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Welcome!
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Just a second..l think a little primal scream therapy might be in order

Stand up...let’s take a few seconds to think about the past year
We all pushed really hard, and maybe it was even harder than we thought it’d be

EMV conversions...what the heck did we get out of that?

Bill pay conversions...not sure they went exactly the way we thought -
The official 2016

Cybersecurity announcements and patches galore...will it ever end? C%’;ﬁg‘;";_ﬁrs
Crazy stuff related to Java and Client Access ﬂf
GUAPPLEs that locked up right in the middle of a release...142 of them?!? . A

A new images member portal...which has me scratching my head

A rush to same-day ACH...just to hurry up and wait

The world excited about CECL...only to have it delayed until 2023

Etc., etc., etc. ... I'm sure you can think of dozens more

Now get ready to do it all over again in 2017



How you see yourself might be holding
you hostage and limiting how the world

sees your future




Burn it Down

Why does someone say no before they even hear an idea?

“We'd

never be 4 £
If I could }{ill a \VOI'C{ and watch’it die
all Owe d tO 2 I'd”Poisor: "never,” shoqt ”goodbyeg'
¢ eat “regret” when I felt I t}ad the ' nerve
)) Th e ru les Say Yeah, I'd pound “fear” to a pile of sand
try th at. als ’ 99 Choke “lonely” out with my bare hands
we can’t... FA*timg hate™ so that it cangbe heard

If 1 cotild 0&{ kill & word

We can be crippled by the words we hear in our heads

The first time | heard this song, | started thinking of words |
wish we would eliminate from the credit union narrative
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Burn it Down

Our catchphrase for 2017, on the way to winning in a new reality

For every person or organization,
there was a time when everything
seemed possible

On the way to the unthinkable
becoming possible, life happens, and
barriers arise that teach you there
are limits...before you know it, you
accept those limits without question

Where do you find the energy to
break through and burn ‘em down?

There is a youthful exuberance in the
phrase, “l can’t wait to play the game”

There’s a sad resignation in the phrase,
“I'm not up for the fight anymore”

Where are we?




“l can't wait to play the game”

2016 Executive Study Boot Camps: Leadership Transition in Action

Boot Camp Goals

2016 Executive Boot Camp Series
© Spend quality time with a different group of

- 18 candidates were selected

leaders from within the CUSO, potentially the

next generation of leaders m Nominated by their credit union

. m 1 representative per CU
~| Challenge the CU*Answers internal status

quo and sacred cows ~ Four 2-days sessions (8 days total)

m 1 session per quarter; participants must attend

~ Take a deep dive on two emerging value all 8 days to graduate

propositions for credit unions and our CUSO: m CU*Answers pays overnight lodging and food

m Data Analytics

- Work-study program

™ Building Cooperative Solutions (DIY / DIT) ™ Graduation projects will yield tangible results
for the network




“l can't wait to play the game”

2016 Executive Study Boot Camps: Leadership Transition in Action

2016 Executive Boot Camp Series 2016 Executive Boot Camp Series
What Makes Data Valuable? Building Solutions in a Cooperative
Can we build a significant data analysis Can we prove that our network participants
competency in our network? have the leading voice in our solutions?

L to R: Brian Sprang, Rick Burden, Deb Slavens, Chris Mulder, Sarah McNeil, Kimberly L to R: Curtis Onofri, Lindsay Beyer, Robert Shane, Angie Szatkowski, Deb Slavens, Kevin
Youngblood, Mary Dlugokinski, Gretchen Jungnitsch, Mathew Stuart Finneran, Deb Bauer, Reid Lundeen, Nick Montie

| want the network to thank these professionals for the year they’ve put in

/ What started as 8 days will end as a year of emails, constant challenges...and a lot of work




“l can't wait to play the game”

2016 Executive Study Boot Camps: Leadership Transition in Action

2016 Executive Boot Camp Series

What Makes Data Valuable?

2016 Executive Boot Camp Series

Building Solutions in a Cooperative

Graduation Projects:

~ “Building a Factory” Project

W Individual project to author a book in this
series and activate it in their credit union

~| Building a Collaborative Data Analysis
Business

W Helping us build a job description, ideas for
what we sell and how the customer would

earn on what we sell, and ideas about how to
' credit union to be in this business

Graduation Projects:

"~ Increase Customer-Owner Participation in
the SDLC

m Collaborative project to develop a crowd-
sourcing tool for project prioritization

~ Publish a CU Designers Handbook

® Individual project to write a handbook for
getting a project done with CU*Answers
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The Software Development Factory

Warranty Adjustment Architectural _ Card Conversions CU Conversions/Mergers

7 Changes
3

Software
Enhancement
187

Program

Modification
741

GOLD Screen /
Modification

13

27

Custom Forms
547

Custom Internet
Application
81

89 Generic Forms Feasibility Research

5

1

i

il

adl

il l

Projects
currently in
Track™IT

(all types):

914

CUANSWERS Monthly Monitor Recap

CU*BASE May 2016

Thi CLUP* BASE Moiithily MONROF PECED (& SESgnsd 10 kbej you INFermed on 8 ongolng bass of Mt
Improvements, vendor enfancements, and otfer miscelaneous changes to (U BASE and &

ore softmare oroducts. This seecfie Monibly Monbor lecan covers programimey charges
Img

CL=BASE February 20146

En  CU=BASE April 2014

http://www.cuanswers.com/resources
/doc/release-summaries/



Crowd-sourcing for Project Prioritization

Making sure credit unions drive our cooperative

J All Projects * || Created by Dawn * || Created by Karen * || Proxy Inbox * |

[ Mew~ £ Edit~ =]View~ 9 Enablelocking 4 Fiter T Restore = FitScreen 4 Search~ || [x]o]
Edit Project C... = Project Summary Created Created By Praject Type Project Status ~ Team Leader (Admin)
Edit Definition | 42152 Changes fo Credit Scores in If's Me 5162016 3:03 PM Dawn Moore Software Waiting for Eric Henning bi“board et %
247 (web-only verbiage and layout Enhancement Pragramming sussance Now & Sme - (ol frsomt
changes) Resource Summer Festivals  News  Hot100  Bilboard 200  Charts  \ideos Search Eillbosrd a
Edit Definition 42141 Add mechanism to store attributes that | 562016 11:26 AM Dawn Moore Software Waiting for Bab Colburn
are received with soft-pull credit reports Enhancement Programming
Resource THE HOT IOO
Edit Definition 42138 Receive and retain Payveris subscriber | 51672016 11:.19 AM Barb Cooper Software ‘Waiting for Eric Henning
data with a full refresh. No purge is Enhancemeant Programming
reguired. Freguency will be determined. Resource | |
Edit Definition | 42137 Add check detail o the Payveris 516,206 11:09 AM Barb Cooper Software Waiting for S ey e ] e St w2 ®
transaction history file and provide 3 Enhancement Programming o e !
purge process Resource HIGHLIGHTS
Edit Definition 42136 Retain Payveris Bill Pay transactions in | 5/16/2016 11:05 AM Barb Cooper Software ‘Waiting for Topd0-Chartscom e | e | e | N 2 e
a new history file and create a purge Enhancement Programming i - video g R
Drocess. Resource AN T [+ 3 Cont stop The
1 > Feeling
Edit Definition | 42116 Retain the credit report decision 5/11/2016 2:15 PM Beth Barron Software Waiting for remplsnd el . I L T 15 1
information Enhancement Programming T i 1o~ [0
Resource - A 4 B e amoony 1o 1y 5
BY Do 5o 3
Edit Definition 42035 Allow for Enrollment in Text Banking in | 4/29/2016 842 AM Eric Henning Software ‘Waiting for @ e
It's Me 247 Mobile Web Enhancement Programming Don' Lot Me Down
Resource v 5 353%275'5333”* 73
! 1 o ! v
Edit Definition = 42034 Allow for Enroliment in eNotices and | 4/29/2016 8:41 AM Eric Henning Software Waiting for Eric Hesieis I°
[l eflers in It's Me 247 Mobile Web Enhancement Programmin T - veors
- Resgbun:e . &P iHeartRADIO + B ke Comorm ®
Edit Definition 42033 Change "Activity” to "Held Funds" in It's = 4/29/2016 8:40 AM Eric Henning Softwars Waiting for Eric Home > Top 40
e 247 Mobile Web, when displaying Enhancement Programming
that there are Held Funds on an Resource I TOP 40 CHARTS
account
Edit Definition 42030 Add Cerificate of Deposit "Bump my 412912016 836 AM Eric Henning Software Waiting for Eric iy Setect Category: [Most Recent e
Rate” functionality to Mobile Web Enhancement Programming
Resource Mowanng
Edit Definition 42029 Add Cerlificate renewal options fo It's A4/29/2016 835 AM Eric Henning Software ‘Waiting for Eric Henning '
Me 247 Mobile Web Enhancemeant Programming
Resource
Edit Definition 42028 Add the ability to create Promise 472972016 834 AM Eric Henning Software Waiting for Eric Henning
Deposits in It's Me 247 Mobile Web Enhancement Programming
Resource
Edit Definition 42027 Add Skip a Pay to It's Me 247 Mobile 42972016 8:32 AM Eric Henning Software Waiting for Eric Henning
Web Enhancement Programming
Resource

Edit Definition 42025 Add AFT/CFT iransfers to It's Me 247 A4/29/2016 828 AM Eric Henning Software Waiting for Eric Henning
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It appears that a Custom Training Edition was just the beginning...

CTE was up and running for barely a day
when someone asked me, “Why can’t we
have more access to configurations and
include more features in our training
library?”

The next day, someone asked, “Why can’t
we use CTE to train the release software
before it gets released to our staff?”

The day after that, | started to wonder...
“What have we done?”

A Customized Training Environment:
CU®BASE CTE

The CUSAEE Custorm Training Edition (CTE) in m nem akamrie o the shared

smudaiad waring srvivon mant fedrack Commurity £ cumensy used by all

LR B crlinm charia For afus, h pr P

dirta vut up mn @ training errarment, wibile crly £ your coedit unisns
.

T CTE givas yoor tear s awl place e practica wing CLVBASE kachs, lanrm nass
shills, wnc parimant: with na S withaus posetisl ham £ y o [
marmbar et And Becaise i3 a copy of your acossl Ales, bath the
combgusiora and mambar szcouts il ba i and | babas s ey
dein your dy-to-dy arwiroeman:

e T TN T T T T T T PR N T AT S

CTE Usage May 1-24, 2016

1,808 106
908 77
1 0
966 56
183 20
15 2
26 0

14 of times someone used a CU¥BASE menu option or Inquiry/Phone/
Teller (source: SECAUD)
2Non-system generated transactions in TRANS1/2/3.
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Is CTE the foundation to launch new kinds of beta-testing?

Announcing our first-ever CTE Focus Group event, coming this September

Goals:

Develop a user group for CTE that can provide client
leadership in the development of CTE as a training
environment

= Review upcoming CTE improvements and new ideas

Put the finishing touches on a new CTE service coming
in January 2017: Custom Training Edition Beta Review

= A 5-week sneak peek at projects in an upcoming
CU*BASE release

A healthy debate about the potential and challenges to evolving CTE into a testing
environment



“Ym not up for the fight anymore”

A tone that our network must never accept

~ Asyou look around the room, you’ll see credit unions that have been part of our network
for 40 years, for 4 years, for 4 months

® Some will tout traditions they think we should never change

W Others are here because they have ideas about W h e n ba rrl e rS

how these traditions should change

W Some are here just trying to figure out what is what rl Se u p, We Wl | |
- When you leave today, you should know that
burn them

collectively, we are ready...
down

m To challenge the status quo

® To find solutions that fit that future

W To let noidea go un-vetted




TELL ME WHY I'M WRONG

Democrat or Republican you have to love
this year's political theater... inspiration for

Revolution for Evolution

Time for a few more credit union leaders to mspire the
same thing!

By Randy Karnes

Most of us love to watch a train wreck. Maybe we won’t admit it, but we do.
The idea of train wrecks as something people generally want to watch is
validated by the percentage of news outlets that earn almost exclusively by
reporting on them. I think we like to watch train wreck stories because we feel
they are about others, and we have the right level of separation to feel safe as
voyeurs. This is why I am having a heck of a good time watching the primary
season this year. In reality, Presidents don't really affect my day-to-day living
very much. The level of separation between them and me diminishes my risk,
and in most cases makes their statements and actions simply theater more
than anything else *®

Consider these comments: “the system is rigged”, “we need better deals”,
“someone else should pay for this”, “forgive and forget; the comments were

Make Your Voice Heard

I different ways, high profile candidates from both the national Republican and
Democratic partias are runming against the estabiishment as chey enter the 1018
election, forcing the parties to redefine themselves and adopt resw policies fo reflect
the changing political landscape.

What if credic unlons had the same sense of fresdom to redefine our industry and
influerce our eslstng stnectunes? Can you imagine a ragional primary or ebecmon
process in the credit unfon indusy that would bring cut the revolutonist in aur

communing? imagine if we used more personal and organizational freedom to stop

self-pditing our comments for the sake of our taditonad naratives, and stered a new

narracive fo risk insginng a “revoluton for ewslution”™ g0 sawe our members and
ensure thedr sucoess. Jodn us and ratse your woboe to change the future!

l Jain the conversstion with Randy

on fellmewhyimarong.oom
and have avoioe in pushing

‘ 1 revalution toward evolution,
= L

Yl

CUANSWEHE

P . . ]
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Does the current presidential election reflect the mood
our country isin? Or is it setting the mood?

Are we all ready to challenge the status quo?
Do we feel like the system will not yield to what we need?

Do we want the narrative to reflect who we are in a new
way?

