croig |
Jocation 1o easlly access your convenlence and ssfe depasit o J‘ g
oStat Avlﬂm security. You get as much space EWSIE ___—A B
’.“hmk as noed to save all ' H :
e ) Im:;‘unldotuvrwnh ’::h. Success Crele Unlon - e
ton mortgages, tax documents, and 3|
: In a paper statement, No muich, much more
need 1o store and find your old nfo Center My Accounts New Accounts Pay Bills e Documents Personal Finance Go Mobile  Contact Us
papes statements! ™

Enroll Now! Sign up!
Log on to yﬂonlne banking account at any time, from

W any location 10 easily access your eStatement. Available it Uni
when you need It this electronic version of your New rt

““ Inciudes 8l the information found in a paper

Y m 10 store and find your old paper

$25.00 1 $25.00 l §/2/2012

Poin

Messsages

Ehroff Now'

| SirongBox

ongBOX
pan Trust . CUANSWERS

300 | 30 YR FIXED MOKT My Virtual St

T
pothing's More \mportant

A new team that will be making a lot of noise in 2015
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M CU*Answers Imaging Solutions is a
new team focused on the
development of solutions specific to
our environment

B It's eDOC Innovations on steroids...but
simpler
B More managed, more consistent, more

focused on YOU
CUANSWERS
%Imagmg Solutions

Electronic solutions can make things seem too easy,
too automated — are you auditing the process?

Release Control
Options

A
Wt e ot Sor s
e,
T - ——tay
e o v
' - -
: T
e
i "y
C '
' i
[




Garbagein, garbage out
IT’S AN OLD ADAGE FOR DATA, BUT MAYBE A NEW ONE FOR IMAGES
®. P ., _ P R P K B R B ® P

(-

M If we're going to exchange images with
members, store images for members, and
do business based on images, we're going S

CUANSWERS
to need a new level of due diligence Imaging Solutions

Regardiess of what vault you use, there is no substifute for your due

diligence when it comes {o your archived images.
. When We tu rn On hundreds Of thousa nds Even the bestimaging system iz noi perfect. There ore o lot of moving paris and
people involved every day to moke it all work. There & clways the nsk that one of theze
’ H ts wil foil. As If. daba con be lost or damoged. Therefore, itis
of members to It’s Me 247 images, we S 100 i R0 i i S SR comRt
granted.

COUId be aSking for a Iot Of Our members I')onoﬂe{solidschllimor'copobl'e'vendorzIulyo‘.:'mtoomindsell'hcf.:cnpcnyouaf
risk. 'z your dato, ond ultimately it is your responsibilify to enzure your images are
archived correctly.

to call
What should you do fo ensure your images are archived commecily?

B Will you show receipts, loan docs, driver’s be sure your dus diigence includes fhe following.

& Make sure your tellers, loan officers and M3R: ioke the axira minute to double-

licenses, and other things you store? Eleack Mok cice sk seths o vl oc ioly Khocle  eers

B! Before you get Ad of your onginaks, be zure jo zcan the vault fo moke zure all

document: are prezent and accounted for.

. DO you Wa nt to drop a document into a B! Have c confingency plan for the day when thoze images don't happen fo be

available for one reazon or another.

’ 1 | f d H b Just becauze someone clicked “save” does not neceszarly mean the imoge actually
. ¢ member S Vlrtua Sa e epOSIt OX? was soved wccessiuly. Although during peak fimes it might take zeveral minutes for
/‘ the processing to complete, it's sfil worth the fime to check back after o bit o make

sure the documents you Just saved are where you expec! them fo be, and that they

2 Thisisn’t a new task...it’s a business con e veved oo

50 With the new . buttons now spririded throughout CU'BASE, it's easier
than ever fo take o quick peek for peace of mind. Make # o new habi#!




Speaking of sharing information with members...
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M Over the past two years, we’ve done a lot of work to create new tools for

retaining, analyzing, and acting on credit report data

M Are you ready to tell the member what you know about their credit score?

Success Credit Union

Info Center My Accounts

Earned Last Month

New Accounts

EEVRES

Account Summary *
My Other Accounts

Funds on Hold
Pending ACH
Cleared Checks

Dividend/Interest Summary

Downloads
Credit Score

Christmas

eStatements

Transfer Money *
Schedule Transfers
Schedule Check Tra

Personal Finance

nsfers

Check Stop Payments

Check Withdrawal

$2010.15

$2010.15

>Ee your
redit score

hstantly.

Go Mobile

Nicknames

Contact Us

My Overdraft Services

6/7/2012

creory I' \
L REPORT, X {

014 Investments

$53,0033.00

$53,0033.00

1/27/12

$0.00

Medical

$2495.00

$2495.00

6/7/2012

Calling all

designers! W

We’ll be asking for your help
for the specifics on how to sell
this, disclose this, and figure
out the configuration options
you will need to turn it on
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hing Over Your Credit
My Account Thes creddit scone wis have on file 1s basad on some biah blah bish, Lomsm Ipsum is simply dumry text
of the printing and typesetting industry. Larem ipsum has been the Industry s standard dummy text
eyer since the 15008
Switeh Ascousrs
Your credit score on
file as of 6/12/14 Crodit Scom Hstory

; ; 8 Show my Credit
Score History

Messsages Tips to maintain a good credit score

Rewarcs

Manitar your credt raport eoftéan
Pay down high balances on credt cands
/' Have 34 open credit cord accoants

Members v Don't make Late papmants

some Bne prng et we sl woant 10 Inchide on this page. Maybe saying that e Soks wilk take the member %o thed
o daldy Ddahy Dlaky srned St the conalit senmw pull chowrs ot aflect B ls Cont sepant bdah blah bid




CU*BASE Features for Analyzing Credit Scores

SE Seswon D CUBASE GOLD - ABC CREDIT UNIDN
Fie Edit Tools Melp

Credit Score History Analysis

Dae range From EETNKINELD = To Mar 31,
Cradit score Fromm peaa o P90 Q'hangc of +/
Pull mathod  [aLL p= Grade/level

2014

[® (MMDDYYYY]
00000 %

Bureau

At

All
¥ Credit scores 2,41
# Converted to loans 713
Conversion rato 29%

E€E€dru a2 P j 2@

SENTIN
l 12 x
1 o s

03, 1 9 o X [Experian
Feb 11, 2014 6 739 2+ 5 X [FULL PULL |E)oerlm

CAND Jan 30, 2014 Feb 20, 2007 5 188 o x ' None
Jan 25, 2014| Dec Db, 2000| 5 188 t | i 1 FULL PULL |btuerim
JOHMN Feb 11, 2014] Moy 30, 2013 { 2 b 4 FULL PULL Experian
TRAC Jan 09, 2014 Jan 10, 2014 sl 114 | o 1§ |FULL PULL  |Experian
. Feb 10, 2014 1 495 | o X FULL PULL |Experian
EDDY . Jan 09, 2014 2 553 14-) on x FULL PULL Experian
ERTK . Jan 28, 2014 4 730 L 25 4 FULL PULL [Experian
JULT Feb 18, 2014 Apr 11, 2013 8 567 2-} 3| X |[FuLL PuLL ]Eupﬂrlm
ERNE Feb B4, 2014 4 598 L X FULL PULL [Experian
LIND Jan 08, 2014) Jan 10, 2014 4 553 | 0 ® [FULL PULL |Euuerim
FRAN . Jan 28, 2014 ] 612 0 X [FULL PULL  Experian
KARE . Feb 05, 2014 1 18 | 0 X |FULL PULL  |Experian
RICH Jan 13, 2014 2| 619 2| R |FULL PULL  Experian

DAVE Jan 31, 2014] Feb 19, 2014 4 s | 0o 3 |mAauAL }m
DAVL Jan 21, 2014] Feb 19, 2014 4 115 5 19 3  |[FULL PULL Expeerian

® |nguicy ® Quastunding m Hocog u Crodit Histuey # Graph >4
n Non membern are morked with an astersk { * ), Highlighted rows show credit scores that were convested to loam
Show % Chg Or # Chy Show Cavi'Non Cav/All | Include Zero Scores [ Member Connect Analysia

SA NG

In Active Beta
with the 14.0
release you just got

Fle Edit Tools Melp

From Jan DI,
oogo 1o

Dae range

Cradit score From

Pull mathod  ALL

2014
D900

S Savvar D CLPBASE GOLD - ABC CREDTT UNIDN

Credit Score History Analysis

To

Change of +/

Har 31,

Grade/level

2014

00000

Bureau AL

Score Trends Count Avg Score | Avg Points Roport Counts & Conversions
Total reports 2,421 100 650 1 Total repocts 2,421

Improved m b9b 29 613 n 5 Convenad to loans LUER 0L}

Worsenad U 669 28 b4 ar- b~ Porcom 29

Unchanged U 355 15 668 Avorage days 4

Single score B to1 29 634 Raposts per day 27 Doys an

T

Avg months batwean pulls o
Score range L1 LI Y 40
110 scoras
Scores over 500

Credit Bureau Count
Equitax ol g 2,210 94 n For moee dotail, click m next o
Experian U 2,284 Manual B 151 ' any score trend, conversion, bureau,
Tronstnion = | Soft - or report pull method
Nonednvalid B U

Show Total Reports

Learn more about this feature in the upcoming Active Beta Study Group (Aug/Sept.)

http://study.cuanswers.com/




!ou know about your members' credit score \
® » @ ® @@ ®» Q. » @ ®» @& » @ » o) f‘)
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B MNMGMT 16 Credit Report Data B MNLOAN 1 New Loan Request B MNLOAN 8 Lending Queue >

Mining W Credit Score History Loan Application > Credit Report
MNMGMT 18 Loan Risk Score Analysis B View Stored Credit Report File B MNRPTE 2 Loan Info Report >
MNMGMT 21 Where Your Members ®  Open End Loan Contract/ Risk- Loan Delinquency Analysis
Borrow Based CrEdit_Score _ B MNMGMT 22 Targeted Tiered
MNCOLL 22 Print Risk Score Analysis " .’?L'ifgifrévcvt;‘;‘?:;’zg‘;o?;k\)’l\’eh':h Score Analysis

MNMGMD 13 Loan Concentration Risk Analysis B Enterprise Risk Management
by Member B After pulling the reportin the Tools (ERM) MNRISK 1 Monitor
MNMGMD 14 Loan Portfolio loan workflow it is also Credit Risk

Concentration Risk displayed in the upper right M Enterprise Risk Management
MNMGMD 18 New/ Closed Accounts ?:rr;ircl(z;z?rzft:gerl;aur;t;effuae“ Tools (ERM_) MN_RISK 3 Monitor
Dashboard decision model if selected) Concentration R_ISk

MNMGMD 19 New/ Closed B Member Inquiry ' And soon to be in It’s Me 247
Membership Dashboard B Cross Sales

MNMGMD 21 Package Loans to be Sold B Loan Account Delinquency

window
B Household Statistics

Phone Operator > Cross Sales

MNLOAN 5 Miscellaneous Loan Acct

- [N X ] !
Maintenance In other words, all over the place
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is Credit Union

APl Bill Pay Interfaces
REDEFINING AN EXPENSIVE GAME
(@ CY () Y > 0

»>)
LN o wr e - o w o - o -

247

Online Banking

&

PN

B Some goals for our future

Welcome to the convenience of
paying your bills online directly
from your secure Success Credit
Union account.

Redefine the math for bill pay pricing

B Increase number of bill pay vendors Bill Pay Dashboard
supported

B Become vendor agnostic s A

B Create a standard owned by m. fe"dondate (duemj/zmo

CU*Answers

Quick Pay

have 2 eBills

Redefine the math for bill pay pricing

/AD Center My Accounts New Accounts EEVRETIS eStatements Personal Finance

i~

Go Mobile

N LIDcomina eB
a1 U} )

American Express: $260.12 due 5/24/2014
Verizon Wireless: $120.88 due 6/1/2014

Dell Financial Service: $89.75 on 5/29/2014

———————
Schedule payment

Pay
shboard

‘ Pending Payments

Integrate bill pay transactions into
everything

Messages

Contact

B I e n d C U We b S I t e S W I t h b I | I p a y A P | S &3 X gellfF_inantgial iergligizs ****1257 | Electronic #***2569 89.75 5/29/2014
onfirmation #:

Members

Redefine the math for bill pay pricing

Place Your




55 Credit Union

/1247 R

Online Banking

jo Center My Accounts New Accounts Pay Bills eStatements

Personal Finance

»
TR

|23

Go Maobile

Xk

Bill Pay Dashboard

Schedule a Payment Pay an eBill

Select a payee B Select an eBill

ich Account

| Rewards Next Next

Manage Payees w

Add payee

S/ 247

Onllne Banking

Center My Accounts New Accounts EVEEIS eStatements

Personal Finance  Go Mobile

A2SB® °

Bill Pay Dashboard

Pay eBill from:
American Express

From account:

Select an account B

In the amount of:
| $260.12
Send on date: (due 5/24/2014)0

BILL PA!

Optional

Recurring:
Never E]

# of recurring payments:
B ‘

Memo:

Edit Payee | Delete Payee Name Account # Type Recurring le pay (i i
e 4 ADT Security Service 6452 | Electronic
e 3 rican Express
5 X American Express 3794 | Electronic 1 12 Manage Payees
p— -  5/24/2014
) & American Honda Finance 8793 | Electronic - ‘
| 9 G5 & Amica Mutual Insurance 7493 | Electronic 1 e
i &3 b 4 ; 1 Chves
\<sages ] AT&T 1426 | Electronic h
el X Bank of America MasterCard 2369 | Electronic ) . Edit Payee | Delete Payee Name Account # Type Recurring eBill
Members 2 Ed Belk 1258 | Electronic - Members 3 # ADT Security Service 6452 | Electronic 4 -
Place Your 3 S Best Buy HSBC RS 2369 | Electronic L. place Your G2 b American Express 3794 | Electronic e
Vote! = . : =
52 A CL&P 1258 | Electronic - 5 A American Honda Finance 8793 | Electronic - -
: E \ z‘ b 4 RITEN : > s 2 >
N 5 Lo Cox Communications AZ 7896 | Electronic I e X Amica Mutual Insurance 7493 | Electronic 1 1
2 A Dell Financial Service 1257 | Electronic > 7 X AT&T 1426 | Electronic I e
1 ﬁ D $o1 L) B A Lo ACC | o S i | : K B ) £ A 3 LW B e | 260 Cloc4 b 1 ) t




Why would we build something new for wllat m

alrcady buy {0 casily? T

e

" \'AVAvAvA'A'AvAv

o A AT L

C ossages] () omee | (] choican

M Simply put: for a new future

M Even the bill pay vendors are
moving towards an API future A
where th.elr network retailers  ——
follow this strategy T i ) | © 7 5 s
mmmm-mnu:';:ﬂ:ﬂom il Ruminder o o [V
B Not sure we’ll even be able to buy a e e e e
canned user interface in the future, !.';;.:;*:.":_q i . e
from any bill pay provider 0 g | C——
M That said, itis our plan to offera | = |
configuration switch that allowsa | ) - -
CU to pick which interface to use
‘n for their chosen vendor Look for more information soon about a third
O,/& choice for your bill pay program — would you

consider being part of a new solution in 2015?