Are we ready to shock ourselves into a new state of
awareness?

Are we ready for a regime change?

What is different about the here and now?

If it works for candidates vying for president, would it
work-for.credit union leaders trying to adapt our system
to the future?

Make Your Voice Heard

I different ways, high profile candidates from both the national Republican and
Democratic partias are runming against the estabiishment as chey enter the 1018
election, forcing the parties to redefine themselves and adopt resw policies fo reflect
the changing political landscape.

‘What if credis unlors had the same sense of freedom to redefine our industry and
influerce our eslstng stnectunes? Can you imagine a ragional primary or ebecmon
process in the credit unfon indusy that would bring cut the revolutonist in aur

communing? magine if we used more personal and organizational freedom to stop

self-pditing our comments for the sake of our taditonsd narratives, and stemed a e
narracive 1o risk inspiring a “revolbetion for evolution” to save our members and
ensure thedr sucoess. Jodn us and ratse your woboe to change the future!

l Jain the corversation with Randy

on fellmewhyimarong.oom
and have avoioe in pushing

‘ l revalution toward evolution,
=

e,
Ve




Does the cu
our country is

Are we all read\\

\

Are we
awareness»

Are wer

Whg

“I do not think that this audience (American voters or CU 4

So for the rest of the day, let’s challenge ourselves to use

3] ele 7
ur Voice Heard

e candidabes from both the national Republican and

stakeholders) expects literal cart upsetting events.”
| think they just want the adrenaline from the fear that

revolutionists might flip everything upside down.

this adrenaline to give ourselves permission to think,
“what if we did...”

———

worSTOT Candidat

=

work-for.credit union |

to the future?
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Revolution tor evoliution

Revolutions can come in small packages

Consider our beginnings: the idea that
consumers can organize and own
solutions for themselves

These days we take starting a business
for granted, but if you think about what
it takes for cooperative pioneers to trust
themselves and their peers to start a
credit union, you can appreciate that it
takes the energy of a revolutionist




Burn It Down: Revolution for Evolution

Our Industry Our Members Our Network
Are we so entrenched in Is our fascination with Where credit unions go,
our beliefs that we accept millennials the blueprint we follow. Are we reading

our own demise? Or can for the future? Or just the the tea leaves right?

we rewrite our future with latest age demographic? What’s next?

new approaches?




Burn It Down: Revolution for Evolution

Our Industry

Are we so entrenched in
our beliefs that we accept
our own demise? Or can
we rewrite our future with
new approaches?




Four Core Princi
Better Online B4

Where will our industry be in 20262

How do we plan to win, given this reality?

THE FINANCIAL BERAND

Browse by Topic Forum 2017

Credit Union Industry Outlook: 5
Years Back, 20 Years Forward

September 4, 2012 | Subscribe to The Financial Brand for Free

“If | play the old game, my credit union will grow
enough before it’s too late”

2 Twitter [l Facebook | [f}] Linkedin [&=] Email Print ' 23 Comments

The big are getting bigger, while small credit unions are
o" Q .
B “lcan pICk and choose my board members and still shrinking. If current trends hold, half the credit unions around

. . today will be gone in the next 20 years.
get a diverse consumer perspective and advocates
for the future”

What's Changed in the Last 5 Years?

«“ . .
I cannot trust th e CrOWd; I n eed to I Isten to th e Since 2007, the total number of credit unions has dropped 14%. In 2007, there were 8,332
ex pe rtS" credit unions. Today, there are only 7,165, a decline of 1,167 credit unions. That average

loss of 233 credit unions per year, a little less than one per day.

Key Fact: Every month, the industry sheds about 20 credit unions.
Total # of # of CUs % of all CUs # of CUs wiless % of all CUs
wi%1+ billion with $1+ than $100 million | wiless than $100

all CUs

B Recapture the Cooperative Principles: be defined Mossers | Pilonsssets | Msssets | millonn assets
2007 8,332 123 1.5% 7.080 85.0%
by your community, not by your CU peers 2008 8215 132 1.6% 6,920 84.2%

5,066 137 1.7% 6.760 83.8%
7.710 159 21% 6.311 51.9%
7,442 173 23% 6,023 80.9%

7,163 194 2.7% 2,700 79.6%




Where will our industry be in 20262

How do we plan to win, given this reality?

“Mergers are bad — I'll avoid them at all costs”

“Mergers are good — I'll do them at any cost”

I “What’s the point — at best, I’'m just merger bait”

B We will be anirresistible force with the gravity to
pull people towards us, and pay for them to join us

We are up for the projects that translate into
growth, over a decade, over a month, in an instant

An industry is not defined by those who count and
it’s defined by one

2032: What Will Credit Unions Look Like 20 Years /
From Now 1

If you stretch current trends out 20 years from now, the credit union industry will look
remarkably different than it does today.

Far starters, there will be half as many credit unions as there are now. Assuming the
industry maintains its current pace — an annual decline of about 3% annually — there will
be 3,269 fewer credit unions by 2032. That means one out of every two credit unions alive
today will disappear.

By 2032, there could be fewer than
4,000 credit unions left.

8,000

W Actual
W Projected g o0

2007 2ME | DD AN 02 20T R4 2008 P004 FDAT AHA FOID AT A0 AT PR AGd M85 OE AT A2

Twenty years from now, there will be 1,218 credit unions with $1 billion in
— that's 31.3% of all credit unions vs. 2.7% today. Only 319 (8.2%) of cre
have less than $100 million in fwo decades.




Where will our industry be in 20262

How do we plan to win, given this reality?

The Small Get Smaller

By any measure, the future for small credit unions looks bleak. The number of credit unions
with less than $100 million in assets has plummeted from over 7,000 in 2007 to 5,700 in
2012 — that's 1,380 fewer than five years ago, a 20% drop. The number of credit unions
with only one branch declined by a similar percentage, down to 4,093 from 5,393 five years
prior. Mirroring this trend, there were nearly 2,200 credit unions with under a thousand
members in 2007, but only 1,700 remain today.

“Big will always beat Small to market”

Key Fact: Over a five-year period, small credit unions (those with less than $100 million in
assets) have collectively lost $5 billion in assets and nearly six million members.

“First to market is always better than second,
third, or fourth”

In 2007, credit unions with less than $100 million in assets collectively held $131 billion in
assets and 23 6 million members. By 2012, those number dropped to $126 billion in assets
and 17.6 million members.

“Direct scale is always better than collective scale”

Today, 80% of all credit unions have less than $100 million in assets, down 5% from five
years ago. In 2007, they accounted for 17% of all credit union assets and 27% of all
members. They now represent only 13% of all assets and 19% of all members.

We will disrupt the status quo — because members ‘ ‘ Total members Total assets
. for all CUs \ndless for all CUs 'm’less
have no status quo, they define the future than $100 million than $100 million
2007 23,611,594 $130,955 476 177
We will encourage CU professionals to trust their 2008 22,893,541 $130,436,860,982

2009 22 175,487 $128,981,918,784
2010 19,936,602 $126,602,264,544
2011 18,825,575 $127.632,660,886
2012 17,646,314 $125,867,933,673
NETLOSS —5,965,280 —55,087,542 504

communities and the careers that are defined by
heir members as customer-owners




Burn it Down: Revolution for Evolution

Can small disrupt large financial service organizations, before it's too late?

- Is fear of not being as good as our competition holding us back from innovation? Is it holding
us back from being first to market with real solutions on their way to major ones?

™ Do you know when to go low-tech?

m Can you fit solutions to your budget?

m Can you avoid buying solutions that make you DlSRUPTlVE
afford someone else’s financial model? |NNOVAT|ON

m Canyou be confident enough to be an aggressive,

disruptive groundbreaker? with
A/Prof. Robert Perrons
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Where will our industry be in 20262

How do we plan to win, given this reality?

What if they’re right, and in 2020 half of us
here in this room will not be around? What
if by 2030, all of us will be somewhere else?

What do we have to lose?

If the old game seems so doomed to fail,
there’s no reason not to play a different
game in 2017

What should we burn down in order to
gueue up something new?

Where should we be revolutionists to
change the path toward which we’re
evolving?

@ http://tellmewhyimwrong.com/

TELL ME WHY I'M WRONG

O~ & || @ Tell Me Why Im Wrong —F... %

There is value in role playing the day
after an apocalypse

FEBRUARY 18, 2016 BY RANDY KARNES

Humans seem to be fascinated by the concept of the day after an apocalyptic
event. Day dreaming about the day after the greatest day of your life is anti-
climactic. But day dreaming a bit about the day after an apocalypse 1s much
more entertaining; that day 1s just full of possibilities. That day resets the rules,
screams for innovation, and challenges the brave of heart to take the lead Now
those are the conditions for a perfect day dream.

™ “efore the apocalypse,
ithe pending doom
. .h worse they seem to
" lld do something to
" lte and all the
e some peaple,
et the stage for the

Rise from the Ashes of Change

-
ge victorious from
T =

- .0‘- >

Wit G.i'.ﬁum:s-':- anci N it ||ﬂ'l'rl'g,m
CHUITEON TOWARD EVOLLTION:

.— ' ,\.I’,. -‘_"i s
CUANSW'ERS

T

About Randy




Burn it Down: Revolution for Evolution

Status quo is safe, but will it save the day?

| To be arevolutionist, you risk being cast in a negative light

Obstructionist Saboteur Insurrection
Anarchist o Rebellious
Pessimist

| When you first begin, you risk alienating your peers with whom you’ve stood, shoulder to
shoulder, through most of your career

~ But what’s the difference, if by not taking the risk means that in the future you’ll find
yourself out of the game altogether?

It’s one thing to be risk-averse whe



Burn It Down: Revolution for Evolution

Defying Gravity

concise, focused insights
into important issues

of interest to marketing
and business strategists.

Anywhere people are redefining the narrative and S Slower growth is the new norml for the

wirw.thefutureccompany.com global economy, and it has business

leaders worried. The fear 1s “a world

challenging how we talk about ourselves and the e
relationships we wish to have with our marketplace Witson, Global CEO of insurance giant

Legal and General, to describe a world
of zero inflation. zero GDP erowth per ke

http://tellmewhyimwrong.com/ ,0 - O

SESSION I HA"EAI. HEFHAME TELL ME WHY I'M WRONG CONTA ABOUT THIS SITE o

@ Tell Me Why I'm Wrong - ..

Time 1o go UNDERGROUND and discuss topics that are meant 1o
| be controversial and go against tho si quo. INnovahion IS not just
ll \ aboul technology and standard adaptabion of business prachoes

. It is also about responding to intemal and extenal environmental
considorations thal are impacting your members and Consumens
wthin your markel area

When did starting a credit union
become a project for “those guys”,
charity over business?

MAY 6, 2016 BY RANDY KARNES

Key Points:

[T pe—

Key Paints
* W e vy e e el Mo s S s s b
ourhy it peiet

For the last few years T have become more and more disillusioned with the
people who propose new CU charters, or maybe the people who tell them how to
approach it. Their intentions might be good, but they start out with documents
that sound more like people looking to “do good for others' rather than people

looking for solutions for themselves as consumers, who hope to be owners

ity te Goation tha deguisic

They sound more like people who know the path for others, than people who see
the solution to their needs as consumers  They appear more to be missionaries
than business visionaries. And for those reasons [ worry that our efforts to
1gnite new endeavors are hased more on the nusguided good intentions of
people towards consumers, rather than the drive of people building a

i o e e el cooperative with the intent and promise of customer-owners and first person

j.,ﬂ“-: = ; Em”’""”.zﬂlﬁ consumers

Recently I was asked to comment on a document outlining the vision for a
credit union start up. It pushed me over the edge, and I sent back these
comments:

e going Io frscture industry?
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Anywhere people are holding our system
accountable to members (customer-owners)

] Remember Me Register | Forgot Password?
POWERED BY CALLAHAN & ASSOCIATES

CREDITUNIONSCOM

Search CreditUnions.com o I

ARCHIVES ABOUT

« o .

An Innovative Approach To Millennial
Hiring

Michigan State University FCU’s new
Financial Innovation and Education Center
promises to introduce a new generation to
the credit union industry.

GRAPHIC OF THE WEEK

CHIP FILSON ON CREDIT UNIONS SEARCH & ANALYZE

‘ G nttp://tellmewhyimwrong.com/

TELL ME WHY I'M WRONG

LEAVE A MME

Do you ever wonder where the anger
goes? Why our industry lets things go?

MARCH 4, 2016 BY RANDY KARNES

it the legacy assets
las something I
inderway. We

CREDITUNIONSCOM

POWERED BY CALLAHAN & ASSOCIATES 0 our industry's

il acceptance to our
ravors

Why Credit Unions Must Secure Their
$4-5 Billion Windfall From Corporate
Liquidations

stem, how this
dustry some sense
e right or wrong. Or

we face these kinds
The fate of the payout from liquidated corporate credit unions

N

Training And Development At Today's
Credit Union

Results from the Callahan & Associates
Training and Development Survey,
completed by HR managers at credit unions
nationwide, reveal how programs have
adapted to changes in people, technology,
and the industry.

VIEW GRAPHIC OF THE WEEK

QUR BLOGS
Democrat Or Republican, You Have To
Love This Year's Political Theater

It's time for a few more credit unions to

inspire the same revolution for evolution.

[37553 -3

Now Is The Time To End The NCUA's
Secrecy Over The Corporate Bailout

‘While credit unions await payback, a look at
the agency’s audit numbers for the past six
years show its secretive rescue plan might
have cost more than it saved.

&

$830 Million Surplus In Corporate
AMEs Puts Resolution Plan In New
Phase

Three critical questions about the corporate
resolution plan to be addressed at this
Thursday’s board meeting.

&

A Cash Cow 7 Years In The Making

Find A Credit Union Q

Find An Executive | Build A Peer Group

RECEIVE OUR
NEWSLETTER

Submit vour email address to receive
daily industry updates and web-only
features.

Enter your email Address SEND

PRESS CENTER =,
SPIRE Celebrates 25 Years of Adopt-A-
Highway!

Jeff Schriner Named Financial Advisor for
Fort Knox FCU

IBMSECU Jasper Branch to Move this
Summer

rests with the NCUA.

By Chip Filson L&

F

Cooperatives are different by design. All of the value created is paid forward to benefit future members in the form
of retained earnings and operating capabilities, As tragic and unavoidable as the corporate credit union problems

\\\\\ a_tha ACLA ol hae tha chanca to damancteate e cunnad far tha uninuanace of ho roombor sunar ooodal

No one will ever accuse Chip Filson of
being tired of the fight or letting us forget
the important ones to follow through on
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P = & | @ Tell Me Why I'm Wrong - ..

e http://tellmewhyimwrong.com/

TELL ME WHY I'M WRONG CONTACT ~ ABOUT THIS SITE

LEAVE A COMMENT

All NCUA Board appointments come to
an end - thank goodness for that .

-

-

Anywhere we can find an opportunity to redefine
our relationships with the examination community
and the eXpenSES they pUSh dOWﬂ OUF throatS elr ditUnionTimes Topics Resource Genter  Marketplace Directory

NCUA to Reduce Exam Frequency:
' Metsger

oy 12,2016 - Repr in|w| f |S]c
May 12, 2016 - Reprints
b ¥ mE®  Withi "

#miomd=es remove the

F*‘. T e
"Take Control. .

SERVICES COMSUMERS CREDIT UNION ANALYSIS REGULATION & SUFERVISION ABOUT NCUA all federally
artered credit
g than $250
- ' 3 = [TEITYTR Wreeg™ g ar new NCUA
e letsger said
5 — ﬁ gy .
=~ " . o
' Exam Flexibility Initiative i for the
\ ¥ 3 bn League,
- Lhe is forming a
A the linancial seneces mndustry and credit union nek fandscape evobe, NCLIA must smarthy adapt by yreview the
coninuoUEly IMProVNG OUr CUFTant Procassas 1o OPerale even mors aMiciently. As the inaurer for the ]

nearty the rockt union system, and the requiator for federally chartered credit unions. the agency 8

BREAKING THROUGH : T e . / i safety and

NCUA Board Chairman Rick Metsger establshed the Exam Flenbility Intistive on May 19, 2018, 1o
: iy * -4 . .
s the he examination
sl five of NCLIWS regions. a8 \ ; B - /}f F

sakeholders acoss e country. R

No It could be because it’s an election year, but | really have high hopes
Z o) for a changing relationship with our exam community in the future

evhiale the i Targest Tunclion-its examnation and sug Chairman Matsger

shor Kaith Mar

ClJasswers coom smae.

JANSWERS P b n process. The inemal working gre 1l incit
ClshswERS ol CUakswERS B escam process. The inteenal wosking geoup wil include

well 38 our major offices, and it will solicit advice from a wide

As he first step in this initiative, NCUA is seeking input from credit unions B yours to further improve
the sgency's rd supervision program. The ollowsng guestions s provided (o help
stimutata input an Lle L




Burn It Down: Revolution for Evolution

Our Members

Is our fascination with
millennials the blueprint
for the future? Or just the
latest age demographic?




Where will your members be in 20262

How do we plan to win, given this reality?

b) What do we need to burn down?

W “Members do not owe us their loyalty”

™ “Focusing on youth is a silver bullet for everything
that ails us”

W “We have to stay true to those who brought us to

the party, to keep our jobs”

™ We will champion the future and encourage every
generation’s revolutionaries to join our revolution

™ We will trust this new era of connectedness as the
largest field-of-membership opportunity in the
history of man — our moments are in front of us

=)0)

Dptiopsa
Opport

Forging Lasting §'éh§ih@' :
Relationships with Millennials

FICO

More Millennials than
Baby Boomers

Largest population cohart® in U.S. history

Boomers Boomers

/8M

Millennials

2011 2030

7% larger than the
baby-boom generation

TELEVISION ADS

2x or 3x higher
as preferences than other
generational groups.

Primary Bank Type for
Millennials

638% @

Credit union

A national bank

A regional bank




Where will your members be in 20262

How do we plan to win, given this reality?

NIME KEY FINDINGS OF THE FICO SURVEY

Millennials More Likely to Switch

B “Members don’t care, members don’t get it”

B “Members are so different now than they’ve ever Millennials Use National Banks as Their Primary Bank

b before”
SEA S Why They Leave: Perceived High Fees, ATM Issues,

Negative Experiences

Digital Channels are the Way to Market to Millennials

| B con.s.umer wishes they owned a business, Multiple Digital Channels and Devices are Used for
and we will prove that they can and they should Key Banking Activities

B We will build tens of thousands of virtual branches H Mobile App Users are More Loyal
where past generations only built thousands of

Millennials May Not be Aware That Their Bank Offers
a Mobile App

ﬂ Texting is Preferred

brick-and-mortar branches

°'| When They Like Their Bank They Tell Others




Where will your members be in 20262

How do we plan to win, given this reality?

- The “member experience” craze is about to
have a head-on collision with the risk-averse
credit union compliance culture

. The problem is not technology — the issue is
this: Will credit unions push back and use
new solutions?

® New passwords sent automatically to

members after 3 failed attempts
(Solutions Boot Camp 2016)

W Give members their balance before they give
you their credentials

® Find a way back to simple 4-digit PINs

events

FORRESTER research ~ data  conmect | consulting analysts

Analysts > Blogs > Marketing & Strategy > B2C Marketing Professionals > CIliff

[ Cliff Condon's Blog
i Cliff serves B2C Marketing Professionals. .
W

2016: ClOs And CMOs Must Rally To Lead
Customer-Obsessed Change Now
Posted by CIiff Condon on October 21, 2015

75 Recommendations €W 0 comments & Print m G+ Share

In the coming weeks Forrester will publish its annual set of predictions for our major roles, industries, and
research themes — more than 35 in total. These predictions for 2016 will feature our calls on how firms
will execute in the Age of the Customer, a 20-year business cycle in which the most successful
enterprises will reinvent themselves to systematically understand and serve increasingly powerful
customers.

In 2016, the gap between customer-obsessed leaders and laggards will widen. Leaders will tackle the
hard work of shifting to a customer-obsessed operating model; laggards will aimlessly push forward with
flawed digital priorities and disjointed operations_ It will require strong leadership to win, and we believe
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Device

Are we ready for a new approach
How does

to member authentication? IdentityX help?

¢ Daon

*  Muli-authentication
+  Convenience

*  Freedom of cholce
+  Personalized user

Transaction Fingergrint experience
: Biomatrics

-
Your Bank
)

Welcome Back Sarah

Multi-Factor Authentication Platform

Passcode/ PIN
FERAE )‘""" -~
|
‘ alliance
Soft Darvics
A Mu
s Tokan Authantization e o
PN/ . Geokocation
Pansphraze Human Authentication Platform

l Daon Cormpory Confdential

~ You offer three types of checking accounts...maybe it’s time we
JJ get our minds around the idea of offering multiple ways to sign on
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Cause and effect: The hidden cost of complying too well

It takes a Learn Session 0 CU*BASE GOLD - Security Settings Selection

[CliShow only CUs that enforce complex passwords Leave blank to show all

From a Peer view
to drive the point
home

Show CUs with minimum password length between po  and Q@ (6 to 10) Leave blank to show all

Show CUs with # of days to expire for nonuse between |@po| and |@ea| (0 - 090 or 999 for no expire) Leave blank to show all

Session 0 CU*BASE GOLD - Security Activity Selection =

Select Analysis View

(C) Disabled/3 invalid signons

@ Password/Pil reset by CU:

(C) Password/PIN disabled by CU

= Session 0 CU*BASE GOLD - FRANKENMUTH CREDIT UNION =REON™%" © Password/PIN changed by CU
. ( ) Password/PIN changed by member

(©) Password/PIN reset by member

Learn-from-Peer Online Bank Security Activity Password/PIN reset by CU © Password change reminder

() Member declined password change

Mark CUs within [18) % of my (C)Assetrange (@ Membership (7)Password security settings Showing 162 of 162 CUs. Marked 2.

Values shown are member counts

Credit Union Members 62015  TR2015 82015 %2015 1072015 1172015 122015 12016 22016 372016 472016 572016

Uerve, a Credit Unio bra0s|  1,859] 1,7f3] 1,925 1.905] 2,204 2,018 2,002 2,085 2,250 2 13f| 2,146
Honor Credit Union 62986( 2, 9703, 08572, 8612, 883 8 6A2 7, T8, 8167, 646|825 d, 1147, 566
Motre Dame Fed Credi 52808 2,763| 2,499 2,577 2,063| 2,020 1,737 1,867 1,90% 1,792| 1,722| 1,709
Day Air Credit Union 38329 1,685 1,763 2,092| 3,675| 2,353 1,936 2,055 2,042| 2,118/ 1,993 3,660
Frankennuth Credit U 37445 1,320 1,407 1,304| 1,306 1,333 1,220 1,278 1,551| 1,576 1,661 1,428
Kellogg Community FC 36704| 1,446 1,632 1,446| 1,397| 1,461 1,252 1,400 1,495 1,585 1,392 1,354
Heartland CU (Spring 30403 825 847 857 841 889 781 889 844 791 793 966
Pathwaus Financial C 29734 687 829 780 738 753 639 799 842 725 810| 20,224
Monroe County Commun 29448 7,089 2,181 1,635 1,468 1,601 1,326 990
filpena Alcona Area C 27796 954| 1,035 966 852 957 802 883 1,855 1,075 887| 1,037
Chief Financial Cred 26656 1| 1,224 1,381 1,421| 1,260 1,193 1,024
Diversified Members 25140/ 1,093 1,108 094 882 ag7 §61 943| 1,033 967| 1,040 986
KALSEE Credit Union 24924 932| 1,205 1,045 985 966 912 985 908 993| 1,050 814
Conmunity West Credi 23925 547 789 820 695 724 569 633 677 638 695 600
Heartland CU (Madiso 23368 650 572 627 603 625 508 523 607 635 724 644

Contact Info Compare to My CU * *




Cause and effect: Member and staff consequences

:'?? Session 0 CU*BASE GOLD - FRANKENMUTH CREDIT UNION
File Edit Tools Help

m-Peer Online Bank Security Activity

Could what seems like a

m i n O r i rrita nt to a Mark CUs within |10/ % of my () Assetrange (@) Membership () Password security settings Showing 162 of 162 CUs. Marked 2.
m e m b e r b e a n eW re a | Ity Credit Union Members 62015  TR2M5 82015 912015 1002015 1172015 1272015 172016 272016 32016 472016
Verve, a CGredit Unio b7hOo5s h,0b2 4,956 4,432 4,150 4,918 4,511 4,563 4,659 4,317 4,3b5 4,010
for your Ca” Center and Honor Gredit Union 62986 4,246 4,140 3,726] 3,520 3,122 1,913] 73,354 i]773,178) 3,662 3,143
Notre Dame Fed Credi 52508 4,925 4,810 4,347 3,800 3,635 3,279 3,25h2 3,391 3,106 3,095 2,876
Day Air Credit Union 3g329| 2,918| 2,774| 2,332 1,142| 2,407 2,147 2,101| 2,102| 1,871| 1,937 1,840
ff? Frankenmuth Credit U 37445| 2,771| 2,614 2,332 2,108 2,157| 1,971 2,019 2,045 1,973 2,122 1,754
Sta f Kellogg Community FC 36704| 2,991| 3,020 2,793 2,578| 2,488 2,204 2,346 2,498| 2,261 2,181 2,076
Heartland CU (Spring 30403 1,750 1,634 1,446 1,306 1,261 1,123 1,111 1,150 1,072 1,051 1,041
Pathways Financial C 29734 1,875 1,707 1,618 1,466 1,455 1,336 1,390 1,409 1,294 1,336 1,179
Monroe County Commun 29448 1 2,944 2,639 2,400 2,145 2,136 1,927
Alpena Alcona Area C 27796 2,726 2,583 2,356 2,149 2,131 2,006 2,053 1,964 1,649 1,899 1,712
Chief Financial CGred 26656 1 679 6Dl 512 h09 435
Diversified Members 25140 1,306 1,349 1,190 1,090 1,144 1,031 1,122 1,090 1,037 1,044 986
KALSEE Credit Union 24924 1,699 1,632 1,455 1,310 1,343 1,246 1,248 1,264 1,127 1,203 1,136
Community West Credi 23925 1,761 1,929 1,885 1,754 1,723 1,603 1,543 1,593 1,453 1,504 1,402
Jj Hooet1 ond Pl (Modico 2939308 1_ 827 1_728 1 5736 1_ARE 1_ 241 1 2140 1_272 12485 1, 109 1, 164 1, o577

.',’* Session 0 CU*BASE GOLD - FRANKENMUTH CREDIT UNION
File Edit Tools

Bl &

= -

Disabled/3 Invalid signons

markea z. [

*d

Help

Learn-from-Peer Online Bank Security Activity

Mark CUs within [10] % of my (T)Assetrange (@ Membership (7)Password security settings

Values shown are member counts

SNOWITG 102 0T ToZ CUSs.

|90
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Credit Union Members 62015 172015 82015 972015 1072015 1172015 1272015 172016 2712016 32016 472016
erve, a Credit Unio YR
Honor Credit Union 62986 603 o7 620 o0 1,306 2,538 1,759 1,368 1,174 1,336 1,047
Notre Dame Fed Credi h2608 bay¥ 712 674 h7h aTd hbd 620 heT hT3 hbl h3T
Day Air Credit Union 38329 427 446 565 1,470 429 570 B17 593 867 hT5 623
Frankenmuth Credit U 37445 346 399 409 381 405 355 398 460 463 446 403
Kellogg Community FG 36704 464 449 420 445 437 421 451 464 460 451 410
Heartland CU (Spring 30403 224 214 220 254 260 193 222 249 227 235 249
Pathways Financial C 29734 243 236 244 246 194 208 224 255 241 236 320
Monroe County Commun 29448 28,166) 31,968 H88 4b4 399 393 4b1 385
Alpena Alcona Area C 27796 322 326 319 330 357 298 347 362 361 335 352
Chief Financial Cred 26656 23,881 25,283 402 281 249 278 236
Diversified Members 25140 278 287 247 250 255 250 262 229 240 267 278
KALSEE Credit Union 24924 231 255 26T 242 220 244 264 229 246 285 271
Comnunity West Credi 23925 169 293 267 221 208 178 198 204 197 180 174
Heartland CU (Madiso 23368 238 247 250 243 2286 211 244 261 256 275 242

Contact Info

Compare to My CU

*




Burn It Down: Revolution for Evolution

Our Network

Where credit unions go,
we follow. Are we reading
the tea leaves right?
What'’s next?