S7




A new tool to facilitate new extensions
THERE’S AN EXPLOSION OF NEW IDEAS TO INCLUDE TOOLS IN IT’S ME 247
00000000000

LIS P ST S P aNT S P aNT SN TN ST ST ST ST ST SNT

M Timeout warning (mobile and online banking)
B Comingin the 14.3 release (Nov/Dec)

It’s 247

(’)1'1 Banking

Q 22068 0 CASH FLOW | PLATINUM MEMSER

a m o o

) gy
448

Your session will timeout = 2258, ¥ you wish to continue with

your oriine h—mh’ﬂ( sossion, click continue or you will be o

asutomatically logged out Q

Continue This Session O
Caerine ¥ a7 AM L8 O

Log Me Out
https://www.itsme247. com/UserAcco

Especially nice for
MoneyDesktop

users!
—

For your security




It's My Biz 247

A SECOND ONLINE APPLICATION FROM CU*ANSWERS PlB

Bl - e e - & s - A\' - A g A - A - B ABC COMPANY (ABC COMPANY)

Qd
K "«(f ‘

-

anage profiles for ather employeen who need accass it o 's My Biz 247 online bankn

B More than an enhancement to o semommeaanmmefn ———
It’s Me 247, this is CU*Answers | SC0H —_
launching a second platform for | ™™ @=so=
online banking, and eventually T o
mobile banking

------

B Currently in beta with 3 CUs, we s
plan to launch an aggressive rollout frfbis
after the new year
Employee O Q Q O ACCOUNT SUMMARY
m We'll talk about building a credit P count summar
ompany
union for business members at this e Snesy o e | A | o o | A
°°° HiZ SAVINGS | !1{.12 | ﬂﬂ JZV !{26/20\!3 _!0@
year’s CEO Strategies events in v 3 3 Y BT B B
November —

Do you know the difference between serving members who happen to
be businesses, and building a credit union for businesses?




On the drawing board forit’'s Me 247

OO RO OO OO OO OO OO OEC!

A A . a7 W 4 B & W 4V . & Y 4 B £ W 4 G S W 4 S & W 4V S & W 4

Big, Bold Priorities Also On the Docket
M Forcing Usernames ™ PIB rewrite (mirroring MLO)
B Configurable...but an examiner priority B Expanding eAlerts and Smart
B Targeted for 14.2 (Sept. - FEP only) Messages
® Market, market, market: M Qualified Dividends status
M PFM

W Skip Pay (waiting for CU*BASE)
B Big-picture messages for members
M Secure 2-way messages (will use also for

B Available to everyone . .
y the credit scores project)

B Use data elements unique to CU*BASE

B Blend brochure-ware with banking

| ] Smart Offers Then t.he trick will be I.10w to make- these
features in desktop banking flow easily and N
effectively into our mobile solutions

60




Designing member experiences

ARE YOU HEARING ME?
® @& ®» @ » @& » ® _» @@ B» @
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M It can feel like we’re on a hamster wheel to add more and more features
B All the things | just showed you could be checkmarks on your tactical wish list
M What | really hope you’re hearing is that in the future we must focus on designing
these features so members feel they own the joint

Experience design

From Wikipedia, the free encyclopedia

See also. User experience design

Experience design (XD) is the practice of designing products, processes, services, events, and environments with a
focus placed on the quality of the user experience and culturally relevant solutions " An emerging discipline,
experience design draws from many other disciplines including cognitive psychology and perceptual psychology,
linguistics, cognitive science, architecture and environmental design, haptics, hazard analysis, product design, theatre, You’ve got it, but does the
information design, information architecture, ethnography, brand strategg, interaction design, service design, member want it?
| storytelling, heuristics, technical communication, and design thinking.[#%on needed]

The difference can be how they
felt about the experience

SV




ARE YOU HEARI

It can feel like W& d more features

Speaking of how members feel...

What
these fed

us on designing

Experience desigi}

Time for another video!
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Passing the Tipping Point

noun: “The point at which an object is no longer balanced, and adding
a small amount of weight can cause it to topple”

Is this your business? (I hope not)
Is this our industry? (I kinda hope so)



Considerthese two definitions
WHERE ARE YOU, AND WHO DO YOU WISH TO BE? DO YOU HAVE A GREEN LIGHT?
® @ > () > K » (Q » (@ ®) (| (> (O

L'A'A'A'AVA;A'A"'"A'A"'Av

tipping point tipping point
noun noun
1. the point at which an issue, idea, product, etc., crosses a 1. the point at which an issue, idea, product, etc., crosses a
certain threshhold and gains significant momentum, triggered certain threshhold and gains significant momentum, triggered
by some minor factor or change. by some minor factor or change.
2. the point in a situation at which a minor development 2. the point in a situation at which a minor development
precipitates a crisis: Every infected person brings us closer to the precipitates a crisis: Every infected person brings us closer to the
tipping point, when the outbreak becomes an epidemic. tipping point, when the outbreak becomes an epidemic.
3.  Physies . the point at which an object is no longer balanced, and 3.  Physics . the point at which an object is no longer balanced, and
adding a small amount of weight can cause it to topple. adding a small amount of weight can cause it to topple.
“It’s all too much...compliance, the B “ljust got the green light from my board, and
regulators, the pressure for new products | think they actually mean it this time.”
. ” .
and services. B “Another postage increase. The straw that
“Our services are obsolete, and there’s broke the camel’s back...I can now move
nowhere to go. How can anyone make a forward with my statement fee program.”
H . ” .
buck in this market? B “|finally have the nt" member ask me why we

M “Members have forgotten they are owners. haven’t launched yet. It only took one more
~ Cooperatives have no place in this market.” person to ask.”




How do you assess yourimpending tipping points?

ARE YOU DREADING THE FUTURE? OR ARE YOU ANTICIPATING THE OTHER SIDE?

@ @ » p» @ » @ P» @ » @

tipping point

noun

1. the point at which an issue, idea, product, etc., crosses a
certain threshhold and gains significant momentum, triggered
by some minor factor or change.

2. the point in a situation at which a minor development
precipitates a crisis: Every infected person brings us closer to the
tipping point, when the outbreak becomes an epidemic.

3.  Physies . the point at which an object is no longer balanced, and
adding a small amount of weight can cause it to topple.

B This definition could be both positive and
negative

B Instead of “I'm just about to give up” it could
mean “l guess it’s finally time to act”

B It comes down to the same question:
What are you waiting for?

B Do you know? Do you have a plan?
Will you act in time?

65

tipping point
noun
1.

the point at which an issue, idea, product, etc., crosses a
certain threshhold and gains significant momentum, triggered
by some minor factor or change.

the point in a situation at which a minor development
precipitates a crisis: Every infected person brings us closer to the
tipping point, when the outbreak becomes an epidemic.

Physics . the point at which an object is no longer balanced, and
adding a small amount of weight can cause it to topple.

This definition makes me think about
someone who’s optimistically anticipating
the moment to act, and planning ahead as to
what the trigger will be

It comes down to the same question:
What are you waiting for?

B Do you know? Do you have a plan?
Will you act in time?




Things that seem to be at a tipping point

DO YOU HAVE A PLAN B? DO YOU KNOW WHEN TO ENACT IT?

Y

® »

Interchange income
Paper checks

Teller lines

Audio response
Text banking

Free paper statements
Cash

Centralized employees
Everything is free
Desktop computers
Big dollar marketing
Virtual/Internet game

~ plans

R _ P Q P Q P S P»

Call centers that only answer M Credit union annual

Retailer reward programs vs.
financial institution reward
programs

the phone meetings
Examination processes B Credit union elections
In-office loan closings ol
Using your account number [l
online ]
Stored value cards ]

Ll

The value of owning virtual
capital in the credit union

What are you waiting for? .

Do you know? Do you have a plan? Will you act in time? |



Things that seem to be at a tipping point
DO YOU HAVE A PLAN B? DO YOU KNOW WHEN TO ENACT IT?
® @ » @ » @ »p @ p»p @ » &

N W S B S S . S eSS .Sy e oS 4

(R

-

B We have all seen the data, and we know the stats

B But as leaders, have we shared the mechanics in actually doing something about
pending changes we cannot avoid?

B Can we learn from each other?

A new goal for Learn From a

Total Checks Cleared Average Checks Cleared Peer: What was the straw that
broke the camel’s back and
Per Month made you change the way you

@ were doing business?

What pushed you past the
tipping point, and how did you

prepare for the future?

Can your peers help you write

@ Plan B and give you a clue on

the signals to which you should
respond? &

By

37,808
2,778,894 ”

MAR-12 MAR-13 MAR-14 MAR-12 MAR-13 MAR-14




Your need foraPlanBis about to smack you in the face

Credit unions have built and sustained adequate levels

$ Capital Required: Credit Union vs. Bank - of capital throughout the Great Recession (2008-2013)

Differences Greatest For Investments

18.0% ;
Capital fequired per $1 Millicn of £ach Asset for 10.50% RBC Ratia 16.0% 15.7% Proposed Risk-Based Capital Ratio 15.5%
Credlit Urdons Vs Banks * v
14.0%
i Leverage Capital Today
: 12.0% 10/3'}{f
100% | —M—m—mnooo---—--—rnre——
9.7% Net-Worth Ratio
LA KL | I
__. ¥ ' , ; : ,. 6.0% 7.0% 7% Well-Capitalized Leverage Ratio 7.0%
2.0%
0.0%
§§§80000-—0ﬁaﬁ~~~~mmmmq
~— o) - L Lo Lan) - - ot - Lo - -~ - ~— L -
000 Qc 00000 ggQoggJggggayq
.l ! . N T A N M T A NM T A NN T A NN T
‘ SUree § ‘e Dag n-Poea 2 re )
Spormarsaiby “-1“.'6\‘\\\”!(!("-\ Biericx Source: Caltahan’s Peer-to-Peer Analytics (A[_I_A}-]l,ﬁ’.\]

,

% 2014 Spirit of uw’ The NCUA thinks the insurance fund needs to be
CU*Answers Award P more secure, and your future a lot less secure


spirit of cua award.pptx
spirit of cua award.pptx

Tipping Point: Are we aboutto
change the way we comment
as cooperative owners?

I Uhe Bk Marsenent Report Generor

Raise Your Voice! Risk Based Capital
Credit unions need your help.

calied S Based Capunal, 1t's 3 comolke

e, bot el puts

The NCUA K gropasing & niew (ub A

CLA wcamaner (o wrbitr iy p 19 U alabty to irest in CLUSON, yuck oy the

na ndammines at Bhe 6 bank. s vy Bad for our chents

want mare indegth indgomation chack out Sk Viler's white paper, Callahan's Weliioar, o read eslting comments from

nihers
What we are askiog you do to. Speak Lp!

The RCUA i sccepting comensn iy on Iy et

e, Wt (vern 10 e aur obgectiaen. B o i ferm Beiow (0 qunet 8

The commmndeng prix o AWy 26, 2034~ Thw countdown i oo 0 mabe your vosce heaerd!

Risk Based Caplital Commaents
A commants will be pubBshed an e NOU welaits, S0 rommmbon, g ane depeesenting youssefl, ous comijiasy and o

ndwstry.

Name *

Compasy or Credit Union *

Evolution or revolution? Either way, we have to
change the conversation we have with America

Messags Options *

&  Prowritten Chokes

Select Your Comment

-t e WO YL
pe =

farm e

Commert 2

The QLSO | mock for —one of the best
1 1he counstry —serves other CUSOS
Cedit uniony, and their members
from co3st 1o <025t | was recently
made paans of the proposed
thanges mvohang Rak 8ased Capiltal,
and from my endenitanding of the
reguialion X will have dies(t negative
mpact on my CUSO and the credit

uTHONS £ seTees

The proposed regulstion seriouly
defaats the cooperitive principhes we
wese founded upon: the Seme (e
prnoples apon which the entive
redit wnion induntry was formed.
The regubation (ould hawe a mapor
mpact on the empicyee: and the
TOMVIURTDES Oul (Tadt YNons LWarve
s It will force thek leadess 10
manage their credit ursoas soledy for
the crsation of additiond capital and
not for the bensft of thea membery
| encourage the NCLUA to reconsider
the propasal In s entety and
consider regrouping (0 & cooperstive
sprit with credit urscn leaders and
trade orzangJtons to draft 3
propeal that is for the benefit of the
member and foanded on our

COOPSS ST prindiphes.