Where will our network be in 20262

How do we plan to win, given this reality?

. CU“ANSWERS

A, CREDT LUNOH SIRICE CRGAMZATION

CU*Answers Growth Analysis 1995-2015
. Febuay2016]
“Our solutions and ideas are limited by credit How far have we come in the last twenty years?

In 1984, WESCO, a core data processor, was struggling. The organization had lost chents over the pravious dacade and growth

was Imited. The Board of Directors recognized that a new perspective was needed. With the recruitment of Randy Karmes in

Union Size and asset demographics” 15984 as tha new CEO and the develepment of a talanted leadarship taam in the years that follswad, WESCO, now CLPAnRswers,

has enjoyed tremaendous success. The arganization reinvented itself under the model that partnesship, shared equity, and mutus
goals will enhance memices value—and they havel CU"Answers now touches over 250 cradit unions through its aliances and

has achieved this growth over the [ast twenty years,

B “If we are to survive, we must compete with the

V24 1805 2015 Change \Percent Change Avergufmmual
Ia rgest Ve ndors [Total Sales £3,277,801 H47 187,442 $43,909,641 1340% 14.28%
[Total Assets $2,433,20M H2T 490,495 $25,0587,204 1030% 12.80%
. [Total Liabilities F2,042,187 $13,214,808 F11,172.421 E47% S70%
B “It’s our way or the highway...there are reasons we prroiay _ Soon Sl _somers s o
o . . [Employees 36 210 174 4B3% 9.27%
can’t do it the way our customer-owners think it
: CU*Answers has expenenced sales growth every oge sales per emp has il from
ShOUId be done” 1 year since 1994, 2 $91,050in 1995 fo $224, 702 observed foday.
M “Experience is on our side” 3 LTI A

“Our customer is the credit union professional who CUrAnswers Assets
signs the check; everything else is just noise” —

Any idea or practice that leads to a false sense of
from customer-owners

S EEE PSS



Where will our network be in 20262

How do we plan to win, given this reality?

A legacy of giving back...

CUrAnswers has retumed a patronage dividend to clients
every year singe 1997, In that time, $13,350,000 has been
paid o clients!

CUAnswers Total Sales

sa0mom

Patranage Dividend
e
e
st
suoban
s
— ST |

"SI SPES PRI IIOSEEEEORG

And earning more...

sapmom

S00m00
J— SBalas have grown consistently since 1995, cimbing from
. I'I $3.28M to. & Shlin 2015, an average annual growth
o rate of

[] * cnnntlll :

We will champion the idea that anyone can build a
solution, and walk the talk by using the same tools
we offer to the entire market

& We will champion disruption and work hard to
prove that successful firms must start something
new in order to start a revolution within
themselves

! The cooperative model is entrepreneurial, maybe
more than any other

We will ignite the soul of a builder to ensure that
we are more than the remarketer of someone

Vi

FEIFIFOPIPIPIPTTETET

cuasterisk.com represants a network of credit union owned CUSOs
in a whole new way. This collaborative leverages the power and sffeg
committad to coming tagathar to provide credit unions a variety of

f ﬁ’}ﬂ o
P AF S of.f’
& G B &
CU'BASE clients across the Jl

cuasterisk.com network 1

i2
=~ 8 -

CUaNswers

M SOE g,

. radit yni & i the
oy, Wy 1t Unions hapy PUTBRE of oreg

ea i i Many Gracit unjgng ha B8 Aropped from, their pagk Edit
tle historical perspect; Ve clased thejr of nearty

Lol
18 011 16 changing mwmon:zn';“"y others have

T e

o ® w m me @ i3
WSO Owrere B0an Processrg Oents

OUtAnsmess | Grand Ragicts, Wi o0

& slight lags jr the number of crl‘arm 0 anly 25

B 18tained on the Syt

19G8her {0 temain g i ‘T"”"ers it does

em thy ) .
TOUgh the decision of xisting G,LT Ao o e il 80,000
unioy

So
then what has Made CU*Answers
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Burn it Down: Revolution for Evolution

\(®

We may not be an industry “giant” but we are a successful firm that’s still trying to disrupt
our segment of the credit union market

Remember our goals for doing projects:
Test 1: Can we create a disruptive price?
Test 2: Can we create disruptive access?

Test 3: Can we create disruptive shared execution?

Can we go even further and talk about how to
disrupt our own internal status quo, our own
internal perspectives, and bring something
new to the market that we would otherwise
have rejected as not for us?

You don’t have to go to Harvard to
study with Harvard professors...just
Google “Harvard disruptive strategy”




Burn it Down: Revolution for Evolution

Can we disrupt our own successful model?

~ Later today we’ll talk about how a cooperative can
take advantage of the promise of APIs for the credit

union market MOrkeTplcce

. We're going to use the do-it-yourself culture to

motivate ourselves to burn down some barriers and TrCI nS|'|'|OnS
lead a revolution on how we can do business with

—

anyone, anywhere, any time Retooling for a World That Leads With Retailing

~ We need a mindset about this project that only a Dealing With the 15% and “I Want It My Way" World
. . T have often commented on the fact that our collective has focused hard on leveraging the 85% of what
COOpe ratlve Can aChIeve credit unions have in common, and left the remaining 15% of where they differ — their identity — up to

others. In many cases, this left money on the table as we let other vendors partner with credit unions

for solutions in these specialized areas. More importantly, it ensured that credit unions did not see us
as telling them that we knew their unique circumstances better than they did.
We see our network’s value defined bz how we desiﬁn solutions with Earameters and confiﬁuration

Do it yourself

CUANSWERS




What does a consolidating industry mean
to our network? 261

CU*BASE Credit Unions

in 3 6 States

38 ClJhonmiesT 3
"SoOuUTH .
/ | ’| St. Croix
LS US Virgin Island

—I Includes all cuasterisk.com network partners, all clients currently under contract
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What does a consolidating industry mean
to our network? vichigan (795000

IN B Wisconsin (316400)
Ohio (196500)

M Indiana (130100)
Minnesota (77100)
South Dakota (69600)

M |llinois (63900)

B Pennsylvania (61500)

M Texas (49100)

W California (41500)

M Florida (39200)

m New York (34300)
lowa (27800)
Washington (26200)
Louisiana (23000)

B Georgia (22400)
Connecticut (22300)
Oregon (19300)
Alabama (19000)

H Maine (18700)

B Massachusetts (18700)

B Colorado (16100)

B Mississippi (15600)

1\ cuasterisk.com B Kansas (15500)

Virginia (11700)
North Carolina (11600)

CU*BASE Credit Unions:
Utah (11000)

2 6 1 Montana (10900)
District of Columbia (10200)

Maryland (8200)
Total Members: m Alaska (7300)
W Missouri (6000)
2 2 1 2 2 B West Virginia (4600)

) ) 6 6 M B New Jersey (4400)

W US Virgin Islands (2800)

B South Carolina (800)

N

’P

L)

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



New Peers to Greet

New CU*Answers Clients Since Last Time

® First General CU ® Generations CU ® Members Source CU
Muskegon , Ml Rockford, IL Merrillville, IN
® Dowagiac Area CU ® ELCA Federal CU CUTBASE Servicer Edition
Dowagiac, Ml Chicago, IL ]
— TOtTI Community CU ® Cincinnati Ohio Police CU
Taylor, Ml - :
’ C ti, OH
® SPE Federal CU nemnnath
State College, PA ® Commodore Perry FCU
X Oak Harbor, OH
P { ® Materion CU
® Kansas City CU Elmore, OH
Kansas City, MO
[l
® Shoreline CU
CU’ANSWERS ,
P —— Two Rivers, WI
.
45

Includes CU*Answers clients currently under contract



Tonight's Stockholders Meeting

At tonight’s annual meeting we’ll celebrate the successes of 2015, and we’ll give
a hint as to why 2016 will be another year to celebrate

More importantly, we’ll take up the challenge of how to sustain our success in a
changing marketplace

ENgAgIiNg The Bullger s Soul

It was the first problem for our
founders, and it's the best clue we
have on how 1o sustain our future




Online Retailing 2.0

Change before you have to, or fail because you did not

Whether it’s denial or simply figuring out
how to survive the old game on the way to

the new one, credit unions are flirting with
disaster if they refuse to redesign their
retail models




Are credit unions flirting with disaster?

\,«.uorrlf\?a !Gor '{;1\0‘5‘(

PERFORMANCE

, Need | say
TIME more?




Online Retailing 2.0

Are you flirting with disaster?

NINE KEY FINDINGS OF THE FICO SURVEY

B Whetherit’s Gen X, Gen Y or Millennials, it’s
been a long time since our members sent us

overwhelming signals that they did not want Millennials Use National Banks as Their Primary Bank
us to change our retail strategies

Millennials More Likely to Switch

. Why They Leave: Perceived High Fees, ATM Issues,
B What's different about today is that it is Negative Experiences

easier than ever to shift aggressively from Digital Channels are the Way to Market to Millennials
classic retailing models around a branch and

: : Multiple Digital Channels and Devices are Used for
IN-person service response Key BI;nking Rkttt

B Potentially, it’s even cheaper than ever Mobile App Users are More Loyal

But mindset barriers and the human side of

: : Millennials May Not be Aware That Their Bank Offers
reinvestment continue to challenge us all

a Mobile App

Texting is Preferred

When They Like Their Bank They Tell Others



Online Retailing 2.0

Are you flirting with disaster?

B Most CUs still have not identified their long-term projections for making the expense shift from
current models to new ones

B In 2020, what will be your gross monthly expense for mobile solutions?

B In 2020, how will online fraud solutions change the math related to EFT and plastics?

B In 2020, how much will you shift from direct employee overhead to at-risk sales spending (leads)?
O

In 2020, how will you switch from a limited number of physical locations to the mentality that there’s
no limit to the number of virtual locations you can have?

In 2020, how will you retool when the demand for member experience overrides and redefines
investments around cybersecurity and online retail compliance?

In 2020, how will you be early to market, ready to go low-tech, and ready to evolve with your
members’ expectations? Or will you still be waiting for the perfect solution in the eyes of your peers?

In 2016, will you have a Board that advocates
and drives what your members demand?




Online Retailing 2.0

Why CU*Answers can’t wait

B 99% of our credit unions who will be around in 2020 will have to be online retailers

B To be ready, we have to build solutions now, even with very little vision of the future ROI
M [t takes a community of owners — a cooperative — to make that kind of financial decision

M [t takes a collective to cannibalize its revenues as aggressively as we’ll have to in the next ten
years, in order to secure revenues for the ten years after that

B This will not be a lateral move

B Credit unions will need 10x or 20x the number of outlets in the future that they have today

B The need to retool human resources (new job descriptions, lifecycle considerations, training,
etc.) demand that we build shared services for the transition

Generally, when CUs buy core processing services they demand capabilities that are as many as
5-10 years ahead of their current operational models

Don’t get me wrong, it’s cool to talk about this stuff, and the team is having fun
building a new future...but we see it as a mandate if our network is to succeed




Why CU\giwers can't wait

B 99% of our cré ‘M ‘l! ‘U

B To beready, we hax Burn It DOWI'I

B It takes a commuri

y
Last year | had it all wrong.