Services Owervers Br
= Chat with us
&= both an empiopee =f 3 (LSO aed 3 NG
ambec of & jreat o
Becenily | came o a nurnder of
arncies In Codt sreon trade e

Be 2 Guest Au/po

We re ooRng s
authoas to w, shae

ST 3

-—
Haw, 3
S o, e oot
So0e3 v

cuasterisk.com
represented
approximately 17% of
all comments the
yah NCUA received on this
issue
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From ideas to tactics, from tactics to influence
WE NEED YOUR PARTICIPATION TO CHANGE THE COMPLIANCE DYNAMIC
S S—"1 B s P @ »
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B For credit unions, AuditLink is
quickly becoming an effective place
to exchange ideas and improve
execution

g B For CU*Answers, AuditLink is an

N engine for designing tools and

S s apToYoubytovrd 2 changing the operating expense

‘g. et et s . o e o ot related to compliance so that credit

O unions can get on with serving
members

Risk Based Capital And The 10th Risk

l q ow 198 page Risk Based Capita 2, CU*Answers hiasi

consequences of b ng placed into PCA Based upon examiner “expenence and expertise ™ Enjay
10th Risk™

focusing o number of sectians of the rule including the dis nary ahility of
k Sickeds and | collaborated on this wi) |

s Important facet of the regulat opes that it wall spur industry discuss]
on to consicer when commenting to the NCUA.  The white papes can

ik wssessment revolving srovnd 10 specific areas of the regula

the

Pasted i CU*BASE toof hints for compliance and auditing | . Comments [0}

CUNA Urges Comments On Risk Based Capital Proposal

8y David Damstra| Publizshed on May 22, 2014

-~ CUNAS Small Cracit Unlon Tommittee crested a call 10 action Toe Credit Unlons 1o respond

5

Participate with AuditLink as a design engine,
and expect your capabilities to increase and )
your expenses to decrease -

propased Risk based Capital regulation. The letter urges all cedit unioes to respand to the

ﬁi}:}."‘#:

comments befoce the comment period ends an May 28th,

CUNA and the NWCUA alsd sent this settar to all cred®t unioes under 50 million In assets &%

wdit wnions that are 100 milan and ander




From ideas to tactics, from tactics to influence
WE NEED YOUR PARTICIPATION TO CHANGE THE COMPLIANCE DYNAMIC

(@) «Q

QR P2 R P S P & P

e

B We need to track to attack

M We need to go beyond
venting our frustrations,
directly into documenting
our issues

B We need to launch new
prototypes that can help us
quantify new approaches
and inspire new confidence
that compliance is just part
of the game

71

Login to AMRG Contact

Audit

What We Do

Related Sites

Home What is... Who Is... About the Risk Management Report Generator Contact

What Does Compliance Truly Cost Your Credit Union?

By Jim Vilker, NCCO| Published on Apr 08, 2014

(a J What does compliance truly cost your credit union? During last November's CEO Strategles meeting It

ated by a number of CEOs that the cost of compliance is killing their credit union, Auditlink took

challenge. Following the June Leadership Conference, CU*Answers and AuditLink will be

successive contests meant not only to see who can develop a way to account for the cost of
ce, but who can implement the best template into their credit union’s operations—with a

of $5,000 per contest! Read the announcamaent to start thinking about how you might
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Contests begin next
week...watch your email for
your chance to get a piece of

e
o
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that $5,000 prize! "




Why does it have to be so hard?
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About Randy

How can we
exchange ideas
— with the
intensity to send
something over
the top, push it
past the tipping
Coming = — point — without
soon! making civil
A people

http://tellmewhyimwrong.com/ uncomfortable? i
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At what point would you consider your credit union

an Internet retailer?
) N P QW @9 CVE” D
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B Some of you may not even have a Plan B to become an Internet retailer
It’s good enough for you just to do some stuff on the Internet, and your marketplace does not
yield the critical mass necessary to make such a drastic statement

B For others, making a shift in the way they think about themselves as an Internet

retailer is the only way they’ll push over the top with their future membership

For these CUs, having their culture accept the idea that they’re an Internet retailer will move
them from Internet services being just another channel, to Internet services being a game-
winning channel

These CUs have to convince their members,
their boards, their staffs, and the marketplace
at large that their ability to start relationships,
maintain relationships, and grow their business
through virtual services is real and the default
response to everything credit union




The pressures to be an Internet retailer
IT ALL COMES DOWN TO HOW WE HARVEST OPPORTUNITY AND EARN A BOTTOM LINE

P & P & P NP &N DD &
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B There is growing pressure to supplement (or even replace) our traditional
channels for acquiring new members and increasing our wallet share with our
existing ones e —

Credit unions are trying to crack the code for virtual sales, especially as more v ~m"i“““'1~-u
and more community charters try to figure out how to cover large areas and | === :: .
diverse member opportunities | ""“'-».... :
B Are you an Internet retailer? Take this test: ===
Do you see the different risk, but accept and compensate for it? * \\

Do you consider it an offensive strategy you default to? . ~
Are you open for business to any opportunity that finds its way to you? ——




A more classical set of conditions for being an
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You can browse product
details and value
propositions

You can buy (fund) a

purchase directly on the
Internet

The funding can come
from multiple sources in
your “wallet”

You can check out with
your virtual shopping cart

You get a deal for
shopping on the Internet
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B You have a reward

program that recognizes
who you are

You can get coupons from
this retailer and
sometimes from their
allies

You can post suggestions
and read your peers’
comments

You can request a live chat
or in-person conversation
for assistance

P g

B You get suggestions about

additional products that fit
your profile

B The experience makes you

feel like “this is the place
to do business”

It changes often, and you
notice something new
every time




We have the foundation

BUT HOW DO WE DRIVE HARDER TO USE THESE TECHNIQUES?

*S&bn 0 CU*BASE GOLD Edition - ABC CREDIT UNION
File Edit Tools Help

L'A'A'A'A'A'

NEV VEHICLES
25.000

Loan category 14

Interest range  1.990

Live Chat . ..
Product

Its//247

2.3a8 -
2,398 g

0,200

Session 0 CUBASE GOLD Edition - Change Home Banking Offer Rate

0ba MEM VEMICLE 51 MOMIHS
oot TP T i T T obood e

- 2.140

Share Account Setup

Dividend application GS

Application GS
Comp 1D 01 ABC CREDIT UNIOM
Description  GROWTH SAVINGS 1

Display sequence ar
9 Info only
HAKE MV HOMEY COUMTY

0.88 (Blank = no deposit required)

Avallability Purchase

2.140 Dascription

Mislmum opening deposit

Online Banking

Continue

€IruE L0

We're here fo help!

Live Chat

0200Q0°

My Point Summary

We appreasto

youur

How do | get mole 0 What are my View My Reward
poims? w benefits? Hestory

My Site Options

Total Points:

My Photo Album is
Horses

MONTH 800 OF 2250 POSSIESE POINTS

IF thee painls sharmm in the ol
e o o 2 ek Relationship Tools
mot detafed Defow tue to of

ry Financial Institution Points

2 X

My Color Theme is

Moon River v

b My Start Page is

My Accounts v
—= Points you get for participating sith the cradit union ac your primary financal instiution.

M MONTM 130 OF 130 POSSIBLL POINTS

Save My Options

Customized rates, products names, and

sales content for online products

Member Sales Information

Entar online banking sales information for the following specific product,

Product Type: GS GROWTH SAVINGS |
https://secured. cusiteont ine. con/cl ient/ frankenmsthnew/ 1 . php

Opon new window for link

Comments:

Our Growth Savings I account comes with no strings attached
and offers a good rate for Liquid, insured money, Minisum
amount 1o earn interest is §5,000.00. Ask for nore details
todsy!

n When you

lines of te

press the

paragraph

Smart
RMO  Messages

ACCOUNT TO ACCOUNT |
TRANSFERS TO AND FROM OTHER
FINANCIAL INSTITUTIONS

o

14

CONTACT US‘TL



Consider this...
CU*BASE IS FULL OF DATA MARKERS THAT COULD DIRECT AND INFLUENCE INTERACTIONS
P | D § L § PP QP § P»

Between 75/0 to
, 80% of the
B Are CUs ready to have a computer tag a person’s videos that

. . . S Netfli d

preferences, personality, possible likes and dislikes, - —

up watching on

then tactically serve them based on that tag? the service come
directly from the

Like what Amazon does company's
recommendations
about what to

MNMGMA #26 Config. Transaction Labels — watch next.
R ST TR =R E=R =R =%

File Edit Tools Help

Member Classification Experience design

Whon thoporcentago of combined monthly ransacions From Wikipedia, the free encyclopedia
for these origins exceeds |[fi| percent, this member's [23 = Easy pay -.-] [ 2 = Share drafts --]
classification is |Self Service

[96 = Home banking || - | See also: User experience design
Priority 1 11 = AcH ¥ | ) Experience design (XD) is the practice of designing products, processes, services, events, and environments with a

[ ) | v focus placed on the quality of the user experience and culturally relevant solutions ! An emerging disciplineg,

- -

[ ] [ ] experience design draws from many other disciplines including cognitive psychology and perceptual psychology,
Based on this member's behavior, the teller should market these products: linguistics, cognitive science, architecture and environmental design, haptics, hazard analysis, product design, theatre,
Welcome member to the lobby. We don't see them very often. Verlfy ID. Ask member how they like our electronlc services. m . " s P o T L e b 4 bt " " e - o
Cross- sell convenience. Talk about any recent changes to Home Banking, Bill Pay, etc.

Transaction labels are stored in a file called MAMBINF, Use the CU*BASE Report Builder to create a custom inquiry that compares these transaction |

labels to member Tlered Service levels {stored in file TIERSC).
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Passing the Tipping Point
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Being an internet retailer for non-members
IT’S PROBABLY NOT AN OFFENSIVE TACTIC UNLESS MEMBERS CAN JOIN THIS WAY
®» | P QP QP QP P
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B Credit unions do not believe the marketplace will take them seriously as Internet
retailers if an interested person cannot join the credit union via a desktop or
mobile device

Consequently, CUs don’t believe CU*Answers wants to be a provider of Internet solutions,
unless it has a solution for joining online (actually, multiple solutions)

B At CEO Strategies last November, CUs got together to stress the importance of
this to the CU*Answers Board — and the Board has dictated to management:
CU*Answers WILL have a native membership opening tool

Available for every CU, priced effectively for every CU, and part of our
e-Commerce package going forward

B My challenge to you: Will you turn it on?

Can you say Yes to the tests?




Membership Opening Ilrojcct

CONCEPT DESIGNS WE'RE WORKING ON

% Membership Opening

el L}  Eligibility
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—_—— ¢ Personal Info

panklllll £}  Verification

sl £  Funding -

Q Other Offers
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Success Credit Union 5;
| want to..

Get $50 by joining today.

It is a long established fact that a reader will be distracted by the readable content
of a page when looking at its layout. The point of using Lorem lpsum is that it has a
more-or-fess normal distribution of letters

Need help or have any questions®

Use the help icon at top of the page to speak to a live representative or call us.

Why Success Credit Union?

s
Success Credit Union ‘C:. )

| want to...

It is 8 lorg established fact that o reader will be distractec
by the readable content of 3 page when looking at s
layout. Tha peint of using Lovwm Ipgam i thatit has a
mereor-beds normil datribotion of lettens

Success Credit Union

| want to...

You'll love our auto loan rates!

APR = Apnual Perce mvuv: Rates, For Model yoars
0 mantfis. Ratessulpect ta change,

~ - , £
Success Credit Union 8

| want to...

Open a Savmgs Checkmg account today and get

oM chrrent mamens oy 1 you bacomss o matber 8 Spen § savng & cheching
account with automatic deposit of you paychedt you con gt a S50 oredit apalied t0
YOUIr acocount

| Meauimen




Success Credit Union | ENROLL LOGIN

Success Credit Union @' ELIGIBILITY o VERIFY

Becoming A Member

Becoming a member Is easy. Before we begin, review the items you'll need below '}f‘\ E ) f ) 1%

icant Information

Provide Each Applicants Fund Your Account Enroll & Confirmation

KN
v
U.s, Citizen
Yes
Male “
s [o]
Need help or have any questions? female
Use the help icon at top of the page to speak to a live representative or call us.
PN
v
- Number of Joint Applicants
A
P el @ No Joint Applicants
Ppr
Click to view 1 Joint Applicants
Yes, | meet the requirements to become a member at Success Credit Union 2 Joint Applicants




Success Credit Union @ ELIGIBILITY

Verify Your Identity

YOUR
INFO

VERIFY FUND LOGIN

Please select the model year of the vehicle you purchased or leased prior to
November 2013

2007
2008
2009

® 2010

NONE OF THE ABOVE

Please select the term of your auto loan (in months) from the following
choices. If you auto loan term is not one of the choices, please select “NONE
OF THE ABOVE"

24
36
48
60

NONE OF THE ABOVE

Success Credit Union @ ELIGIBILTY urg

~und Your Account

Card Type Billing Address
Visa
MasterCard

Card Number

Expiration Date
Opening Deposit Amount

Card Holders Name

Need help or have any questions?

Use the help icon 2t top of the page te speak to a live representative or call us.




Success Credit Union

YOUR
ELIGIBILITY  |MEO VERFIFY FUND

Other Offers

EStatements
E-Statpments.

now avaitabie! Mary of mmmm-mmmmm

Ilavot Banking senvice g o0
tion trumber (PIN) and ciich the “View Your Statemment” button.
Yes, please sign me up for E-Statements  [J] No Thanks

Bill Pay

Welcome to the comvenlence of paying your bills online directly from your secure Grand Rapids Family
CU account, Pay your bills and track exponsgs at any time usng EasyPay. Envoll hern, and you can even
use EasyPay 1o pay bills from your phonet Just use the EasyPay feature bullt right into mobile banking.

v Yes, please enroll me for Bill Pay

YOUR

Success Credit Union W  euGEUTY nro VERFIFY

Setup Your Account

{5 create vour user 10 and login credentials to access your account ondine

User Name

User Name Guidelines: Lorem Ipsum is simply dummy text of the printing
and typesetting industry. Lorem Ipsum has been the industry’s standard
dummy text gver since the 15005, when an unknown printer took a galley of
type and scrambled it to make a type specimen book,

Password

Password Guidelines: Lorem Ipsum is simply dummy text of the printing and
typesetting industry. Lorem Ipsum has been the Industry's standard dummy
text ever since the 1500s, when an unknown printer took a galley of type and
scrambled it to make a type specimen book

NEXT: Setup Security Questions




Success Credit Union & ELIGIBILTY  upg

OUR

Setup Your Account

v lots creale your user (0 and login credentials to aceess your account online

N

User Name

User Name Guidelines: Lorem Ipsum is simply dummy text of the printing
and typesetting industry. Lorem Ipsum has been the Industry’s standard
dummy text ever since the 1500s, when an unknown printer took a galley of
type and scrambled it to make a type specimen book.

Password

Password Guidelines: Lorem Ipsum is simply dummy text of the printing and
typesetting industry, Lorem Ipsum has been the industry’s standard dummy
text ever since the 1500s, when an unknown printer took a galley of type and
scrambled it to make a type specimen book.

NEXT: Setup Security Questions

FUND

. . - YOUR
Success Credit Union ELGIBILITY |nFO VERFIFY

Success!