It’s not how much you’ll put in your budget for mobile
B This will not be apps, it’s how much we have to spend.

yea

B Credit unions
What will it mean for us to transition $2.8 million annually

B The nes

= c Al T/

B Generally, when CUs buy oy y as
5-10 years ahead of thei .. ‘h

Don’t get me wrong, ol to talk about ¥ 7, stuff, and the team is having fun

to revolutionize our network’s online retailing?

building a new future ut we see it as a mandate if our network is to succeed



Operations & Lending
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The IRSC The IRSC Client

Online Store Service Department s he wa e
Why we had to build a Why we had to build a manage the clock for an
store to launch a thousand branch to launch a online world

thousand more, and
attract thousands of new
members

more, and then stock the
shelves with a thousand

apps

Improving our approach to
online lending
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The IRSC
Online Store

Why we had to build a
store to launch a thousand
more, and then stock the
shelves with a thousand

apps
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Why we had to build a store to launch a thousand more ®‘3?Tﬁ'¥5“~

B A goalin this area from last year:

B Goal #1: Create a community that believes it can afford
to implement new online store strategies and sell as well
as serve members online, like never before

B We launched the IRSC on June 1, 2016

M [t’s an engine to generate online products, services, and
even stores for credit unions

Featured Product

B [t uses new platforms to generate websites, mobile apps,
branding tactics, and much more

& Custom It's Me 247 Mobile Web Theme

bl 247 bz arwing i racy 15 0 NOW.. B you et 2.5 8 1m0 Yo

M [tis atemplate and a proof-of-concept that gives
CU*Answers the experience and confidence to generate
new stores for credit unions (e.g., credit card payments)




B Mobile Apps
B 50 mobile apps LIVE (Apple + Android)

B Mobile App Stores (Mobile Experience Center)
M 10 CUs LIVE

B MAP
B 31 MAP sites LIVE

B It’s Me 247 Navigation Features
B 9 CUs with launch points or logout URLs

Kristian Daniel
. |t’S Me 247 Branding IRSC Account Executive

B 36 desktop logo swaps David Damstra

VP Marketing Services
and Creative Director

M 22 custom desktop
themes

49 mobile web themes

4 custom desktop
photo albums

B 33 CUs branded OBC

Dozens of CUs went live before the online store and
our new client service department even launched




IRSC Oniline Store

Why we had to build a store to launch a thousand more

B Other goals from last year:

B Goal #2: Blur the lines between websites, online
banking, mobile, social media, etc., and write technical
applications to support an omni-channel approach

B Goal #3: Develop a new set of content management
systems with graphics and core-independent parameters
that can be used to easily generate web-based solutions,
and much more

B What started as a project to build a
factory to generate mobile apps, has

INTERNET
RETAILER

SUPPORT CENTER

yielded a new platform tool that can

generate much more: CUL*Publisher
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Everyone’s #1 online retailing focus: mobile apps
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It started with the early adopters who selected Nitro and CU Mobile, but today our
network is driving for a CU*Answers revolution in mobile app development




IRSC & MAD: Our first proof of concept for a delivering a new online retailing reality

B Thanks to the early movers who have set the foundation in 2016

- CUs with a third-party mobile app:

Includes CU Mobile, Nitro, Co-op, and other vendors

CUs using It’s Me 247 mobile web:

Out of 251 CU*BASE CUs

CUs using our hybrid mobile app:

Includes 25 live plus 29 in the queue

It started with the early adopters who selected Nitro and CU Mobile, but today our
network is driving for a CU*Answers revolution in mobile app development
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From 2017 to 2019 we will redefine the expectations for mobile contact points and members

B Goal #1: Ensure that every CU*BASE credit union has multiple mobile app solutions
M 250 credit unions * 4 solutions each = 1,000 mobile apps in the field by 2019

B Goal #2: Ensure that every CU*BASE credit union has a mobile app store via It's Me 247
online and mobile, their websites, and miscellaneous online branches

M 250 credit unions * 7 solutions each = 1,757 mobile app stores presented to the marketplace

B Goal #3: Maintain an aggressive smart phone mobile web solution and present it to all
credit unions for free

B Goal #4: Aggressively develop hybrid mobile app solutions, including native RDC for Apple
and Android outlets, and present them all to credit unions for free @
\d

Goal #5: Begin selling “By Your Design” mobile app solutions to credit unions for a fee,
once the DHD and It’s Me 247 API programs come on board (mid-2017)

Today, CU*Answers generates about $2.8 million/year in e-commerce revenue

Tomorrow we might as well call it revenue from mobile solutions
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From 2017 to 2gave will redefine the expectjians for mobile ¢4 )oints and members

l
B 250 credit unions * 4

] Ensure that eve- D'Y Alert:

| Ensure tha

online a
: : 5
B 250 credit Are we gettmg this all wrong? Wrong colc?rs,
- wrong pictures, wrong layout for transaction
O Maintain a history? Don’t worry. We’re building this so you
credit unions for free or the vendor of your choice can get it all right
B Aggre from your perspective. Just take on the challenge. * {5 7577z
and AndeeroatreTs, and pres;

Begin selling “By Yo
once the DHD and It's Me 24

illion/year in e-commerce revenue

Today, CU*Answers g«

/e might as well call it revenue from mobile solutions
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PROTECT YOURSELF
{0M OVERDRAFT CHARGES

g

CLICK 4 .

vy Accounts New Accounts & Transfer My Documents Go Mobile

iPhone and Android apps for
our members

i iﬁs

Banking on your mobile Quick Account Info & Alerts

browser

-
s

Mobile Web Banking More Information Mobile Experience

Quick Pay

Enroll in
Bill Pay.

Messages

Messages

nal Finance Go Mobile

e here to help!

Live Chat

02000 °

Mobile Experience Center

ALLIANCE ONE ATM FIND BRANCH
LOCATOR

Element Mobile
Element Federal Credit Union

The Element Federal Credit
Union app is an awesome tool to
keep you connected to your
account and the innovative
products and services available
at your fingertips. If you can't
find the information that you
need, let us know and we'll find it
or integrate what is needed!

My Account

PEPPERONI ROLL

Switch Memberships.

Rewards

BRONZE

Earned Last Month

View
Point Details

Quick Pay

Enroll in
Bill Pay

=

Messages

Info Center ‘ My

Accounts

New Accounts Pay

Transfer | My Documents ‘

Personal Fi

‘ Go Maobile ‘

We're here to help!
Live Chat

My Account

Switch Memberships
Rewards

BRONZE

Earned Last Month

View
Point Details

Quick Pay

Enroll

p—
n
Bill Pay. @

Messages

00000°

Mobile Experience Center

ALLIANCE ONE ATM
LOCATOR

‘ ELEMENT MOBILE ‘ FIND BRANCH

PEPPERONI ROLL

Get $15 Off $75+, 520 ONf
PRNTRY <100+ or 530 0N 5150

20% Off 1 Rogular-Priced
) itom
S

255 O Your Entira
FAMILY Purchass of Regularly

30 Off Any 1 Regularly-
FAMILY Priced flem

o

Pepperoni Roll
Relevant Solutions

Saving money is a click away
thanks to the free Pepperani Roll
app. Simplify your couponing
experience with instant access to
hundreds of the most popular in-
store and local coupons from
your favaorite retailers and
restaurants. Just present the
coupon you want to use to the
cashier and they will scan it
directly from your mobile device
or enter the code. You can make
savings social by inviting your
friends to join your savings
group and easily submit & share
local coupons you think your
group would find interesting!
Earn Rewards, Sweepstakes
entries & unlock special deals
each time you invite someone to.
download the Pepperoni Roll
app! The Pepperoni Roll app is
also loaded with helpful features
including favorites lists, store
locators and easy social sharing
options to make your shopping
experience better than ever. We
have local couponiers adding
local savings content for you to
enjoy.

Available for wailable for
iPhone Android

Mobile Experiences That Our Members Like

*®
¥

Dropbox

Dropbax

Waze

Skype

Skype Communications

Uber

Uber Technalegies, Inc.

Today there are fewer than 15 mobile app stores in our

community...we’re shooting for 100 by the end of the year




Mobile app delivery to the ¢

cuasterisk.com ne

el

etwork

1. Confirm the member is

‘ approved for RDC
CONFIG API 2.

|docVAULT

Process the member’s

MEMBER RDC WORKFLOWS

deposit image

ds account #

eDOC
CONFIG API

3. Passtheimagetoa
check processor

4. Reach out to the
clearing system for the
CU’s money

5. Post the money to the
member’s account

> eDOC
RDC API

How would you design the user experience
for RDC if you owned all of the pieces?




How could we automate a smart request for member credentials?

B We don’t want to hide your mobile app

./_Success
“L Credit Union

Success Rewards Program

'SCU Mobile Website

Lecked My Accounts  Move Maney My Accounts  Move Maney

features and marketing behind a login like
most banking apps do, so we’re taking a
different approach with a scalable
authentication method

B The login window shows only as needed,
not before

B A member only needs to log in once (per

session)
a I 4

Locked My Accounts Move Money

In the future, maybe balances will pop up
before the member even needs to sign in




How would we walk the member through the deposit and the image process?

eweoco Carrier LTE 3:00 PM 100% B ¥

Success Credit Union

Check Deposit Tips

REMINDER: Deposit by 11 PM ET and
your money will generally be available for
withdrawal by the next business day.
Holds may apply

REMINDER: Write “Deposited” and
today’s date on the front of your check.
Held onto the check for a week in case
we need to review it. After that time, be
sure to destroy it.

To avoid delays in processing or rejection
o of your check, please ensure that the

quality of image is clear and in focus.

Blurry check images may get rejected.

eeec0 Carrier LTE 3:00 PM 100% ¥

Success Credit Union

Remote Check Deposit

Success Credit Union is excited to offer it's
members remote check deposit using your
smartphone. Members are allow to post up to
$1000 per week. Some members might night
qualify for this service based on account history
and delinguencies.

Deposit a Check Now
View Hist:

#ee00 Carrier LTE 3:00 PM 100% ¥

Deposit Into:

Choose Account v

Amount:

0.00

Check Front: Check Back:

3 Take Picture 3 Take Picture

After you select “Submit,” you can withdraw your
deposited money by the next business day.
However, we may delay availability if we require
further review of the deposit.

e —
m 4 =
—_— —

Home Unlocked My Accounts Mave Maney More

seeco Carrier LTE 3:00 PM 100% k¥
Deposit Into:
Susie’s Checking v
Amount:
$58.29
Check Front: Check Back:

After you select “Submit,” you can withdraw your
deposited money by the next business day.
However, we may delay availability if we require
further review of the deposit.

A O m 4

Home Unlecked My Accounts  Move Money




How would we let members view what checks are in the queue?

B This process will get smarter and smarter

B From knowing 24x7 whether members can do

ssso00 Carrier LTE 3:00 PM 100% k¥ wesco Carrier LTE 3:00 PM 100% b 4 d .
RDC deposits
Success Credit Union Check Details p
Remote CheCk HIStOI’y uuuuuuuuu In Review Approved . Q
S . @ o ® B From knowing 24x7 what checks are in
posit Check History Lorem [psum is
simply dummy text of the printing and typesetting

industry. History only displays the last 30 days.

Amount: $58.29 p r O C e S s

$58.29 Deposited 2/7/2016 (L1 4 0 AL DasS Eruss2z2ue

$58.29 Depostted 27772016 [ETAIALIED Fatmaea Araby Zfz0ne B To blending RDC with other member
Deposit To Account: Susie's Checking

$58.29 Deposited 2/7/2016 (S AN ]
Status: In Review

$56.29 Deposited /772016 (TS0 relationships tactics and gamification

B To automated deposits, 24x7 and almost no
CU employee intervention required

B Then the trick will be deciding how to plug
and play additional vendors, start from third-

party mobile apps, or let a CU design the

A on 4 =

Home Unlocked My Accounts  Move Money



In 2017, we'll declare that we're in the RDC business

Check il e it . T =S > : = =& " Check ' —
Deposit : — i 5 i-= it = 1 | A= Deposit

Check
Deposit

If you already have a hybrid app, you’re only one update away from including native RDC

66 If you don’t, the IRSC is ready for a flood of requests
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What's next for mobile apps from CU*Answers?

Some of our favorite daydreams

B An active community of mobile app designers and developers coming forward from our
community (you)

The CU*Answers custom mobile app design department (By Your Design) becomes a
reality in 2017, and a new source of revenue for the CUSO

A CU*Answers app to manage plastics and respond to the new alert mandates
CUs aggressively add alternative affinity apps, alongside their primary branded apps
Single-purpose (kitchen-sink) alternatives that specialize in different member experiences

Mobile apps that validate or authenticate alternative delivery channel activity

“Check the value of your credit union investment” — an ownership app for every member

Maybe an app that’s appropriate for in the shower?

Who knows? Maybe even an app for
the 2017 Leadership Conference!




2016-2017 Development for It's Me 247 Mobile Web

Online banking features we’re adding to mobile web

__ Proj |  Feature | Target
- Masking (****) when answering security questions IMPLEMENTED
- Page time out notifications IMPLEMENTED
- Wrong email address notifications IMPLEMENTED
42030 Bump a CD rate to a better rate
42029 Change certificate redemption options
42034 Enroll to receive eNotices and eAlerts (as text and email)
42032 Stop payment on a check
42026 View eStatements
42031 View paid dividend and interest details
42033 Change “Activity” button to read “Held Funds”
42035 Enroll in text banking
42024 Make Account-to-Account (A2A) transfers
42025 Set up or change automated transfers (AFT/CFT)
Sign up for loan skip-pay
Use Promise Deposits to remotely deposit a check




The IRSC Client
Service Department

Why we had to build a
branch to launch a
thousand more, and
attract thousands of new
members
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Why we had to build a branch to launch a thousand more B

Membership Application Process

(MAP)

B Our goal from last year:

B Goal #4: Develop an online support center and staff it
with client service reps who can help CUs keep their
Internet retailing tools fresh, comprehensive, and
dynamic for their members

o it st g 8 MUAP st
~ vy T
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B While it has only one team member, this client service
department, when paired with the CU Publisher

developers, has proven that CU*Answers can WM;T

aggressively develop new Internet solutions for credit pile g

unions . -
—
— -

Tt peae tanbal mamhecs S a1arance that thake i e rrackt unkon aes move than aatech

Our Client Service team that helps you generate online tools
parallels your branch response to members who use them
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The IRSC Client Service Department

(P

Projects in the queue...when will you join them?

B MAP Checkout
B 47 more CUs have started Every CU*BASE credit union must start with MAP in
pnal Information
the process order to get MOP!
B Mobile App A long way from 1,000, but RDC will create a long
B 30 CUs are in the queue line...get started soon!

B It's Me 247 Branding _
A few years ago, this was a must-have for everyone,
B 26 CUs are in the queue for according to CUs...now it’s a must-have according to

a custom mobile web CU*Answers to get a mobile app
theme

Please bill me on rmy CU*Answers inice

3 credtewd [wa |20 [ =] 080 [ @ |

e' : hitps://firec cuanswers.comcheckout P - B G :(‘hﬂ'l«sul | CUtAnswers IRSC * |

Recently Viewed
Products

Product Categories




ct for online retailing
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IRSC and CU*Answers’ #1 development proj

)'I https,//irzc.cuanswers.com/product/map, D ~-ad ||®Membership Application Pr... ® ‘ |
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SUPPORT CENTER

* CIUANSWERS Products - Solutions - Resources - Events - About

What's cooking in the
kitchen?

HOME SHOP PORTFOLIO NEWS CONTACT US

ng up new ideas
here in the CU*A % Kitchen and

Home Membership Opening

we'd ik are some af our
h you. These are

Membership Application Process
(MAP)

0 Free!

We have d the online making it mabile friendly,
and added new features to enhance the member experience. Custom brand your
membership application with your credi union logo and sne colors. Set eligibility

Automated AccounUMembershlp Opening Tools

Chef:

Automated Membership Opening (MAP/MOP) vl phieme Tncaln faccredtite st

The Automated Membership Opening tool i a new service modeled after existing

= Inthe Kitchen

requirements and attach informational PDFs. Create promations to target
specific segments of your community. Add testimonials to help sell your credit
union,

products in the marketplace, allowing a non-member not only to apply for - MUp
G |

Az with the cumrent process, appl will ba semt

directly into CU*BASE to be wruplsled by your team,

membership, but to perform all the necessary steps themselves to complete and
approve the application process from beginning to end. - Revampéing the CU*BASE Menu Sys!

More infarmation an thb(‘l".hwp Application and Opening PIOCE?-K‘ iMf\P &
MOF) on the Autom
You cannot have a MOP site without firat having a M.ﬁP aite

T Getting Started with MAP

Your first MAP site is free! Additional MAF sites can be configured for

Read more about the Mobile Application Products Implementation

Bill Paymeent Integrations: A New Fu
Team Progress:

d Account/Membership Opening Tools

—  Phone Number Database Expansho

—  Totallook

WHAT IS MAP, MAP+, AND MOP? . APt Devopment Updateand A — s20imonth
MAP - MEMBERSHIP APPLICATION PROCESS Internet Retaller Support Center - ‘l -
This is an online app that includes customized promations, configurable eligibiliny rules, L R
and a completely redesigned online application. Apps are submitted directly to =
. 14 Cate: Meambership Opening
CU*RASE for pracessing by a eredit unlan emplayee. Shma Dy et B o = SKU1834 Categony: Membesdiin Opeaing

MAP iz currently available. Changes to 1098 Reporting: Mortgs




AAP/MORP: Is this a project, or a career?

Yes and yes! We are building a new retailing approach, not just a cool tool

. MNEW MEMBERSHIP OPENING
B Goal #1: Activate a person to become a member

B Create a platform to sell

B Goal #2: Create a seamless platform that
supports both applications (MAP) and new
member fulfillment (MOP)

QOMLIMNE BAMNKIMNG

Tk

B Goal #3: Create vendor relationships and
integrate services needed but not authored by
CU*Answers

B Underwriting identities and funding

Goal #4: Create a platform that activates a
member’s Internet connection with the CU

And when you finish all of this, move on to Goal #5: Exchange documents with
the applicant, and Goal #6: Get their signature, and Goal #7... (you get the point)




HONOR

CREDIT UNION

LCU*Answers’

contactHonor Seorch

VY HONGR? | PERSONAL | BUSHESS | o WHATSNEW | SECURTYCENTER | LOAN APPLICATION

online
services

Applications

Members|

and wellwart  Blick here o a brlef form and & fenor team member will contart you ASAZ
o guideyout Bugh oure: barship process.

Loan and Visamppucations ~
a 0.4 fiancia redit Union. Whether yoLr
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Befora you cick, make surs you have the following handy:

HONOR ‘

CREDIT UNION

Iwant to_

Slmple Experlence. Smart Advice.

FtEam TEmains T 10 our member

Apply Now

© NEED HELP OR HAVE ANY QUESTI

Why Honor Credit Union?

Seott McFarland
CE0, Honor Credit Union

toa
Iives that philo

Danny Bartz
Principal. Berrien Springs

Mike McKelly
WRKR Morning Show Host

50 hagoy that su

e 10 Honor. They
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Lo
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veijopment proje
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Home
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idUSA

Personal Banking

Click here for details &

Frequently Aske

What Our Members are Saying

n. My daughter

Mylife

]

—

Abuut

e

a - “~
Auto Loans As Low As  WANTED! New Announcemehts
g Number 243278743 2.89% APR MidUSA Members And
s Checking Accounts i
MidUS A

Iwant to_.

Become A Member ve On As o Loan

Apply for Membership Today!

member-owner of
your account. Apphing

Apply Now

Explore Home Equity Loans

! ttonly takes a

ot ol the NERTons,

© NEED HELP OR HAVE ANY QUESTIONS?

Why MidUSA Credit Union?

lames G Miles
President & CED, MidUSA Credit Union

o
service and ancuring hat the proper staff and (ools are

s guicing principles 5 our forus a'\nmm ammsm ok
o fuR thic

One of

" Teacy e
Ovmer ﬂll |magls MidUSA member since ZDD‘J

I*
urien thet can b
mamnar setans

Kadie Henry
Teacher, MldUSAmenhe: for 20~ years

bariing Onin banks
my Mmaney in parsor

onsl 2

Get Text Alerts for:
Account Balance
ACH Deposits
Loan Balance Due

‘

Open Account

Bt a Loan Earn Rewsrds  Download APP Credit Cards

Apply Now

© NEED HELP OR HAVE ANY QUESTIONS?

Why Frankenmuth Credit Union and Kasasa?

Chris-Caro, MI
Frankenmuth Credit Union Member

even have to el them 1
Thanks FCU and the Kasasa team|

Renee-Burt, Ml
Frankenmuth Credit Union Member

RseS aa red, VOIELs are bk, K533 you /6w e for a1 TNt 190 -6, how | 1ove
vou!

CherykFrankenmuth, MI
Frankenmuth Credit Union Member
“Changing ov

whia Using m

acy, and now [m sing maney
™ extra c2sh i GOing nta my

EMH




B MAP success story: District Governmental Employees FCU

MY
BANKING -

m Since Mlay 1, the CU has opened 377 memberships & B

via the new online app, with 270 membership

applications pending

The Marion 5. Barry Summer Youth Employment
Program (MBSYEP}
eeks [Dp romote financial wellness and to encourage you
gin your financial journey on good footing.

%DG EFCU TO OPEN AN ACCOUNT,
TP ot FOLLOW THE INSTRUCTIONS BELOW:
| want to

Open a DC Youth Acc

And Make My Mnney Work for Me!

S = ‘

Click on a credit union logo below to apply for an account.

Gl B District Government Employees Democracy
T
ﬁL_)(IE“{ ("”l:] Federal Credit Union Federal Credit Union

Apl

© NEED HELP OR HAVE ANY QUESTIONS?

bl T Democracy

Open a DC Youth Acc

Ifmmlmdlr&n‘uﬂn.
And Make My Money W‘M you will need to
e — o 0 Find an m Find an
i B‘ ﬁ- ﬂﬁ' ATM

Apply at Branch Apply Online to read frequently asked questions about opening an account if you are under 18

© NEED HELP OR HAVE ANY QUESTIONS?
Find Free ATMs Near You

Click Here to Find
Surcharge Free ATMs

CO-0OP ATM Surcharge



DEMO MODE

Success
Credit Union

e ©o

Information Complete

BECOMING A MEMBER IS VERY EASY

Before we begin, review the items you'll need below.

@ Social Security Number
@ Drivers License
8 Valid Email Address

8 Contact Information
8 Mother's Maiden Name

Who Can Join?

click to view
*Email

| anneapplicant@gmail.com IQ

Yes, | meet the requirements to become a
member of this Success Credit Union.

I'm not sure if | am eligible

Requirements for Membership

To become a member you must live, work or worship
within ABC and BCD counties.

Close

DEMO MODE

Success
Credit Union

0 3]

Eligibility Complete

Please enter your information and select ‘Next' to continue.

(S ]

Your name and gender

*First Name

| Anne |o

Middle Initial
C |
*Last Name

| Applicant Io

*Gender

O Male
. Female

BT T

o000 OGOGOS

DEMO MODE

Success
Credit Union

Eligibility Complete

Please enter your information and select 'Next' to continue.

Your address

*Address Line 1

| 123 Main Street ®

‘ Address Line 2 |

*City

‘ Anycity |°

‘ Michigan v 0
*Zipcode

| 49000 ®
*County

‘ Anycounty |°

DEMO MODE

Success
Credit Union

o 3]

Eligibility Complete

Please enter your information and select ‘Next' to continue.

Other information

*Birthday (MM/DD/YYYY)

| 01/01/1970 ®

*Social Security (000-00-0000)

| 123-45-6789 |0

Mother's Maiden Name

| Jones| I

BTN T

DEMO MODE

Success
Credit Union

o 2]

Eligibility Complete

Please enter your information and select 'Next' to continue.

Your contact information

*Primary Phone (000-000-0000)

| 6165555555 &

| Work Phone (000-000-0000) |

| Work Phone Ext |

| Other (000-000-0000) |

BTN

o000 O0OGOS

DEMO MODE

Success
Credit Union

Complete

Eligibility

Please enter your information and select ‘Next' to continue.
I ]
|dentification

Driver's License Number

| M 123456789 |

| Michigan M

*U.S. Citizen

. Yes
O No

000000

DEMO MODE

Success
Credit Union

Eligibility Information

Congratulations! Application Submitted.

v

Your membership application has been submitted and will be reviewed by our Member

Service Representatives. You may wish to use your browser's PRINT button to obtain a

copy of this information for your records. Then click the "Finish" button to return to the
credit union's website.

Print this information for your records.

Print Copy

Your Information:

Name & Address: Your Contact Info:

Anne Q Applicant Primary Phone: 616-555-5555
123 Main Street Work Phone: Ext

Anycity, MI 49000 Other:

Anvcounty County



MAP / MOP Development & Launch Plan

IN PRODUCTION

IN DEVELOPMENT

Into QC for Testing November 16, 2015

Into QC for Testing May 31, 2016

IN DEVELOPMENT

Phase 1Beta Feb1st, 2016

MAP Sites Launched (IRSC) |25

Phase 2 Beta

Into QC for Testing

June 28th, 2016

IN DEVELOPMENT

MAP Sites in Progress (IRSC) |33

CSl Account Creation AP| Complete

Phase 3 Beta

Into QC for Testing

OB Enrollment APls

Phase 4 Beta

PHASE 1:
1. Launch CU Publisher

2. Launch Pre-MAP using
existing PAHTC 700 program

77

OB Team Login AP

Credit Card Funding API

PHASE 2:
CSI Experian Precise 1D AP

2. CSl Account Creation AP
3. Promo Code & Experian

Results passes to CU*BASE

4.  Membership Created

Landing Page

5. Automatic Account Opening
6. Funding Options Page

IM247 New Member Page

CU Base Programming

PHASE 3:

OB Enrollment APIs

(username & password /
security guestions / user

agreement)

Page

OB Enrollment Completion

New Member / Offers

Landing Page in IM247

CU Publisher Promos

available in mobile apps

PHASE 4.

Account Funding

2. Par Funding by Credit Card
3.  Include Membership App in

Mobile Apps




Phase 3: New MAP+ | MOP Workflow « PASSES Experian ID Verification

With Experian (Precise D) turned on and the applicant meets the required threshold, they will be presented with the “Membership created page” where they will presented with their account number and a printable card., If they pass, then C3I
Account Creation APl will pass to CU*BASE All Membership Analysis Dashboard.

Funding
Opticns

Personal Experian + Membership
Information Precise Created
D Page

Promotional
Page

m = Account Experian

Creation API
Jane Smilh e (= Logoul

CULPublisher

Success Credit Union

.
g Home ¢ Membership Opening / Mew Member / Membership Farm Configurations E
Jane Smith '
q - q = '
Membership Form Configuration  Preview :

Customize and enable features for Membership Application This is a representation of your Membership Application will look with your selected configurations & ol SINIRRARR AR AR AR R R AR SRR RssnaEnnnnmannnnnnn

and Membership Opening Form

B Form Template Promotional Eligibility Censents Infermation Experian MAP Camplete MCF Complete  Funding Options

O Error Pages

[ Eligibility or Requirements Page gl:ecgﬁsanion

+ Consents

¥ MAP Complete Eligibility  Information  Verification Enroliment  Complete CU*BASE CU*BASE
U Experian ID Verification MNSERY 21: Work eonline banking apps/request ALL MEMBERSHIP ANALYSIS DASHBOARD
&+ Joint Membership You Are Now a Member! Main Applicant 1 Fersonal Info
C ions, you have fully created an account!
Account Number HOHOO0K
# MOP Complete pocooooaooooooooonasoaoos c
- ‘ H Promo Code July1GHH
Funding Options ! card example !

H H Experian Result PASS
B Par Funding by Credit Card . .