Itis along established fact that a reader will be distracted by the readable content of a page when
looking at its layout. The point of using Lorem Ipsum is that it has a more-or-Jess normal distribution of
letters, as opposed to using ‘Content here, content here’, making it look like readable English.

Lets log into your account.

Please review.. Log in to your account

If you would like a copy of the agreement
you may download it here,

Yes, | ageee to these terms




Where do we go from here?
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Whatwe’regoingto do Whatyou needtodo

B We believe we’ll have a solid spec by B Take the Internet Retailer Test:
the holiday season, and we’ll preview Do you see the different risk, but accept
that with the CEOs at CEO Strategies and compensate for it?
in November Do you consider it an offensive strategy

: C e default to?
B We'll start with a significant you detauit to

development effort in the first

quarter of 2_015 B Get the green light from yourself to
B Look for a Kitchen page and regular turn this on and help us evolve the

updates along the way process from this point forward

Are you open for business to any
opportunity that finds its way to you?




Does this mean we can only do it via CU*Answers?

AS AN API-BASED PRODUCT, WE BELIEVE THE ANSWER IS NO

P @™ P & P N P w2 &
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B We do believe that as Internet retailers, you’ll have to be able to process
membership applications from multiple sources, and with multiple tools

B We plan to write this product with an APl message set that we can interface with

other solutions, and earn gateway fees
B So start now

Put membership applications everywhere you can

Some will be automated to the point of
opening the membership in CU*BASE, some
you will have to work by hand...but you’ll still
have a new member

i Westem Districts Mbrs CU

Launch additional websites that attract
people who want to be members with a
different point of view than your primary

BEcomers
IVIEm bERIoday,

Ayaraly @nitfne

website

What Eise Can | Do?

e S TUAT A by
O+ ad

PIB Help ContactUs

AH)I\, for Membership Online

oy ob 9 Wi of Beisg & Croat L

Member-Owned

Tha! means i merees, YOU.

e COOAICH the CreaR Uion posy
mestrgs Mermbarn esect 9w board of deecion s o democa

coend d3or Corpatie Fokcy ooe

Not-For-Profit

Coclt Lnoos e not-rproft. N
Importar! Eapect He St Io-proft sietus e

Beng Sacaty rnporodie s ot

Giendie o & Kwer S28! tha maey

Insured

T A0COUTH Or0 inaLrod Uy the U.S GO

Always a Member

S0 Matiber

Yo-grofl rattutions

WAL 1 3300 28

CN08 YOu j0I0 4 Cre3k wnich. YOU Mo Bhays B DThe

Join Today

tonws

VOUEN 0RCINS 300
T Srooeee T

hav (ran 8

Moy tham 10 cfier Defer races 1 menmters ASNoUghH
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Work the opportunity...GLADLY

File St Took Help

B Whether the opportunity
proceeds all the way to a
membership automatically or
not, Internet retailers simply

Hay 06, 2013|CR - Contact Request
May 06, 2013|CR - Contact Request
Nay 06, 2013|CR - Contact

Request Possible duplicate reques
Hay 66, 2013{M4 - Menbership Application

File St Took Help

Membership Applications from Online Banking

want the lead

B This year, launch as many
portals to gather opportunity
as you can

EDdPMur P g2

Request # [{IITF Last name starting Roquest date starting  0DDGO0BD [:—' MRRDDYYYY]
Rel
App ¥ Application Name Home Phone | Wark Phone | Ext [SO'P|Code| App Date Ema
8063 | KIRK 616 616 12345 0Ot May D6, 2013 Bcua

Request # 13886

*Sesaon 1 CU*BASE GOLD - CU*ANSWERS TEST CREDIT UNION (CU)
File Edit Tools Help

Online Banking Membership Application

Request date May 02, 2013 CorplD M

Personal Information

B This is the new branching o e . & e
strategy — do you set goals for e s == » s Wi
opening branches? Now set gy weke [ (RNEESA . N
them for opportunity portals “

Forelgn sddress
e

Branch
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Passing the Tipping Point
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The point of the membership opening projectisn’t

really opening new memberships...

B When we’re done with the online membership opening project, we will have
tools to
Authenticate individual identities — take the chance they are who they say they are
Collect money from people who may not have accounts with us
Automate the creation of It’s Me 247 credentials and log a person in
Fund deposits and payments with non-credit union money

Deliver a person to a specific feature in It’s Me 247 when they sign on (like going directly to
opening a checking account)

Post a deposit or payment against a receivable for the credit union’s accounting
Exchange documents with an individual and place them in the proper storage vault

M ...all of which will also be available

for third parties to use, not just us
It’s Me 247




The point of the membership opening projectisn’t
really opening new memberships...

s NG b A v o NS B N4 vvva.VAvAvAvA

B What if we could do a direct jump to opening accounts or applying for a specific
loan product, from anywhere?
Would still have to ask for credentials, but instead of a lot of member navigation, the process
would be automated and to the point
B What if it came directly from your web page? From a tablet app for CU*BASE?
From an indirect dealer’s web page?

B What if the new process could fund ——
the account and do additional new Wsom%ﬂc?
fulfillment functions? v My Acoures
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Smart Offer Tests

Compiled by Dawn Moore, February 12, 2014

Standard tests that we should probably use (just automatically, behind the scenes) for all of these:

Date of death = blank

Written-off loan (aren’t we obligated to avoid communicating with them?)
Look at account freezes somehow ?7?

CU Marketing Opt-out flag =N ?7?

Make this offer to the member...

If the member

passes these tests...

ey
\v
S VS

Test #1 Test #2 Test #3 Test #4 Test #5 Test #6 Test #7
We'd like you to apply for a loan! Age = xx Credit score No No accounts | Tiered Svc No denials on | Tiered Svc
> XX delinquent at neg bal level == xxx file since level == xxx
loans mm/yyyy
We'd like you to apply for a credit card! | Age > xx Credit score No No accounts | Tiered Svc No denials on | Tiered Svc
> XX delinquent at neg bal level == xxx file since, level ==
loans mm{‘wl}'
Open a certificate! Age = xx Membership RN
opened at -‘:, '
least xx days . . / ]
Open your first checking account with Age > Xx Membership | Credit score Deny K )
us! opened at > XX membership : HOW can yOU Say yes
least xx days =N —— ")
Open an additional checking account Age > xx Membership | Electronic to more’ When It S
with us! opened at dep hold you r member Who’s
least xx days | group # xx
Apply for an HSA checking account! Age > xx Membership | Electronic aSk| ng?
opened at dep hold
least xx days | group = xx
Apply for an IRA account! Age = xx Membership
opened at .
least xx days :
Apply for a Roth IRA! Age > xx Membership ~ UPGRA DEYOURRIDE
opened at WEMAKE |T EASYsTO GET:
least xx days INTO YOUR NEXT. NEW CAR!
Apply for ! Age = xx Membership CLICKTO APPLY NOW
opened at

least xx days

‘?QNVENIENT AND SIMPLE
Oﬁ%ﬁk A CREDIT UNION
CHECKING ACCOUNT TODAY

-
CLICKTOAPPLYNOW 4

"';

3
I ..’.

rYed

K.




Changing how people get started with It’s Me 247

NEW TOOLS IN IT’S MY BIZ AND THE MEMBERSHIP OPENING PROJECT RESET OUR IDEAS

D @ DD & P &N P N DD DD & DD & D

J Membership Opening Configure Online Banking Temporary Passwords

Set online banking temporary passwords to

Birth year + first 2 letters of last name (all caps)

e . First 4 of SSH + first 2 letters of last name (all caps)
Current method Last 4 of SSN
Last d of 35H + birth year

f— a Ehgitulity G Hl

—p O Parsonal o

Reset user "JOHNSMITH" New method

LF  Verscaton

Q Farudng

L  Othver Ofters

e
== -
> Temporary Password

From: itsmybiz@memberreach.com [mailto:itsi Cancel x Reset User @

Je==—=_ia MI = ‘ Sent: Thursday, April 03, 2014 9:36 AM
— To:

I CEE——|

Subject: Temporary Password
L——» a Futthtress -

Your password for It's My Biz 247 online banking has been reset. Here is your temporary password: Get the picture? We're

7BWD2835Q0. Please login to It's My Biz 247 with this password and change to a permanent password that B )

only you know. If this reset was not done on your request, contact your company's online banking security bU||d|ng Lego bIOCkS to do

administrator or the credit union directly. B . R
new things — online and in

Credit Union % ;

Service That Soars! CU*BASE - that will create

838-

WWW

enhancements for years

To unsubscribe, visit http://memberreach.com/unsubscribe




websites and online banlting tools
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1t M 247 Dnline Bunking

f— e HONOR (&

e CREDIT UNION

Say>

WELCOMEJHONOR'S
NORTHER&HHVHHON'

HONOR 8

0200C0"°

r =

¢ U FC .
) H’\\kn'rl«\‘\lw/ . [r.h-a

e st s | ¢ et Us :
ecaboirs B ATMs | Abwsi L | Commey | Cosiect Us | e C ot gLt New Accourts Pay Bills

P g

= e o MANAGE MY SECURITY

ettaterments Moae p Ga Mobile

ACCOUNT SUMMARY | PLATINUM MEMSER

USs ) SER
USEIC H(-\ Meny Market

Curewrt Moty

SECURITY CENTER HQ’NOR .‘

i ¥ " nine B 00 12 MONTH VARIASLE
SELEDT CLINK o View T | L
LEDT CANOK L) v LIVE GMAT Boirt Detalls | J01 [3m:umcrmn
* Federal Credit Union 5 Specisls
(\ — APPLY FOR YOUM LOAN

I M AR SRR T AOCw
B Skl pis oLy i ' W Mobile Banking esoura | Tt
s : " J00 | 30 VR FIXED MOKT
Remote Deposit
Aasvg Mo TTIOEED | Frews § Sensty | Decheiver | WAN News
= e S TRTR S R R
Loy n&" Se ey Dra SR Messages

App Security
Rates

Y Locations

. Contact Us

| wmsia| wmsigo|  iAkabn
$2703.00 $2703.00 S/2352012 $0.00
[ wwaseas| wwseas|  wssend Voo,

| mu—lmmiwmnl Matarty O
$79.53 $4525.47 $16.25 N5AN14
| so00 | sx0060.00 | $71.39 | 1133084

| megar reyvern | Ameentoen | vecws |
$1,109.50 $3,109.50 aM)2013

It’s Me 247

&



A new contest for2015S

B What if your credit union could configure 5 pages
inside of It's Me 2477

B Actually take 5 pages from your website and have == Designers
them embedded into the It’s Me 247 navigation ., Wanted!

This isn’t a link, it’s an actual page in online banking
directly related to the credit union’s products and
services, sold like you sell them on a website

This website page, though, would have links that

immediately activate an It’s Me 247 feature like it was Weird, huh?
part of your website, and not a standalone online banking ,
sroduct Can you give me 5 pages

that you wish we would
embed in It’s Me 247?

Details coming at the November CEO
Strategies...put your thinking caps on



We need to develop to our competitive advantage
WE OWN CU*BASE, WE OWN IT’S ME 247, WE OWN THE RIGHT TO EXTEND THE MESSAGING &

B Some people would have us simply hook up with others (Meridian Link, Andera)
But 80% of the work to hook it up is the messaging
We’ll do this, but then Meridian Link and Andera will control the price, and the evolution,
good or bad

B Some people would have us be the only solution
But then 80% of the work would already be done to hook up to others
The best way to fund that work is by selling gateways to third parties and the credit unions
that wish to use them

B Everyone will worry about how we do the final 20%

We have to take advantage of what we can do that others can’t: change CU*BASE, change
It’s Me 247, natively integrate the two to evolve together, and allow our customer-owners to
control the price and the pace of evolution
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Passing the Tipping Point
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Can an internet retailer sell the co-op thing?
ONLINE BANKING, MOBILE BANKING...WHERE ARE THE COOPERATIVE ACTIVITIES?

B I've been trying to coin a phrase that would be the catalyst to a whole new area
of development...activities specifically related to the cooperative charter, not just
“banking”

| can look up a balance, but can | vote?

| can transfer money, but can | check on the financial health of my cooperative?

| can look at my plan (PFM), but how do | see the credit union’s plan?

| can pay my bills, but how do | get involved online with the bills my credit union pays?

| can apply for a loan on my phone, but how do | attend an annual meeting on my phone?

| can chat online with a call center rep, but can | do that with my credit union’s Board
directors?

| can feel valued as a customer online,
but | get no sense of ownership from
my credit union interactions online




A message from management (rrustrated management)

B Making Ownership Real is the #1
issue in the industry today...the rest
of the “banking tactics” are just
stuff to do when you can afford it

B No wonder members do not get
what ownership is: nho one wants
to write a plan to convince them

M 51,000 would buy a lot of banking
tactics and pay for something to get
started in a CU that is trying to
move the ball

Making Ownership Real
Attacking the problem (tactic #1) - X
GITITETIIIRIIITIIIITITIII I NIk Sk

4 “Cooperatives Level the Playing Field for the Disadvantaged” (8
& B Who are we selling: The grand design ’éj :::
s . : . : ; A
“Cooperatives Do It Right, for the Right Reasons B

B Whao are we selling: The inside stakeholder

| “Cooperatives Make Good Business Sense, for Entrepreneurs and for Consumers”

B Who are we selling: The “little puy” business person inside a
http:fiscare.cuanswers.comfownership .
¥ We need a hundred of these SR — ——
concepts, to sell to thousands of CODpErative 8

points of view on why customers
should be owners

W That’s why we're putting a $$
bounty on the project

~ S TR
T N O N



Whereis the tipping point when it comes to your
boardroom?

B The virtual space is 24x7, but more
importantly, it’s on demand, and it fits
the lifestyle of your Board member —
they can work when they want to

B Do you let them?
B The offer to let your Board have

micro-awareness about the firm you
are building with them is not the
same thing as encouraging micro-
management from your volunteers




The intent to push data all the way to the edge

FOR YOUR EYES ONLY...DOES IT INCLUDE THE OWNERS?