' ' Experian Reason KEXKK AXXAX XKEXK.
22 Par Funding by Mobile Apps i x

¥ Par Funding Complete

OB Enroliment

Print Card

7 OB Enrollment Complete

Cancel




Phase 3: New MAP+ | MOP Workflow ¢ Online Banking Enrolliment

With Experian (Precise D) turned on and the applicant meets the required threshold, they will be presented with the “Membership created page” where they will presented with their account number and a printable card., If they pass, then C3I
Account Creation APl will pass to CU*BASE All Membership Analysis Dashboard.

Promotional * Consents & * Personal Experian + Membership Funding OB "
Page Agreements Information Precise Created Opticns Enrollment Complete .
Page H

D Page

Account Experian
Creation API

Jane Smilh e =+ Logoul APl

CULPublisher =

Success Credit Union

g Home ¢ Membership Opening / Mew Member / Membership Farm Configurations

Jane Smith
Membership Form Configuration  Preview

Customize and enable features for Membership Application This is a representation of your Membership Application will look with your selected configurations

and Membership Opening Form

B Form Template Prometional Eligibility Consents Informaticn Experian  MAP Complete  MOP Complete  Funding Options OB Enrollment

O Error Pages

[ Eligibility or Requirements Page success
Credit Union
+ Consents
i G Complete Eligibility  Information Verification Complete
U Experian ID Verification
Please create your username and select ‘Next' to continue.

&+ Joint Membership

# MOP Complete

Funding Options

B Par Funding by Credit Card

at least 6 characters

at least one capital letter

at least one number

at least one non-alphanumeric character

=2 Par Funding by Mobile Apps
¥ Par Funding Complete

OB Enrollment Username

7 OB Enrollment Complete
e Back

Cancel



MAP/MOP 2016-2017 ‘-»IOU); EMPIRE

FEDERAL CREDIT UNION

The reasons to engage now and stay engaged

Sioux Empire Federal Credit Union

Features and Services

Melius nusquam gualisque in med,

an congue causae aliquip qui, ‘Q
eum ei minim quando. -

B Existing membership app expires Dec 31, 2016

Features

Text Banking
In fugit reprimique his, ad mea quotinani
menandri. Dicunt fabellas liberavisse cum ut,

ius ea quot tation officiis. Ut diam tota sit. Cu

B New MAP is FREE, and sets the foundation for the next
round of enhancements yet this year

B Enhanced MAP: Sept 2016
B Promo Codes passed to CU*BASE

eStatements

In fugit reprimique his, ad mea quotinani
menandri. Dicunt fabellas liberavisse cum ut,
ius ea quot tation officiis, Ut diam tota sit. Cu

—
eAlerts
ni fugit reprimicue his, ad mea quot inani
menandri. Dicunt fabellas liberavisse cum ut,
ius ea quot tation officiis. Lt diam tota sit. Cu

B Experian underwriting integration

B First MOP version: Oct 2016

PIB

In fugit reprimique his, ad mea quot inani
menandri. Dicunt fabellas liberavisse cum ut,
ius ea quot tation officiis. Lt diam tota sit. Cu

Services

‘v"EnroIIed

Update Settings

Y’Enmlled

Update Settings

Enrolled

Update Settings

Enrolled

Manage Security

B Will open a membership in CU*BASE

Meobile Banking
Suceess CU offers free Mobile Web In fugit reprimique
his, ad mea quet inani menandri. Dicunt fabellas

B Next MOP version: Jan/Feb 2017

Mobile Apps

Meobile Experience Center
i Success CU offers free Mobile App In fugit reprimique
is, ad mea quat inani menandri. Dicunt fabellas
—

B Funding, + new It's Me 247 landing page =

Credit Score
Did you know you can check your credit score In fugit
reprimique his, ad mea quotinani menandri. Dicunt

Your Score

Apply for Loans
b " Did you know you can check your credit score In fugit
reprimique his, ad mea quetinani menandri. Dicunt
iy

Rate Board

Open a savings or checking account
~ Organize your life and making you money wark
harder for you In fugit reprimique his, ad mea quat

Setting “‘:“l N“,\u;ut\"‘:ﬁ,,,ﬂs k
e L‘:m"r e T e

pupe o e
,—dmﬂ“‘ Sk e uw«wp oot

Mare Info

s

Brd“d‘“g,ngm e S ey
ple T numw

anm““:, ecss e e

w"“ﬂ“‘ s \mm

Purchase a Certificate
Open a certificate online and starteaming dividends
today In fugit reprimigque his, ad mea quot inani




MAP/MOFP 2016-201/

The reasons ts\gngage now and stay engaged

B Existing members
B New MAP is FREE, a

round of enhancement

B Enhancedbar=
B Promo COv

B Experian underw

B First MOP version: O
m Will open a~

EMPIRE g

REDIT UNION

. Mewbccounts  PayBills My Documents  Persanal

| = J o
by
! )
Melius nusquam qualisque in mel,
an congue causae aliquip qui .
i minim qugo

-

, ad mea quatinani
bellas liberavisss cum ut,
= iam tota sit. Cu

DIY Alert:

Don’t like our pictures? Don’t like our forms?
Don’t like our workflow? The beauty in this
process is that its APl foundation means that soon,
anyone can send a membership app to

=

/)

— )
r'”lJ, ,l’
41"" - !

Enrolled

Update Settings

Enrolled

Update Settings

Enrolled

CU*BASE...even you.

ile Web In fugit reprimique

B Next MO#version: Jan/Feb 20
B Funding, + new It's Me 247 |

ndri. Dicunt fabellas

p In fugit reprimique
Dicunt fabellas

Learn More

Mobile Apps

it score In fugit
andri. Dicunt

Your Score

, 3
I I Did you know you can checky\)&n&ln fugit
{'m reprimique his, ad mea quetinani menandri. Dicunt

e -

" -\E Organize your life and making you money wark

ﬂu' X harder for you In fugit reprimique his, ad mea quat

" Dpen a certificate online and starteaming dividends
4+ today In fugit reprimique his, ad mea quat inani

Rate Board

IEIIII{/

More Info




MAP/MOP 2016-2017

What's not on the drawing board that will be soon

B All of this will be for naught if we cannot change the internal mindset that has been
developing over the past few years in our shops — yours and ours

B Over-disclosure

B A false sense of control and perfectionism about when we do something, vs. when the member
does the same thing via the Internet

THE FINANCIAL BRAND

M It’s more important to avoid a possible bad situation than
trust that we can make adjustments if we take a chance

#_ Browse by Topic Forum 2017

What The Heck Is Wrong With
on a good one Online Account Opening?

April 27, 2016 | Subscribe to The Financial Brand for Free

B Knowing the job the members are hiring us to do, not
expecting members to do it for us Consumers experience a simple, efficient signup process in every

other facet of their daily lives. But the extra effort needed when
trying to buy financial products online leaves many unhappy.

[ Twitter [ Facebook [ Linkedin [ Email [S] Print 1 Comments

Needing everything to be perfect before we begin

By Jeffry Pilcher, CEQ/Publisher of The Financial Brand

In the banking industry, four out of ten consumers say they have
— at some point — become frusirated enough with an online

Make the leap! Build a constant internal capability to be fluid in your
online retailing, instead of seeing adjustments as expensive projects



Dperations & Lending

Changing the way we
manage the clock for an
online world

Improving our approach to
online lending



Changing the way we manage the clock for an online worid

Ultimately it will be more than DP, it will take CUs changing their business rules

B To truly be an online retailer, you cannot see retailing on the Internet as
something you simply attach to the real things you do in your office...it
has to come from the center of how you think In 2017, CU*Answers

B To that end, we all have some work to do in 2017 will be looking for some

CUs to step up for a

new Executive Study
B What do we have to change to present an active, 24x7 opportunity for initiative:

members to interact with us?

B What do we have to change so that we’re open for business 7 days a week?

B What do we have to do to appear local, no matter where we are Building a 24x7
processing? persona for our

What do we have to change so we can fluidly use the right resource at the network
right time, whether it’s our own, a partner’s, or a computer’s?

It’s not as simple as adjusting tasks one at a time, it’s more fundamental:
it require the strategists from the network (you) to step up




4
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Appearing open for business 7 days a week
e

4

B Members live their financial lives 7 days a week, and sometimes 24 hours a day, and that
includes holidays

B CUs live by their business day configurations, 5 or 6 days a week, less if you consider holidays
B We could process 7 days a week...or get creative
B In 2017, we need to agree on new processes that allow us to live with our members

B Should we do 7-day-a-week automated transfers? Saturday morning AFTs? Sunday morning AFTs?
Holiday AFTs? How will that work with our business day accounting?

B Should we do 7-day-a-week delinqguency adjustments? Should a member go delinquent on a Sunday
morning or on a holiday?

(@)
B Should we release funds on a Sunday or holiday? \*'\

Should eNotices go out on weekends and holidays?

Your members say yes, your staff says yes, but I’'m not sure that
your process rules and regulations say yes...we need a spec




’\ ) 7 1 r iL I SN roeted = AV -- aY
Appearing open for business 7 days a week

We set the foundation with activity/business dates...is it time to go the rest of the way?

Go g|e bank business day definition E

Al News Images Maps Videos More v Search tools

B Do traditional financial service business days really mean
anything to you anymore? Should we simply go to a 7-day PRI —

DEFINITION of 'Business Day' A measurement of time that typically refers to any

We e k i n t h e O p S Ce nte r fo r a I I C U S ( a t n O C h a rge ) ? day in which normal business is conducted. This is generally considered to be

Monday through Friday from 9am to 5pm local time, and excludes weekends and
public holidays

B Only owners can make this call Gkl At Wi ror R

About this result » Feedback

B |s it worth the co-op’s investment to change our cost of BarkingBasis (01 usnes Dey and Cut o Tirs <My el .
operations for a 7-day week?

Apr 15, 2011 - If you visit Bank XYZ after 5:00 p.m. Friday or anytime Saturday or Sunday, your
transaction will go through Monday night's processing (as Menday is the next business day).

Business Day Definition | Investopedia
vwww investopedia com/terms/b/business-day asp « Investopedia
DEFINITION of ‘Business Day' A measurement of time that typically refers to any day in which

B W h at d oes |t mean to our ma | ntenance W| n d OWS ? W h at normal business is conducted. This is generally considered o be Monday through Friday from Gam

to 5pm local time, and excludes weekends and public holidays.

1 Banking Day Law & Legal Definiti
would it mean to our HA rollover calendar? G Aieios SR
Business includes all banking functions. Usually banking day is all day except Saturday, Sunday
and legally defined holidays. Regulations D and CC of Federal ...

B What would it mean to your accounting department and NS TS e s
your archival fees should we add a 7t" processing day?

Business day: a day other than a Saturday or Sunday or a day on which banks in [specify state] are
authorized or required by law to close.” This definition is _

Business day - Wikipedia, the free encyclopedia
hitps:/fen wikipedia org/wiki/Business_day ~ Wikipedia
A business day is considered every official working day of the week. Another commen term is

. .
Is there bang for the buck with your membership? S e T

(¢) Business Day means any day other than Saturday, Sunday or other ...
www.wikinvest.comy/.. /Business_Means_Other_Saturday_Sunday_Commer... » Wikinvest
Options 101 - Definitions .. (¢) “Business Day” means any day other than Saturday, Sunday or
other day on which commercial banks in The City of New Yerk are authorized or required by law to
remain closed. (d) “Change of Control” means ...

People also ask
Is Saturday a business day for banks?

Is Saturday a business day?

How leng is a business day?



ACH 2016-2017

B Inthe 15.2 release: Maintain ACH Run Parameters

Bt AFH lenmme in +h~ Warehouse to Member Accounts

[ | New ACH POSt|ng Controls In the moming run [Post credits anty =

In the mid-day run [nu not post any items v] [PDE‘I: credits only v] %
In the evening run [Post bath credits & debits v | Do not post any items

. Effe Ct I Ve P O St D a te Ove r rl d e Allow early post/effective date override for specific Company 1Ds Post both - CI"EditS & dEhltS
Post credits only

by ACH Compa ny ID - Post debits only

B On-Demand Posting of a
c e EEOTIN— . P
Slngle ACH Compa ny *CU% Products - Solutions - Resources - Events - About

In the Kitchen: Same Day ACH
Session 0 CU*BASE GOLD Edition - Update ACH Company R

Maintain ACH Run Parameters Company ID P2T516367 N

Company name ORIGAMI OWL, LLC 1 kitchen?

Post ACH Items in the Warehous: Post distributions "ll'\’p'rr‘ ;
ere in i

In the morning run [PDSt credits only ,]I i ing credit tr ions early (effective date override}

In the mid-day run [DD not post any items v] - some of the lar;

are currently

In the evening run [Post both credits & debite v |

Allcw early post/effective date override for specific Company 1Ds
Update Post Distributions

sedate on changes by the Federal Reserve to support same-day ACH posting of credits to s e
ber accounts.
N Phone Number Database Expansior
in the 15 we implemented software changes 5o that credit unions can now

settings, Three pasting times are now supported: marning, midday,

Session 0 CU*BASE GOLD - Extract and Post Single Company and evening. You can choose whether to post creds, debits, or both, atany or all three

of these times.

AP! Develapment Update and Appr
Report Options Response You can change this configuration at any time via the ACH Posting Contrals

configuration on the Configuration 1 ments (MNENEC). For tips and

. . S kit Internet Retailer Support Center
Effective date of ACH posting Har 14, 2016 | [F [MMDDYYYY] Copies [1] considerations, refer to onfine help.
Effective day of ACH posting Mon Printer ﬁ Since then Ops i rocess i i st at appreximately 2:15pm ET, based same Day ACH

“c i 2  hasrit been sending any same-
Company 1D E Optional day items yet, 50 unless ve con ACH comparies to post early
o (& new feature alsa introduced in the 15.2 re! there haven't actually been any
Deposits transactions to post, but this allowed us to test and fine-tune our procedures.