R W P QW » Q 9 V)

Boundary for board-
restricted data

Boundary for private
member data

CU Users Members
Logged in to CU*BASE ~ Volunteers,
Heavily controlled for security Easier to reach than ever before;

and member privacy

Movement of credit union data

It’m%‘%ZM

» @ ®

-

- A W

Continued development of CU*BASE
and self-service products for
members

Enecriive

Introducing new products such as the
Board website and “It’s My Data 247"
for the mobile world

4 _ aplaceto change the perception
of CUs 7

lt’srwy@;raza
Board

Introducing new products such as the
Board website and “It’s My Data 247"
for the mobile world

It 574??0/@%247

Leveraging “It's My Data 247"
through It’s Me 247 for the owner’s
perspective in every member

energy
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We haven't completed the lateral move for this yet
HOW WILL WE EVER REVOLUTIONIZE BEING A CO-OP? CREDIT UNION?
® @ » @ L Q D @ » g »

; l'A'A'A'vA'A'A'A'A'A'A'A'A'A'A'

B It's easy to say, “everything

must move to a new delivery e
channel” when it comes to T
tactical banking approaches B sraou Keet i ESS vkl

B Why is it so hard to be } —
consistent in this thinking when e — =
it comes to creating, selling, and Ay S
motivating cooperative [l B ot = [ —

.....

activities in new channels? , Enm |




Do they care? Will theyrespect the effort?
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Data Analytics and
Big Data vear2)

“What the world knows about us just might be more
important than who we actually are”

...the American Consumer

Databases can evolve as the results of what we do, or they
can be architected so we can do more, know more, sell more,
and inspire us to attack new opportunities



I'm going to say a word and
you say the first word that
comes into your mind.

It’s work...always has been, always will be

How are you investing to get your return on data?
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When!think data, nere’s whnat l see

<l |
. * . - >
If you want something in your life you've never had, | L

-~~~ you'll have to do something, you've never done. e
~ JD Houston

()

= OPPORTUNITY ..f
— ‘ '

-~ ,._

OPPORTUNITY sy 3
Robert H. Mackay

- OPPORTUNITY
Award



mackay award.pptx
mackay award.pptx

g

Collavorative priorities: now deo we set inem?

. T A T, T A AR, A - . A S A, : S e o, e -

In the next ten years, we will transform the way our industry thinks about data

That means a whole new generation of investments to take advantage of a world
that plays the game by x’s and o’s more than by what you know face to face

B What new activity should we create that will yield data we need? X
B What capabilities should we invest in to show us what more ’(ﬂ:x XX XaX X <X
can be done? 00 \oo )

m If we knew more, do we have the factories to do more?
B If we could sell more, would we feel comfortable in acting on it?
B Can we be inspired to play a different way?

Setting investment priorities at CU*Answers
around data is a priority challenge for

its owners and leaders “What the world knows about us just might
be more important than who we actually are”

...the American Consumer




We need to invest with twe targets in mind
CREDIT UNIONS NEED TO BE READY TO RECEIVE — AND GET AN ROI—-ON BOTH

() e ™) (&) ~. @, )  (®) ™~ () () TR (o IR () IR (o) N () )
Qe e (. Sy Q. S . G SR, S Q. i S N

Investing for answers Investing for raw materials
Reports Adding new data elements
Dashboards Modifying data to fit today’s business
MyCUToday environment (bigger fields for S amounts, etc.)
Canned Queries New upload/download capabilities
Data exports to PDF, Excel, *.CSV files New Internet data collection capabilities
Targeted operational tactics: Do something, Targeted at intuitive resources that can
sell something, make something happen refine data and find insight to act

B The answer is refined for action B Whether at the CU, at a vendor, or through

capabilities we build as a network

Sometimes when the answer doesn’t take you where you want to go fast enough, there’s a
sense that your intuition would, if only you could see what seems to be hidden from sight

What is more expensive: the answers, or teaching intuition?




CREDIT UNIO

Investing for aﬂ§ﬂ- |
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Canned (%

Data export

Targeted g
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This is why we need your help with
validating, verifying, and evolving the answers

ts, etc.)
oilities

o abilities




rrom CEO Strategies Week Novemoer 2013
WHEN WILL WE NEED TO HIRE THESE TALENTS IN OUR NETWORK?
Q) ) @™ ® A ® A O A

- . - ‘- S - S s T -

Should we trust the intuition of data scientists
more than the intuition of our network’s
leaders and operators?

Wh'at. isa ;laté '-s'cientisf" |

Contact IBM
Considering a purcha:
® Chat now

@ Emali BM

What was your budget for data analytics in tou s
20147 s s i
m 2015? 20167 oo ki f e e, Sl Cobtiltn ma Sl e

s
he Incressed Undaerstanding Big Data: Analytics for " Heg

USATODAY nNews SPORTS WU  MOMEY TECH TRAVEL opmioNn Co 7 Y W

Are you ready to
study the problem Aol Jobs. wewan vsweze | The sexiest job of the 21st Century? Data Analyst

Chris Morris, Speclal 1o CNBC.com

in @a new way, so B —
% Data Scientist: The Hottest Job You
CU™Answers can Haven't Heard Of

L) ° v . ;
invest in a new ey
way?

tsunami of mformation, spot pattemns within it and

kS
A vricle u g Iy feamnt { ‘ Pncda  Thinksiock)
E3
By Maryalene LaPonixie . STORY HIGHLIGHTS
draw conclusions and insights—is neanng a frenzy
What has information overload done to ws? * Qualified data analysts can
eam a starting salary of "It s one of the [mosl] soughl-after positions.” said
h R, TECEPNY RO S ¢ TGO U T Wes oY - Iy > 2 1 $125 000 R A A N R P g TPl AP G PR,

Looking Tor & career change of a colege major that's
all but guaranteed o resull In 2 hefty salary with
copious benefits? Big data may not seem the
obwvious chosce, but it could be your best

With more and maore companses using g data, the
demand for data analylic speciaksts —somahmes
called dala sclantists, who know how 1o manage tha




Announcing 2 Data Invesiment SYmposium
WHO WILL LEAD AND HELP FORMULATE THE NEXT 10 MAJOR INVESTMENTS IN DATA?

"en:  February 2015
"o Credit union leaders with the authority to commit their organizations
to investment and utilization of new data tactics and strategies calendar! ™_

Pd

heres To be determined, depending on participation interest :

e A cuasterisk.com network brainstorming and strategizing session

B Is there a compatible data structure/warehouse that we should add to our network?
Should the data warehouse be centralized or distributed?
What human resources capabilities are required in the network or at the credit union?
What third-party alliances make sense, and at what cost?
When should we act, and how long is the investment curve before execution?

Can we invest collaboratively where people cannot invest on their own?

(Jhw:  Because saying, “it’s tough” means committing yourself to saying, “it’s time to go to work”

If there’s a template out there, we need to find it, and if there

isn’t, we need to figure out when we should create one

P OLD O D O D O D OB O DO A S A
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SOME IDEAS I’M RESEARCHING FOR THE DATA SYMPOSIUM
-~ -~) @ (™) | _
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1Bl Web Query, Marquis, anc OnApproacn

Product Detalls by Year
for Audio

¥ Gross Profit ¥

$5.040.402
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. Programming teams and executive
leaders are spending time with IBM and
others on new techniques for data
COMPLIANCE MARKETING SALES .
ey niteo g e bty SETRSEOE (e, ot development and investments
P e T g ® 7
e - e e oy S ¥ o9 «\QO\‘ Start your researCh now
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(Year2)

Data Analytics and Big Data
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Project
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Data Analytics and Big Data
(Year2)
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One of our most documented projects FIRTDRERERRRNERNNNNN,
AN EXAMPLE OF OUR CAPACITY TO ENDURE
& QP & e . - ®» @

A W & |- -, w

FEP/ ING: Foundatlon Pro;ects for Our
Sustainable Future

Updated June 2nd 2014

S Beta-test of FEP Makes Headlines! _
N Got ideas for new ordmrem

Y

A
- . -

- -

Jj Check out \ ingredients? The chefs for
A this - recipe

article by . FEP/lNG Pro ECt i m.‘n?u’?mn. and
: ;1:;:0 R Dawn Mooca.

in the L ‘\

March

26th

It all starts with the confidence = issue of Credit Union Times: Core Processing Project Targets S18.

ours, yours, and your members’ - FEP Beta-Test & Rollout Schedule

that we can evolve and innovate Open the FER Timeline Summary » for a list aligibility rules for participsting in the FEP beta,
an overview of the rollout schedule, and a summary of CollabRebate mcentives being offered
for beta-test participants, Raifout to all CUs begins in July and wel be implementing @ batch
every month through October,

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

Open the FEP Rollout Schedule worksheset »

Getting Ready for FEP

Watch thes space for instroctions, tips, and to-do lists to prepare for your credit union’s

onversion to FEP.
N FOUssaa 2012 Leadership Conference

WHAT THE FEP IS GOING O

Watch a recarding of the Apnd 15th trauning (52 minutes)

Read FAQs about FEP In the AnswerBook

View the traming presentation with Query tigs =

FEP & Query: Cheat Sheet for Working with Dates

Open a cross-reference worksheet showing major field and file changes w
* File Changes for your ALM Vendor »

FEP in 50 Words

FEP expanded ocur key account and transaction files. Balances went from 9 digits
($9,999,999.99) to 11 digets ($999,999,959.99). Dates were standardized to CCYY-MM-DO.
The “traiber” files were eliminated and consolidated into the MEMBERx account files, This
project did not incdude any expansson of the MASTER files (that comes kster onl).

FEP Status Update

FEP = File Expanuion Peoject (mumbar balances)

ING = imteesond Nesl Ganaration (GOH DY

UHBASE

ot 21
POTIRAte W P LT DR Wt A0 W 18 CRRTE WA e Tasearted 1R o e

! T E— ittt L —— e et Beta continues, with 15 CUs already converted to the expanded files, and 52 more

| Y e e :- = e e b et 2013 LeaderSh i p Confere nce ith the Site-4 conversion on June Bth. Conversions have continued t'o be very clean

..“'z&&nm I- = ire finding the transition to be fairly seamless, The more CUs that we add, the more

,ga‘_gpm!g l ““"W ".'_.1- W toached, and the more issues we uncover and can resolve, Our betas are earming
" - e .“II.I".HI.-~II!M'\" 4

u-umu‘w S Cwe

lhew CollabRebate and makang the process that much smoother for the next batch that come

Ah h—m-—--c—-—n-—.-w—s—n—-—-.-n.-v—m-u-h—-pn—--———r-
Bt o et —— 0 v 80— o Vo

— e ot FEP/|NG Update Dates for all remaining CUs to roll to FEP will be smailed to all clients on June Bth, right after
LS L — the 14.0 release goes i,

Total FEP development hours as of May 23, 2014: 49,413

ING Project Recap
As of February 28, 2014, implementation of the ING (Improved New GOLD) project was

N nas P
o
22

=T 8

The template for years of evolution

What we've learned so far, and what the next
year holds




Customer-owners leading our transformation

- -

W Beta started in March

. Summary of the FEP Beta Timeline \
a n d C O n t I n U e S tO J U Iy CU Eligibility Rules, Schedule for Beta-Testing the File Expansion Project ;% | FEP/ING Project
Rewised: May 21, 2014 ols
#BASE

- Va I id atio n CO nti n u eS Is Your Credit Union Eligible to Join the FEP Beta?

CUs Eligible for This Release Reason
th ro ugh . _fo reve r xtend Shared Branch Participants Oves EmnNo The extensive file changes make it impossible for CUs under the Xtend Shared Branch umbrella to
participate in the FEP beta test. All Xtend SB clients must be converted to FEP at the same time
f th [currently scheduled for September].
CUs converted to CU*BASE after Oves EwNo MNewly-conwerted credit unions are urged to consider waiting wntil a bit [ater in the year, to help ease the
B As of June 8", 67 CUs are Uz comiertad o : el converted credt
. . FsCC Shared Branch Participants Hves OnNo
|n the m|X CUSC Shared Branch Participants [EI‘Fes O Mo
CUs using an eDOC vault El Yes O Mo Both in-house and online vault will be supported for the FEP beta.
. Self-Processing CUs Eves ONo We do plan on adding several self-processors to the beta early on, but others are walcome, too!
B First new CU to convert CUs using extemal lending interfaces @ ves 0 No
(Dealer Track, Retailer Direct, etc.)
1 H Also, if your credit union waited until later in February to implement the ING wpgrade, we suggest you give yourselves a little time to get used to the new look and feel
dlreCtly to FEP WI” be before diving into the file expansion changes. That will make it easier to keep the issues separate and avoid confusion. But you are welcome to join us later this

surmnrmer if you like!

Citizens First on

FEF Rollout Schedule

N Ove m b e r 1 St Last updated: May 21, 2004 [subject to change]
Morch2018 | Aprizons | May 2014 | junezoia | ulyzma Bugust 2014 Sept 2014 Oct2014 | Mow2014
316 FOLCUS 48 Elament 53 Dﬂ'!'ﬂ.l’ &S AllCU*NW 713 See kst B/10 Sem list 5/14 All Xtend 5B A0/ Ses list 119 14.3 Rl
® FEP/ING reset our S ) B | -
4/21 SCFCU,VECW, | 373 Prosper /B 14.0Rel. (FEF anly] 3/14 14.2 Rel.
SWECU 53 Cumbarians {FER oniy]

S/LE AAA, Bridge, Glacies

production concepts A —
and will transform - e

incentives for beta-test Cls:

everything

Q




My thanks to all of the beta teams

COLLABORATIVE PROXY IS THE #1 TOOL WE HAVE TO KEEP COSTS DOWN

® (&

®» @&

WM Building a product in a very
public way

M Earning the customer-
owner’s trust

Prozared by: Estwban Camargs

CU*BASE ALERT REVIEW

Thie purpass of this Socuament iz ta cetail the CU®BASE Alart process in tarms of frequancy snd categorization of
alertconbenk. Alerts 2re broken down inko ffve categories [described further bedow] to detenmine the: fraquency st
which certain bypes of svents ocour cation ermors, cent st

The document alsa locks at alert ackivity ower a prolonged period of time to determine if issues are poourming mars
fnecusenkly or if the pattern is cpdicel based o the time of year. Are spikes random or 9o pattems exist? How'
diligent has the in i t: omice the o E been resolved? This document
will s o answer these guestions.

OVERVIEW OF 30-, 60-, AND 30-DAY PERIODS
Alerts' postes by monkh:

®  lnumry: 18

© 052 mierts per business cay or 4.1 per wesk on aversge
= Febnary: 15

= 02 mlerts par business day or 4 per wesk on swerags
®  March 15

© 051 sarts per business cay o 4.5 per wesk on aversge

I

®. » @ ®» (@

Search results for "FEP*

Posts  asanew

All (1.124) | Published (11 | Drafts (33) | Trash

Bulk Actions ™| | Apply Show all dates

[] Title

Issue with Teller Checks

Payment Changes for LOC Loans

|

] FEP Beta Clients: GOLD Update Tonight

Report for Promise Deposit Reconciliation

| FEP Beta Clients: GOLD Update Tonight

[] FEP Beta Clients: GOLD Update Tonight

[] FEP Beta Clients: GOLD Update Tonight 4/29

(7] UPDATED ~ FEP Beta Clients: GOLD Update Tomorrow Night

wv| Viewall categones

(] FEP Beta Clients: Issue Redeeming Certificates into a New CD - RESOLVED

(&

1. A S & W 4 S & W 4 . & W 4 S o W 4 S o W A S & W 4 N

i

Fitter

Author

Esteban Camatgo

Dawn Moore

Amethyst Schott

Amethyst Schott

Amethyst Scholt

Estebhan Camargo

Esteban Camargo

Esteban Camargo

Esteban Camargo

FEP

Screen Opbons »  Help »
Search Posts
i;( 10 (tems
Categories Date
CLUAnswers Online, 2014006728
CUAnswers Sell Published
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Processar
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Back to the day-to-day
CU*BASE ON THE MOVE: THE PAUSE FOR A CAUSE THAT NEVER WAS
(@ (* ®» (& ™ Q. ®» & ®» @ ® ()

M Even before everyone has received the FEP updates, our
developers will have moved on to bringing on-hold St
projects up to the FEP file levels (or as we say, “FEP/ING e
the project”) j;:f_w:m:::: =

W 2013-2014 were still huge release years for everyone + EE%‘:'::-"E:'-':—“:-—«

B Take a look at all that has been added in the past year as you o i
prepare your 2015 business plan ;;—;.;l L1 l e ] | b l -
B And trust that the 2015 business year will be [y s o Seuu e F ———=5
chock-full of rich releases as we clear the R — S _;f—-;
project queues

Release Summaries

* Looking for infoernston about future relessss?

M Look for a new SDLC in January based on
what we’ve learned from FEP/ING these

2014
¢ CUTBASE Releasa 15.0m
‘ June 8, 2014 - 10 pages
past two years ISZ:ZIIISM Mi“f’ Zp aoiee

* Monthly Monitor Recap - March 2014
e Monthly le o Reca ( February 2014 =
e CUTBASE Release 135
March 9, 2014 - 3 pages
* CUBASE Release 13.4w




some of my favorite projects to get out the door

(PROJECTS YOU KEEP REMINDING ME YOU’RE WAITING FOR)
® @ ®» @ ® @ ®» ® ®» @ ® @ @& @ @®»

l\'A'A"'A'A'A""'A'A"'A'A"

B ANR notices for Joint Owners

B TR Breadcrumbs (coming in 14.1 release!)

M Enhanced Tools for Written Off Loans B Collection Notice Expansion

M Automated Skip-Pay for Consumer M GL Trial Balance by Date
Loans M GLHIST tracking by employee ID and
M Associated Apps (Wisconsin/marital workstation (coming in 14.1 release!)
property) W Enhancements to the GL Journal Entry
™ ANR Fee Caps function (comingin 14.1 release!)
M Recurring A2A Transfers (“A2AFT”) ™ Improvements to the Show All Codes
M Streamlining Escrow Analysis window in the Lending Queue
processing

Last year we wrote off over $151K in software development expenses
for work already completed, in an effort to take a pause

We'll fire it all back up and get our ROl in the next few quarters




Track along with our team
THE SQUEAKY WHEEL PRINCIPLE IS ALIVE AND WELL

- Sustamable Future

Updated June 2nd 2044

Tl Beta-test of FEP Makes Headlines!

i'l HIT S rase casas s Loatn e |
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_ http://www.cuanswers.com/kitchen/feping.

Beta-Test & Rollout Schedule
Opens the FEP Tirmuwbewe Scmray » for i list eligibibty rdes loe pamicipeting i the FEP bety,
an overview of the rollout schedule, and a summary of CollabRebate incentives being offered
for beta-test partiopants. Rallout to sV CUs begns i Ay and we ¥ be implemanting a batch
svery month through October

L CUINOWETS.COMV. Rl Itiuase_Aanning pho

o What's the swpllatebry of resources? Can the project actualy be compriened n 1me?
e there cegudatory deadlines of Convorsnn Sotes o thed party mardates we have 10 |
retk avound?

What speciiic promises have been made that we am wirking 1o keep?

Wi thers be ample time for alertng dierts and offanng training? Sometimas » bagper !

Peopect i delayed ta » Ister relesse samply 50 thart we have snough tme to offer yeveral | Gmlng R.‘dv 'or FEP
tramng seensony ard Sesemnaton of documentabion o 3l sfected partes. Weach this space for instructians, bps, and to-do Ists to prepare for your credt union’s
15 & beta period mportars Sor this peopnct? Agasn, we often slate propects Sor 5 majer orwersion tn FEP

remave mrgly Secause £ Al be criical to run the changea i the more cortroling
sttt of @ Sete- et befure relaaeng e to the oetrark of leege. Wark £ get
siviheed or eur Deta Test0g process? Moy o the Beta Podl 10 S08 up

R Opers the FEP Rollout Schadude wickshast =

Watch e recording of the Aprd 15th traking (52 menutes)
Read FAQs about FEP in the Answertiook
View the treeng presentation with Query tips =

Who manages this development at CU*Answers?
Unkke & tradtignsl depantiment o spechic group of ssaff, software development ot FEP & Quary: Choat Shaet for Workang with Dades »

CU* Armswwrs bn derven by & naetwcek of i fromm el sress uf the orparizaton e well o Open a cross reference worksheet showing major field and file changes =
exterral plyyers from pertoens t chents snd membens. M are teg ke teams that drive

Ve Sy hei-clany ‘vric: ERe o File Changes for your ALM Verdlor »

Prannon taon 15 FEP in 50 Words

FEP expandead our key account snd trarsaction files, Salonces went from 9 dgas

This Swars constets of tow buw tnnders for e
dVeien (hass W Seveligeontrs ol siln
o SacamEation. Cur paLeIG Flutes 65T, o

QA OIrASE. shus i vl st idetirie 0od shon P ($9,999,959.99) to 11 digks ($999,999,999.99). Dates were standardized to COYY-MM-DD.
y L The “trailer” files were eliminated and consolidated Into the MEMBERx account files. This
WAy CanIn 6 phave B bt - project did not inchude any expansion of the MASTER files (that comes later on!).

1hate bghts 26d |
SUGAGE. celos beskEaides

2 Atie deng
ot 3T entatud pexlects

o 00C Mavvehs

What drives implementation timing?
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FEP Status Update

= The FEP Bata contviues, with 15 CUs aleady cooverted to the expanded Mes, and 52 more
coming with the Sie-4 conversion on June Bth. Convarsions have contiued to be very dean
and CUs are inding the transition to be faidy seamdezs. The macs CUs that we add, the morng
areas got touched, and the MONe ISSUSS W UNCOVer and Can resalve. Our hetas ane eaming

”' e ther CollabRebate and making the process that much smoother for the nexx batch that come
ety on

o An R amie Lot ) Aew R B and Dates for all remaining CUs to roll to FEP will be emasled to off clients 0o June Sth, right after

the 14.0 release goes n.

1 AL 31 203e alrl e ARy 34888 Toae _

(T8 et 14 2034 Tex. 14 014 Sect. 138 18, 2014 Tots! FEP development hours as of Moy 23, 2014: 49,413
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e 9 15 priorities is when someone pushes

How can I keep track of what's coming down the road? » . ey e

Check it & g Pt Yo b o ot m Sevfcumaee] ased on today's priorities
Eetry yoir ot the Leadership Costerence we Inroduos some of the owpis 10t doves and

Progecrs that we wil Be working o0 twer the 0oming vear. Check out the presentanos fram
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ARE YOUR TEAMS READY?

Fri 5/9/2014 3:18 PM

FEP Is On Its Way!

& » @® &

. A . & W 4V . & W 4V 2. &

M Get your teams ready

B Check out the steps on the
Kitchen

B Find out your FEP go-live
date

M Get your Queries ready

B Might be time for some
housecleaning

M Get your vendors ready

B Heads-up to any vendors to
which you send data directly

‘C\ | To
Bt

CU Answers Client Nes

ATTENTION ONLUNE AND SELF P

At lost, we're nearin,

unians every month through October.

{or the iatest news:

hat are aveady Nelping 1 with 1he belal)
« Answers to FAGS

CU Answers Client Ne

FEP is coming to YOUR credit union!
The beta has been underway gnce March with more CUs

being added each manth, And starting in July. the File
Expanson Project wil be implemented for o group of cradit

Our goal is for all clients to be on the
expanded files by November 1+

You'll be getting your specific relicut dote scon via a segar
amail. In the meantime, check cut the EEP/NG ¥iichen pogd

« Tmeline summary showing rofout dates jplus the st of 4

" training session

u'llneedtomckefov1

Sent to all
CUs May 9th

Sent to all
CUs June 9th

Q(,J ) L -
is summer, you have a
*

billion rea$ons to celebrate!

FEP is arriving |yourdatehere] !

The File Expansion Project [FEP| update, which will ramp up your account imits
from @ milion to a bilion dollars, will be similor to a regulor CU'BASE release. The
update does not require that your [T team do anything gxcept! the normal
verifications you do when you ge! any other GOLD vpdate, On Sunday
moming. July 13, your members will experience some brief intemuptions in It's
Me 247 cnline banking and CU'Talk audio response. (Note: It will not be possible
e present a splash page. o you may want to pest a note on your website,) But
uniike a regular releqse, there are some steps you'll neea to toke prior fo the
FEP update,

This summer, you have
billion mSons 1o celebrate!

FEP is arriving soon!

— A—

Step 1: Get Your Teams Ready

P> Lecarn about FEP, ’
» Watch the FEP video. Choose at least one person,
preterably someone who knows a litle about your credit union's

custom Query reperts. to watch this 52-minute fraining session,
B Panr thece FFP FAMR

Check your email or
http://www.cuanswers.com/kitchen/feping.php
for your credit union’s FEP implementation date!
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Data Analytics and Big Data
(Year2)

HI06 0606000606000 M 0606666666 666666 N
O B FEP Phase 2: O
Expanding

Membership
Data




Back to the future...in other words, here we go again!
EXPANDING PERSONAL DATA TO DRIVE OPPORTUNITY
(& (& » @& ® @ ® Cy ® @ ®» (@& (» OV )
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CU‘ASE File Expansion Il - MASTER file

Ver pdetad May 16, 2010

B We’ve started a list of the no-brainers (larger name

Goeneral

and address fields, more email addresses, different handling for T ax e i W et ad e mood o b dahaud, Hood Wocrdiar g Gl
phone numbers, etc.) TI ek e bl

o Add surmame (&, JR, SR, 1)
0 Add member’s former name (for membar's that just get marriad)

M But what we really need to do is focus on the g o imer aed lgrss iedarei
Spouse’s Cell, Work, Fax, Alternate Address Phone, Joint Owner, etc.),

data that will create factories to do more with il

o Nesd mambar's preferred contact mathed.

the people who might become our members... e

o For business accounts, add fields for Risk Ratings and NAICS.
h I h M h o Define one field for birthdate (instead of separate field for birth year).
a n d e V e n t e p e O p e W O m I g t n O t o Identify and eliminate fislds no longer used such as TOTSHR, See Below
O Identify and aliminate fields that appesr to not serve 1o purpose such a3 &, b, ¢. Ses Below
o Encrypt SSN {for PCI DSS)?

. What does CU*BASE need to process hints abOUt ‘r: ;zmw&ﬂ;roﬁh::;::ﬁnkﬂzl:ﬂmwlounllko?-modmombu:mpduqutmonnon—
... . member and also allm: secondary nm\of to show what type of nn{u-m-mbof itis(Le, If thay
O p p O rt u n I t I e S m O r e e ffe Ct I Ve | y ? o :du;:;:mT:; :::umr&n::m::&:m It members name

changes we need to know, See Ides form from Jacinta Pittman from Honor CU
) Add aither CUID or CU#, would be used when reports sre done from Queries 50 you can tell

B What does CU*BASE need to be an effective machine R e

0 Add a way when viewing transaction history to be able 1o view more data about ACH (tems.
TRDESC doasn't have anough information, de wa expand TRDESC or add another file, See

at crunching non-member data opportunity? o' cte o e Forn o Saan Aon o it Tt U

0 Add ability to see enroliment dates for e-alerts and e-notices.
O G/Us large enough?

B What does CU*BASE need to be the premier source for o o TR
everything about a person, or business, that is
interested in being a contributor to your credit union?




2015: The year of setting the stage and launching

the project
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M CEO Strategies in November 2014 will be the first look at a draft of our
membership data expansion project
B By the way, MDE isn’t exactly rolling off the tongue — got an idea for a “FEP”-worthy
nickname for this second phase?
M 2015 Leadership Conference will be a early look at some prototypes and a stake-
in-the-ground commitment to this database investment
B We'll review the results of our February Data Investment Symposium
B We'll review the existing basic file expansion goals
B We'll introduce some new files and how they will expand opportunity

B We'll introduce some new tools and even vendor allies that can help capture the imagination

of members
From there, we’ll grind it out just like we did with FEP/ING

But there will be a new target:
How would Internet retailers look at the data they need to be successful?

é
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Data Analytics and Big Data
(Year2)

D
,,,,

B Data Mining,
Data
Analytics,
and Data
Exchanges




From: no-reply @cuanswers.com Sent:  Frig/B/2014 5:30

To: [# Joe Linstrum
Cc [® David Damstra
Subject: MyCUToday Alerts : Honor Credit Union June &

MY CU TODAM

MyCU Today Alerts

Monroe Credit Union
Daily alerts for John Smith

Berrien Springs Checking (3) Balance $9,700,593 WedJund4 59647136  $9,698.917 59698917 39,698,917
2 Dowagiac Escrow (3) Balance 535,812 2.2 Wed Jun 4 £33.598 £32.398 £32.398 £32.398
3 South Haven Checking (3) Balance $2.487.974 15.4 Wed Jund 52095777 52186015 52186015 52 186.015
S s Y sowe omme SRROTOREL L,
1 Miles Closed Mbrs Y--d Wed Jun 4 136 106 106 106
2 South Haven Closed Mbrs -t-d 98 2.1 Wed Jun 4 89 T 1 T
Ki Plainwell Mew Members Y-t-d 137 2.2 Wed Jun 4 119 102 102 102
4 Coldwater Closed Mbrs Y--d 151 2.0 Wed Jun 4 140 112 12 112
|| Transacton Daa _---————
1 Saint Thomas Shares (§) Deposits A100.0 SatJun 7 $30.,025 £29,622 $29,622 $29,622
2 Saint Thomas Shares () Withdrawals $U -100.0 SatJun 7 528.217 $31.224 $31.224 $31.224
3 Saint Thomas Checking (#) Deposits 0 -100.0 Sat Jun 7 78 v v v
4 Saint Thomas Checking (5) Deposits 50 -100.0 Sat Jun 7 $59.802 65,830 $65.530 $65.330
5 Saint Thomas Checking (#) Withdrawals 0 -100.0 Sat Jun 7 453 442 442 442
B Saint Thomas Checking (3) Withdrawals 50 -100.0 SatJun 7 561,436 567 462 567 462 567 462
T Saint Thomas Certificates (3) Deposits 30 -100.0 SatJun 7 $4.797 $6.309 $6.309 $6.309
8 Saint Thomas Certificates (3) Withdrawals 50 -100.0 Sat Jun 7 55 458 57151 57151 57,151
0 [ P R i P FTTY M =~ TN ANnN N Ot iy 7 TH407 T47T4 TH47T4 T474




Transforming the way we think about data
COULD WE CHANGE THE WAY YOU LEAD BEFORE 6:30 A.M. EVERY DAY?
(@ a® » @ » QU » @ » QQ »  »

N Sl Bl Sl Sl S Sl S S SO S S

What if...?

B ...you could have an intimate relationship FoR L ie s i sa e e don-.
. i ~ JD Houston
with your data every day?

[f you want something in your life you've never had,

B ...you could share it with whomever you
wanted, every day?

M ...we trended that data and made those
graphs available no matter where you
were?

www.Daildl "tioﬁalqunlc.\.in 4

B ...we worked together and changed the
.. ] An advantage based on the cost of data,
competitive landscape for an industry and how data makes us different, how we’ll

how they thought about data? innovate from data, and how all of our
operations will be more effective

What if we could get started on January 1, 2015?




From: no-reply @cuanswers.com Fri g/8/2014 5:30

To: #| Joe Linstrum
Co #| David Damstra
Subject: MyCUToday Alerts : Honor Credit Union June &

MY CU TODAM
MyCL “lerts

Monroe
Daily alerts , CU*Answers announces the first

data warehouse in its 40-year history

Area of Interest

1 Berrien Spri Checking (3) Bal ) d
. errien Springs ecking alance MyCUTo ay

Dowagiac Escrow (5) Balance
3 South Haven Checking (§) Balance 5 A warehouse that lives in the Intel server
environment and is updated every single day in

& Area of Interest the CU*BASE processing cycle

1 Miles Closed Mbrs -t-d
2 South Haven Closed Mbrs % -t-d g .

3 Plaingel Mew Members Yt-d A warehouse stripped of personal data and full
4 Coldwater Closed Mbrs Y-t of the performance data you can share

with the world

= Area of Interest

1 Saint Thomas Shares () Deposits -
2 Saint Thomas Shares (3) Withdrawals - ! 5318

3 Saint Thomas Checking (#) Deposits Jun 7 7
4 Saint Thomas Checking (5) Deposits 50 Sat Jun 7 565.8 565,830
5 Saint Thomas Checking (#) Withdrawals 0 Sat Jun 7 44 442
B Saint Thomas Checking (3) Withdrawals 50 Sat Jun 7 567 462 567 462
7 Saint Thomas Cerificates (5) Deposits 50 -100.0 Sat Jun 7 $6,309 56,309
g Saint Thomas Certificates (3) Withdrawals 30 -100.0 Sat Jun 7 37,151 37,151
[ ] [ P R i P | T & ik T [ [P R TN ANnN N Ot iy 7 TA7TA4 474 TA47TA4



weltome back Michael Jones

More than ever before

you can now see exactly what is happening on the ground at your credit union

. heckng Averaoe |

MY CLI TODAY has the tools for you to be in controf
Send an atert
If»' chamges by VR,

comparey 90 Day Ave

at the following branch(es) = Main Branct

ALL ALERTS

* Downtown Branch

* South Branch

" somedhexample com
* other@another com

* oremorediomall com

JUST SEND ME EVERYTHING

Save Alert

DELETE] [BUPLICATE

DELETE [DUPLICA
DELETE] [DUPLIEATE]




Logged in

-~
' -
e

SION-UP FORR MR

T

vsernane: [ oo New User? REUSTER MERE

Welcome back Michael Jones

SGN-UP FORRMRG

EXAMSHARE EXAMSHARE

SHARE EXAMS

N NOw See exact!
T s b ! 34 bt
0n, Whether you need 1o Rno

Chocat

132



WAIN

Data has never looked better.

Move than ever before, you can now see exactly what [s happening on the ground at your ! =
credit union. MY CU TODAY has the tools foc you to be in control. ‘ _

Th A <
hare a Acounts

Quick View ’ i & i

[ Chockong Avoiage Baiance - JRTRERERNGN ~> 21 24 gl v 20 2014 S wook - J GO |

133




Grasp at the speed of light
AND DATA THAT ALLOWS EVERYONE TO PROVE THEY ARE PLUGGED IN
P Q » Q » Q P Q »p Q »p Q » &

& . > J W 4 - W — - N et ) 2 — 4

B What if you could cut the cost of trending basic data for your board to $0.00?

B What if you could direct employees, management, the board, or even third
parties to track the key data along with you on a regular basis?

B What if we went from a few dozen basic data concepts to hundreds of new
answers presented daily?

B What if we then pushed all of these answers to our members as well?

B A portal for credit union owners to track along with the business they’re building

What if we set a goal to start a competitive race in
the CU industry to prove that online cooperative o)
activities were as cheap as $25 a month?




Analyzing Member Self-Service Products — — - | Analyzing Member Self-Service Products

Info
Goal 4: 04/2013 04/2013 05/2013 05/2013
Description Members % Members % Members % Members 9%

Network Links
Summary

ATM 850 19.8% 850 20% 850 21.7% 873 23.6%

Details

Checking/Debit 773 18% 773 19.7% 773 21.5% 880 23.7% b e okidien

Credit Card 295 6.9% 295 7.6% 295 7.7% 328 8.9% Goat1

Audio Resp Active 193 4.5% 193 3.9% 193 3.9% 140 3.8% | | Goal 2

PC Banking Active 1,245  29% 1,245 30.8% 1,245 33% 1,330 35.9% | | Gosi3

Goal 4
E-Stmt Enrolied 825 19.2% 825 22.2% 825 23% 1,013 27% 7

Goal 5

Bill Pay Enrolled 340 8% 340 9.2% 340 9% 409 11%

Cancel




Transforming where we present data
RESPONDING TO THE MOBILITY OF OUR CHANGING MARKET
(@ «Q » @ » QU » @ »  » ®
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What if...? [f you want something in your life you've never had,
. CcuU % BASE could prese nt our dashboard you'll have to do something, you've never done.

N . 4 ~ ]D Houston
data in the browser-based tool, safe for
anyone to see?

B ...every wireless brainstorming session
had dashboards?

B ...your board members could safely
browse dashboards?

www.Daildl "tioﬁalqunlc.\.in 4

B ...any third party you wanted to see your
opportunities, could do so without any Are we ready to fuel a new perspective on

connection to CU*BASE? searching for opportunity, pushing our
dashboards to spaces beyond today’s limits?

What if we could get started in 2015?




Pushing data to the edge

CAN YOU ENVISION DOING BUSINESS IN A NEW WAY?

. A .l Bl S Bl Sl S S SN S

B Today, CU*BASE data belongs to the
people who sign on to CU*BASE

B Tomorrow, CU*BASE data could
belong to people who do not even
know how to sign on at all

B Your credit union executives

B Your credit union board

B Your credit union member-owners

B ...oh heck, anybody you choose to let in

i Y
v, & '
= By < N -
ey L o e e
— S = . ek =

It’y '7&] [)';m

Continued development of CU*¥BASE
and self-service products for
members

It SI/’Y? /?ﬂ}m
Board

Introducing new products such as the
Board website and “It’s My Data 247"

for the mobile world

Introducing new products such as the
Board website and “It’s My Data 247"
for the mobile world

It'smy /?%247
Owner

Leveraging “It’s My Data 247"
through It’s Me 247 for the owner’s

perspective in every member

It simply takes a mindset shift to say that we can include
everyone in the search for opportunity and communicate
what was once thought to be insider information with the

outside world —in a

safe and very quick manner




Analyzing Member Self-Service Products

Self-Service Products ‘.

04/2013 04/2013 05/2013 05/2. — 14/2013 05/2017
Description Members % Members % Members % Member- RE M
. ATM 850 19.8% 850 20% 850 21.7% 873 23.
. Checking/Debit 773 18% 773 19.7% 773 21.5% 880 23.7% CU *Answe rS announces the development Of 73
| . Credit Card 295 6.9% 295 7.6% 295 7.7% 328 8.9% i browser_based mOdUIGS for mObiIe executives \‘E‘i~ |
i . Audio Resp Active 193 4.5% 193 3.9% I‘M and the people they bralnstorm Wlth
. PC Banking Active 1,245 29% 1,245 30.8% 1,24
[l s envoted Bt AR AR A6 2 Browser-based toolkits that interact directly

A0 S0 22 0B 40/ 96 with CU*BASE data, sanitized to remove all
private member information while doing a deep
dive on the data about members and your credit
----- T ————— union that can make a difference

Comingin2015/2016




VS Session 3 CUSBASE GOLD - CUTANSWERS TEST CREDIT UNSON (€U
1ere WoutG you startin R
GL Budget Variance by Group

p“sh]ng data to m.mb.'s? (oo w1 powmaweis P Wi G s - A
' i Group Description Actual Budget Variance
‘ Subtotal:  Income 15,612,776.67- 20,237,485 .88 - 4,624,710.21 22.85-%
b 550 1550 s s s Subtotal:  Expense | 10,060,567.42 | 14,618,0600.48 | 4,538,241.06-]  31.04-%]

B Of all the dashboards we have s

t d d ” h . th [File Fdt Took Help
y GL Budget Variance by Group
[ ] [ ] . ‘
futu re, could you prioritize the | ComD o #records shown 19 Fikers in sflsct.  Wet Tncone UL Grouws - Het Tncome
i =
ones you hope to push to | T
y p p 4 35,493.80- a81,256. 35 :
(OTHER ITNOOME 5,404, 490, 2‘- 6,908, 13276~ 1,443,242 %2 20.00-5%
? | I Subtotal:  TIncone 15,612, 776.67- 20,237, 40600~ 4,624,710.21 22.05-% r*d
”|ernbe [Sr |SALARIES 3,581,980, 84 4,963,263.00 1,381,282.16-|  27.83-%
‘EMMEE BENEFITS 1,600,847.72 2,799,969.56 791,141.84-|  32,96-% "
| ‘o6 BOARD AND STAFF EXPENSES 192,118.13 230,129.64 26,011.51- 16.52-%| | p969.15 1,56-3
ot ASSOCIATION DUES 12,421.29 20,201.80 7,100.50-1  38.51-%
; OFFICE DCCUPARCY 596,412.92 1,021,648, 52 325,227.60-  31.03-%
Session 4 CU*BASE GOLD - FILTERS 09 OFFICE OPERATIONS 1,495,109.39 2,005, 420.72 590,311.33-|  28,31-%
10 EDUCATIONAL AND PROMOTIOMAL 200, 485 .30 337,097.04 136,611.74- 40.53-%)
G type et Tocons 1 ~ | 11 LOAN SERVICING FEES 484,231.74 681,133.80 196,902.06-]  26.91-%
) e — ‘ 12 PROFESSIOMAL Ao OUTSIDE SERVICES 224,490, 12 444, 64052 120,16%.00-|  2¢.02-% |
Actusipariod GBI (B DAYYYY]t0 : Dac: 2812 13 WISCELLANEDUS EXPENSES 468, 504,13 570,443.40 103,159.27-| 18,195
Bodget period  Jan 2013 | [5] (MNYYYY] o Dec 2013 | [F] [MMYYYY] 14 |PROVISION FOR LOAN LOSSES 342,916, 00 1,723,999.92 1,381,083.92- 80,11-%
Varlance > § .60 15 LOAN INTEREST EXPENSE #1,366.85 51,999.96 10,633.11-|  20.45-%)
R o 16 DIVIDEND EXPENSE 404,676.53 534,692.52 129,615.99-]  24.28-%
i 17 MON-OPERATING EXPENSES 220,62%5.86 445, 06000~ 674,485 .06 151.28-%
Jump 10 GIL acct Subtotal:  Expense 10,000,567 42 14,618, 08040 4,%38,241.06-]  31.84-%
Budget group 0 salecied ry
GIL account 0 sstected |
Branch 0 seleciod 40,308 records Total Net Incomo 5,532,200.25- 5,610,670, 40- 06, 469.1% 1.56-%
Group desc contains |
Account desc comtains
| R L ETEY

Sad5i G4

Do you know why you post an income statement in your lobby?
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“If you can create a browser-based version of
dashboards, how about browser-based versions
of opening memberships? Opening loans and
checking accounts?

M
O
O

. . . . |
“Heck, if you can do this, why not just write a
browser-based version of CU*BASE?”
|
...a CU*Answers employee during a
brainstorming session on It’s My Data 247
|

y answer?

i

-

One trick at a time

Let’s build a production facility big
enough for that kind of future

Let’s build an audience ready to take
advantage of that kind of future

Let’s start with the customer-owner of
credit unions, so they can get an inside
look at their credit union’s opportunities

It’s only time and money
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CU*BASE Analytics

A maturing approach with more
expected outcomes than ever before

How do we take it up a notch?
Where do we go from here?



If lwas inyour shoes today...
...l WOULD FIND SOME NEW STATS TO HANG MY HAT ON \

IS SN oo SN v SN 5o SN ST SNT CUANSWERS
Executive Study Groups

1y

You Are What You Study

B All of this data stuff...the features...the
webinars...can seem like a lot of noise to
teams that are worried about their future

B To me, the point of data is to find the
insight that will put our teams to work on A&
the things that will ensure our success

B We are distracted by the things we must gl
do...for compliance...for reporting...for —
affirmation...and sometimes we miss the
Slmp“C'ty of what data can tell us: If | was at a CU today and wanted to brag
who we should talk to about a stat, it'd go something like this:

“We’ve identified 500 pools of members to
talk to regularly, and we completed 100,000
conversations during 2015”




Wedo it because we think we have to
WHEN WILL WE DO THIS BECAUSE WE KNOW IT’S THE WAY TO MORE OPPORTUNITY?
(@ w » § » @ » QW » @ » W » wW@ » QU » ®

vi Auditing Functions menu>
L] Today, Abnormal Activity R LR R TR #28 Monitor Abnormal Trans Activity

File TSt Took Help

Monitoring is a solution for |EEEIEEECIL
Member group to monitor 1 n THDTVIDUA
log-management umm—————— :o'*": ey o ot i Do ibgoce o
. Aft er th e f ac t, r eV|eW Wha t ' Account l'lin"ni{-?'u’ Wame  Ape © Orgin . FTeans | Trans Dollame | Trans Dolars | Rk Laval '
0 AonORaL |0 05/28/13 | -3
happened and look for " A ————
anomalies, research why o el |08 720713 2
. : g e
people are on the list and ! e (09 05/28/13 -3
. . . a CREDIT ¢ 7 312|HICH RISK |Op 08/20/13 |3
decide what action is needed |l sl b0’ e : bt w3

e

e O O e e e A=
File EM Took Hel

Current Month Activity Compare

Member ERIN
Membar branch 1 Activity branch 0.e% Most used beanch 0.o%

Member Connect

Print Repont e

S - - TELLER PROCESS 850 435 3 883 2,462 5 1,458 1,848 3]
L JB o RLUIRE Sl A SHARE DRAFT FR 15% o 4 2,000 0 5 4,137 1,125 v

el b JOURNAL ACCT T oo o 4 2,376 2,150 1" ans 464 a

Let Audit Link ACH HETWORK PR 206 1,004 3 345 2,205 3 3,504 3,050 0
do the work ATH NETUORK PR a0 0 t 52 a0 2 a52 335 o
PHONE OPERATOR a 0 0 3 0 0 1,335 1,234 1

for you! CREDIT CARD PR 408 0 17| 2,576 6 55 514 sa q

AUDIO0 RESPONSE o 0 o 1,514 1,359 3 3,214 3,109 7

AUTONATIC SYST o o i 1] 0 2 ab n 1




Tomorrow we need to master the art of anticipation
A TEMPLATE FOR TOOLS THAT MONITOR ACTIVITY AND RESPOND INSTANTLY
(@) () > QW » @« » @ » w @ - »

N Sl Bl Sl Sl S Sl Sl S SO S SO S SO o SO By

B Define a group
B Who should we watch?

B Define the activity

B What activity are we watching?
B Define the thresholds

B What activity is normal, vs. what activity should get our attention?
B Rank people’s activity

B Compare activity to the thresholds and show the biggest deviations

B Passive monitoring vs. Proactive monitoring
B Watching for things after the fact vs. “Our 100,000 conversations were a

stopping the activity before it happens... combination of phone calls, web

PpINg _ Y o F_)p chats, and automated responses by

or accelerating the activity for gain our computer system, running on a 5
very tight train schedule” <




You must create this core competency inyourCU

P P P P NP &

B We’'ve always had the desire to stop things, to avoid fraud, to control activities

B If we worked just as hard to start things, to engage activities, and to embrace
what the member wishes to do, we could turn the corner

B What should we watch? AMAZON o mmuoncom Tosmysvess GHCmss 5ty
B What triggers should we respond to? D ent < Sawch | A
B How do we make instant offers? Related to Items You've Viewed

You viewed Customers who viewed this also viewed
| ”

B How do convert the word “abnormal” to “opportunity”?

B How do get you to focus on this so that we focus on this development for the next five years?

B If you really wish to be an Internet retailer, we need to be able to script Internet
interactions unlike anything we’ve been able to do to date

“We had a long history of choreographing interactions with
members to stop stuff...we took what we learned and had o)
100,000 conversations with our members on how to start stuff”




Knowing what you wish to see and anticipating what

you will do with the answers
®» | P QU D QU DD QU P Q[ D® QU D Q@ D
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B In the next generation of A.S.A.P. (Ask, See, Act, Profit) dashboards, we need to
focus on some bigger answers
B What is the member’s net patronage?
What net loan payments did we expect, versus what we got?
What was the last three years’ worth of net activity on any G/L?
What was the last three years’ monthly yield on any loan G/L?
What was the fee income variance for the last three years for any fee?
What commissions were earned by any employee in the last three months?
What was...?

What do we anticipate all these things will be next month?

If this list seems short to you, it’s because | know | can get most of the
other answers | want by manipulating features we have today

So what will your top 10 questions be for the system in 2015?




What would you do with these 3 pools of members?

EVERY MEMBER, EVERY ACCOUNT THEY HAVE, ANALYZED EVERY DAY
® @ » @ » Q@ » @ »p Q »p (@
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File Edit Tools Help

Patronage Group Analysis

e
8 Net savers 15,669 52 $231,732,185 90 $7,266,696 $224, 465, 489 38

Net borrowers 13,002 43 $24,479,781 10 $387,026,615 98 $362,546, 834 62

Net zero 1,349 4

Total members 30,020 $256,211,966 $394,293,311 $587,012,323




If you worked this list consistently, what would you do?

EVERY MEMBER, EVERY ACCOUNT THEY HAVE, ANALYZED EVERY DAY

®» @ » @ » q » @ » P @
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File Edit Tools Help

Member Balance Detail

")

# Household

» Balance Summary

Year 2014 Filters in effect

Records 33,829 Active 32,712 96.7 %

Members 11,630 Closed 1,117 3.3 % 314,779,929

Date Date Current Average Average
Account |Typ Seq Typ | DIVICDICAT Name Opened Closed Balance Daily Balance | EOM Balance
574| 00O SH |lSH  |[--------- ER UWILLIS 12-12-1964 331 331 331
574| 900 G e e e ER WILLIS 09-01-1983 66 104 104
12-14-1964 ; 5

579| 002 SHOIEST s OWARD E 01-16-1993 2,515 2,515 2,515
593| Doo SH |ISH  [---77----- ALTER H 12-12-1964 76l ibl 76l
593| 002 SHO S R e ALTER H 01-16-1993 2,509 2,509 2,509
593| 900 OE: (91, @ [EEEsssssss ALTER H 11-01-1982 522 312 539
593| 055 SHE SR s ALTER H 02-19-2014 75,000
601| DOO SH |[SH  [-------- MAN O 12-12-1964
601| 645 EN99 el s MAN O 11-02-2007 8,374 8,374 8,374
601| 693 oc 99 2 |[--—-——----—- MAN O 05-18-2004 994 994 994
601| 811 gee |98 e MAN O 12-03-2001 7,359 7,359 7,359
609| 00O SH |ISH  [--------- ARLES F 12-12-1964 2,281 2,280 2,280
609| 019 sb MM 0 |- ARLES F 11-24-1997 63 63 63
609| 300 cp B  [-mmmmmm—- ARLES F 08-20-2002 1,500 1,500 1,500
609| 301 co B [ ARLES F 01-29-2007 53,908 53,892 53,908
613| 00O SH |SH = |[---------- OLD 12-12-1964 3,969 3,669 3,969

w Checklist « Credit Report « Inquiry r*d




Instead of a single view, what if you got creative?
EVERY MEMBER, EVERY ACCOUNT THEY HAVE, ANALYZED EVERY DAY

= | B

File Edit Tools Help

Patronage Group Analysis

ar  (zo1a

Branch | EY At Branches Member designations 00 selected

Account base | 4 Application type Select 00 selected
Gender ® i @ Female © Male ©) Other Dividend application 71 selected
Tier level © Basic @ Levell @ Level2 © Level3 CD type 00 selected
Jump to name starting with | ] Loan category 0000 selected
Search for name containing ) Business 0000 selected
Member type @ All @ Individual @ Organization Goals 0000 selected
Age range ] to [
Active/closed @ All () Active ) Closed : H
: : : What if you sliced net
, o , _ savers and net
The primary purpose of this application is to get a breakdown of members balances into the following areas: .
£ NetChves borrowers 365 different
2. Net Borrowers ways, 365 days a year,
3. NetZ .
R and then you worked it
Use the filters to refine the list for your specific needs. .
every single day?

What kind of factory o)
would you build?




Building factories
DATA AS THE RAW MATERIAL FOR MANUFACTURING OPPORTUNITY
®» @ » Q » Q » Q » Q PP Q »
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B This is how we envision call centers (if
we envision them at all)

B Pleasant, rewarding, people helping people,
butterflies, puppies, and kittens
B But will our vision of how to work
opportunity yield the futures that we
want and our members need?

B Sometimes you have to ramp it up

“We realized that we had about 11 groups
identified as opportunity pools...pitiful. We

set a goal of finding 500 pools. It took us 3 S,
years, but now | can’t slow down my team”




Building factories

DATA AS THE RAW MATERIAL FOR MANUFACTURING OPPORTUNITY

P R P2 QPR PR PR PP

B This is the call center | envision if we
are going to wake up 2 million people
and 250 organizations to the
opportunity we have in the future

B Everyone wants the results from the

work, but do they want to DO the
work?

M If we had 250 operators mining the
data from 250 opportunity pools every
day, could we transform our futures?

If you had to list every opportunity pool that you
worked consistently, how many would there be?

Can you quadruple that in 2015? Are we just o)
getting too cute with our expectations from data?




Building factories
DATA AS THE RAW MATERIAL FOR MANUFACTURING OPPORTUNITY
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B If 250 operators were pushing people
their way, wouldn’t that turn your
three credit union employees into
superstars for satisfying members?

B What if CU¥*Answers could build 250

opportunity pools for every CU to
work?

B What if CU*Answers would buy the
leads and pay to do the work?

- HOW WOUId yOU Sp|lt the prOceedS? “Oh, when | said we completed 100,000

conversations, | meant our network did.
My staff, the CUSO’s staff, some external
consultants, and our 24x7 software

services. It’s a new day. | had to build a o
new team to get this done.”




Inspiring new A.S.A.P. toolkits from CU*BASE

WITH THE INTENT TO PUT THEM TO WORK

B We started a program with our staff
to build factories to identify
opportunity pools, design the
template for how we work those
pools, and envision how we could
field the team

B Do you think you could use this
template with your staff?

B We plan to embed these campaign
templates in our help for every
dashboard (well, aimost every one)

Building the Fccnry

Vol. 3: Increase E-Statement Enrollment
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" Management Services




Inspiring new A.S.A.P. toolkits from CU*BASE
WITH THE INTENT TO PUT THEM TO WORK
®) (o ) (- ») OV ’ (|
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Vol. 2: Increasing Plastics Usage
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Vol. 1: Credit Report Data Mining
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Building the Facliry
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Vol. 4: New Member Outreach Whot is the Campaign?
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What elseis inyourpacket? {. Oynacash”
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Taking Cash Automation
To The Next Level!

|

Audit & Compliance

Our Favorite Dashbaardh and fieports
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Tonight's Stockholders Meeting

-

-

-

-

B Owners, see you in the “pre-function” area (a.k.a. out in the hall) at 6:30 for cocktails

B Join us for dinner back here at 7:00

B Meet your Board

B An uncontested election this
year...but come hear from the

. Strategic Priority #1:
candidates

Reaching for More

B Come hear what Bob has to say ‘Opportunity

about our numbers, 2012 and L P
ear-end 2013 »
y CU'A.NSWERS | - m

WELCOME!




Pass ItOn...
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B As always, all materials related
to this week’s events will be
posted on our website

.

¥ Walking in the .. * |

ntip 2014 cuanswers.com/

Walking inthe Members' Shoes

s M EOMMODA NN MOSIEATION VENDON 1X

Leadership Week Events

june 1719, 2014

Join us for several d T el evenes

ASE Leader

TOUNGIng our annual Cu* hip Conference. Desgned for % A0d SPIOT Credst union

Joaders 7S Leaderanip Conferencs proy

UOHOE CODOTTLOTY 1O et to NeT with Wour geers and Negs

O ATSWerS WEON for our partnership Surnng the coming year

We hope you wilk join us for ahst always proves to be 2 fun energang and insp

g tme togethert

Ny Vet o Ko DIy Eeicley. e & 2004

For ol participants sttencing ths yaac's events. in the pop music wene. the XFactor s

that little extra something that transforms ardinary ireo superstar. While we might not A Aacnon
be able to gt you & recording contract Xe=nd can be that X-Factor that makes your 235 Louis St KW

credt union a superstar i the syes of your members, Join us for an nformative session Grand Ragids. M1 49503
where weD expiain how mend (ould provicss that missing something you need 1o put

FOU DM INE S0P WIth your members. Laarn wity 50 many of your peers have aveady

tapped Into Xrend and discover how you can put their “X-Factor” ta waork for you!

Altexy this event. dnd enter your ndme for @ chante Lo win 2 CONCert IXNels 1o See S

Alars farer the same evering. There il be ravclom crawings af the cookzal recaption for
7 pairs of concert torets.

Xtend Annual Stockholders Meeting

For CED and/or Scard Chairs of Xtend owners only, Hear about the CUSO's perfarmance

aver the past yesr, and look ahead 10 the coming year. This meeting 7 also the ofMdal AW Mscriglr
elecmon 10 IR any open 505 on the Xeend Board, 735 Louls S5t NW
Grandd Rapids. M 45503

Arteod this event and erier your nsme for & chance to wir T concert tvets o see S
Arer e S sverming Theve Wil B¢ ranalonm GYamimds Al (e Goovtal racaption iy
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A big
THANK YOU
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for coming!