TotalLook

Changes to 1098 Reporting: Mortga

Fanrile Mae: Changes to Investor R
To prepare for the Fed deadline of September 23, 2016, Gps will be acjusting the timing
for when they run the midday post to appraxim; 0pi ET to accommodate the
will continue to be recefved from the Fed as they become are
able, as now. Returns processing will remain unchanged

Name Truncation for Credit/Debit ¢

M-Up
Bottom line: We're ready for same-day posting whenever the Fed is!

Revamping the CU*BASE Menu Sy
As September nears




Can we settle for anything less than 23:59:59 per day?

B We’'ve gotten better over the years, extending posting hours, adding stand-in, adding high

availability replication...doing everything possible to limit the amount of time we need to
be offline each day

‘
CUANSWERS ——

B We just finished beta-testing a new way to handle stand-in during nightly
processing =

B The current process: y

= Moving to stand-in requires every credit union to wait until every
CU is done — typically 2 hours from start to finish

et 3 !
HOgram i

2 Ive Flec with althe e

cried on the mpied o

activity

B Coming by calendar year-end: n

=« Independent stand-in processing for every CU, meaning no one
has to wait until another CU’s processing is done — each CU '
might require only 10-15 minutes each

Before 12/31/16 every credit union will extend its real
time availability to the world, to your members




Living up to the implications of RDC services for members

B It's easy to say “you can deposit a check any time” and OpSEnglne

et credit
& Post Frequency | # of CUs

B But anyone that knows about a growing RDC response 4x/day 9
from members sees the holes in the program prett

Prog P Y 3x/day 4

7

5

uickly...
g Y 2x/day

B “What do you mean you only post Monday through
1x/day

Friday?”

B “What do you mean the checks | just posted won’t be in

my account until tomorrow?”
eDOC RDC

B The CU*Answers RDC posting program from our Ops
Cachet RDC

team has been a great success so farin 2016

1

\ OpsEﬂgfﬂsiB
|
Anmouricing KDC Posting! —
| ool e
-

(Of course, Promise Deposits has always been real-time posting!)
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local”, even when processing far away

Looking like

To quote Pinky and the Brain... “You have to work hard to take over the world”

Alaskan
Time Zone

B Later this year we’ll start a program to cycle CUs based
on their local time zone, not just adjust their posting
times

L <y

e

Hawaiian
Time Zone

B This change will give us the option of waiting to kick
off EOD cycles until after midnight

Mountain
Time Zone
No DST

B This will change the way our Ops team thinks about 1st Obscrved Paciic | [mountain | | Gentral | | Eastem

in Arizona Time Zone| |Time Zone Time Zone Time Zone

Sh'ft, 2nd Sh'ft, and 3rd Shlft Sy timetemperature com

B Today, by the time we get to 1st shift, yesterday is already a memory...but now we may be
finishing yesterday’s processing for the west coast, well into our 1st shift

B More than EOD/BOD, what shifts do we need in processing daily activities like ACH and
checks, so they don’t seem out of synch with the local time?

To most of you, this is all invisible — that’s why you’re online

But you should influence and know the design, and in 2017 we’ll need your help




Using the right resources at the right time

We know why we “can’t” be 24 hours a day, but 'm not sure we’ve really tried

B We've been on this a long time as a network — how do you balance
the requirements of staffing a member response, 24 hours a day?
B Internal — your direct team, x hours a day, x days a week If two 3" shift call
B External —your use of allies, x hours a day, x days a week center operators cost
B Automated — your use of automated response systems, x hours a day, x S480/day} is it worth
days a week S4.80/day for 100
B The trick is to appear that we are responsive to the way our credit unions to be
members live their lives, without sacrificing the bottom line responsive between
B What are we learning about service responses as a network? 11 pm and 7 am??

B We need to study this, more aggressively and interactively, if we’re
going to be effective 24x7 online retailers

Xtend has gone to measuring profitability daily...

are there any clues for all of us in their work?




Talk about 24x7...it doesn’t happen without your IT people

* CUANSWERS Products - Solutions - Resources - Events - About

<+ Network Services

3
N
o
"
™
o
0]
L]
fin
]
o
e

Why Network Services?

Related News

REMINDER: You Must Enable Print Session Encryption
by WEdnesday

Action Required: Enable Print Session Encryption by
June 1st

Deadline Approaching! You Must Enable Print Session
En:ryptlon hyjune 1st

ELF-PROCESSING CREDIT UNIONS WHat is R7 Symantec.

* CUANSWERS Products - Solutions - Resources - Events - About

~ " .CLANSWERS

Business (ontinmty

mol TINS? CONTACT THE

T T

Related News

[The Pulse} HA Rollnver Results Naw Avallahle

> odzaeu scoewew

Come hear new information for 2016 in the Business
Continuity Planning course!

[The Pulse] Two NEW Important Documents from the
CU*Answers Business Continuity Team

Answers Business Continulf

Announcing the New Cybersecurity Resources Page on
cuanswers.com!

AdvantageCIlO

1w 82 o et wher 1o wart 15 2wttt g where

Get the Advantage
TP |

IT news and analysis for ClOs
Myspace, Tumblr megabreaches put
spotlight on security knowledge gap

June 3, 2016

Falling into the tech skills gap? Try a new
recruiting tack

May 31, 2016

Blockchain use cases, private vs. public
debate engross community

May 31, 2016

BPO/ITO: Al applications in outsourcing
limited now, but coming on fast

May 31, 2016

Being a great communicator and
facilitator is key to CISO role

May 31, 2016

Big data, a double-edged sword in this
CIO's cyber strategy

May 31, 2016

Customer-facing app brings comic relief




Talk about 24x7...it doesn'ihappen withobur IT people

<

My thanks to our network’s IT teams / W— - —

Related News

REMINDER?
by Wednesda

This year many credit union IT teams
have really stepped up and started communicating
like never before

5 gap? Try a new

ain use cases, private vs. public

Action Required: Enable Print Session En
June 1st

g in outsourcing
1 TS .

st

PEDIRD. RO o P *
.

- - | appreciate the chance they have given me to
r——— listen in and add a few comments

Big data, a doUD e O g e SoTEY,

ClO's cyber strategy

May 31, 2016

Customer-facing app brings comic relief
oopaan o i AN

Deadline Approaching! You Must Enable Print Session
Encryption by June 1st

'1I == ] 4
=
nc naN )(ic_l.l.l . —
oy ey DR ey e o
S Ann
Security Bulletin: Symantec Vulnerability e
- Bullatly *TTENTION ONLINE AND SELF-PROCESSING CREDIT UNIONS What is 17 Symantec ATTRNTH




Burn It Down: “In-branch lending is drastically different from online”

Like it or not, we have to move more quickly towards a new game

Could we come up with new approaches for 2016-2017
that would signal a new mindset at CU*Answers?

A new application factory (DIY) for generating online
experiences (DIT)

Build a network that is wide open to any LOS (DIY) to
better build our LOS (DIT)

Add a second method for automated underwriting: DIY
configurations alongside our DIT expert model

Drive remote closings harder than ever before

We're not inventing any new technical
approaches here, we’re going second to market

94 The innovation will be in our cooperative’s business model



Burn It Down: Why can’t we create an online forms factory?

How do we add 1,000 new forms as the inspiration for new It's Me 247 apps?

95

We can, but to date we’ve chosen not to...that’s about
to change

Right now you can move forward with a Lender*VP /
Digital Mailer alliance

Coming soon, a new platform that will rival CU Publisher
for generating new solutions

This new solution will be a live proof of concept for
how members respond to diverse online offers so that
we can focus on winning approaches when adding new
features to It’s Me 247 desktop and mobile

RETAILER

SERVE YOUR MEMBERS

THE CONVENIENCE
OF ONLINE FORMS

CU*Answers [RSC iz joining forces with Digital Mailer fo
affer you userfriendly, customizable online forms!

Digital Mailer Features:

| EAsvTousE | PACKED w/FEATURES SAFE & SECURE

vided

STEP 2

Signup with Digttal Makier directly 1o Easlly customize your forms thraugh Pulish the forms on your webese and
recele published and securs forms. tools provided by Digital Matler or Inztantly collect submitted membes
allow aceess o the CU*Anzwers IRSC Information. Rekey the data Inta

$50,/MONTH feam fo customize forms for you. AU BASE yourself er hire
Includes 5 published forms. CU*Answers 1o da It for you.
$100,HOUR
Oprional additanal farms: IRSC design fee for customizanen. | $5/CUBASE DATA IMPORT
$29.95,/MONTH {optional) [optianal)

Auaitable In blocks of 5

Chooze from Digital Mailer's stock library!

CREDIT CARD APPLICATION HOME EQUITY LOAN CONTACT US TODAY
CREDIT CARD INCREASE || SKIP A PAY APPLICATION FOR MORE DETAILS!

SIGNATURE LOAN (LOC)

AND MORE! email: irsc@cuanswersz.com

Lender®YP Web Sepvices Digital



Burn It Down: Why can’t we create an online forms factory?

How do we add 1,000 new forms as the inspiration for new It's Me 247 apps?

It's Me 247 Online Banking
Launch Points

1000's of forms
created by
Request Center
Form Builder

b Members Skip information
already stored within CU*BASE
to step 2.

N

I
I
Step 2 Loan Form I-'

DMZSubmission Page

Complated form will
e submitted and sent
to the Request Center

DMZ page

Sends email confirmation to staff
af a form submission

5taff to do the work
to transfer form datainto
CU*BASE

Request Center




ADMIN SECTION

FORM MANAGEMENT

DESKTOP

Predesigned template library

Forms created by User

It's Me 247 Request Canter

L]

Hello, john Smith! P It's Me 247 Request Center

% FORM BUILDER

Y eroiie [7) Log Out

Drag to pasition form elements and tab pumbers.
Header

Active D# Form Name: Submissions SortBy -
e
1 ACH Dispute 7 pi/ireq... sacEd
2 Credit Card Application 2 httpe/ireq... sale=n
2 Home Equity Loan 4 http:/freq... sa Primary Addreas *

Street Address

Address Line 2
Mark as Inactive
Move to Trash

When URL is doubled clicked. you can
select all and copy

Selects All Baxes

hitp: itsme24:

ADMIN SECTION

BLANK FORM BUILDER

DESKTOP

1t's Me 247 Request Center Hello, john Smith!

' FORM BUILDER [+ [P T

Advanced Fields 7 -

B singetineTexs | [ paragraphTe
ﬂ Drop Down a HIML
B3 roumeric
£ o

[E} Radio Burons
I3 section

B3 signeure

o This form doesn't have any fields yet. Follow the steps below to get started.

c/
mmg SELECT AFIELD TYPE

Start by sslecting a field type from the panels on the right-

o CLICK TO ADD A FIELD

Once you've found the field you want, dick it to add it to the form editor here on
the left hand side of your screen.

# EDITFIELD OPTIONS

Click on the expand button on the right hand corner of your field to configure
various field options,

i Move to Trash

4{’ DRAG TO ARRANGE FIELD ORDER

Drag the fields to arrange them in the order you want.

Pull dowin to
list these fisids

= save vour Form
Don't forget to save your work by clicking on “Updata Form” on the right hand side.

Instructions for user on haw

to create forms

ADMIN SECTION

EDITING FORM BUILDER

DESKTOP

Choase custam color in Switch form to edit here
form settings. Available to SSEBCO

chients only.

See page 7 to view
‘advanced fields.
Advanced fields will be
the most used for loan
forms and will be
pushed to CU*BASE.

Standard Fields are
blank fields that Admins
<an creats if they want
0 add ather
fislds/notes to the
forms. These will gointo

& Move o Trash Option 21 in CU*BASE.

Review fields are for
admin only. See page 7
for aptions.

When field is
expanded

FORM SETTINGS

ﬁ FORM SETTINGS

Form Settings. nations

= Form Settings
Type o form Loan

Form Trie

Form Deserition

ADMIN SECTION

Enter description here.

ADMIN SECTION

PREVIEW FORM

DESKTOP

Option to add logo and primary
color in form settings - for SSCCBO
clients only

See page 510 editform

First Name*

Datet
January
Address

Afdress Line 2

Zip Code

PAGE BREAK

Preview next form

DESKTOP

lect which tab you wesh o edit Page Breaks will ioak

like this on members

Hello, john Smith! '

Notifications

Application Status.
Other = Option Z1/MNSERV #21

Bttos/irequsstcanter tema247 com/21 achdisaiste

ProductCode 0t

Homa Equity Loan Application,

Color/logn customization

When color is clicked. this color picker [

Inchute my loge on the form

Enabls Conditiens! Logle

Cantinue.

will pop up.

Logo will be pulled from system in
s Me 247 ifthis is checked.

Button Text | Submit

allow member to save work and
continue lter. See page 18

Schedule form ¥

Schadule Start DateTime.

‘Schedule Form End Date/Time 0302872016

Farm Pending Message

Form Expired Mesiage

[
]




Lender*VP is going to get serious about burning down barriers
Building a network that is wide open to any LOS (DIY) to better build our LOS (DIT)

Lender*VP has taken the revolutionist approach inside our
organization, championing wide-open loan tools

B Creating the foundation to support unlimited external LOS
systems

B Creating the ultimate DIY opportunity for lending vice
presidents

Your Vendor
Here

gelivernga

gone deal

We're not forgetting our DIT
roots, we’re adding a new wrinkle
in finding the perfect spec



Building a better CU*BASE LOS (DIT)

Lender*VP is getting serious about burning down barriers

Loan workflow controls for CU*BASE Loan product default controls expansion (16.05)
app screens (15.2)

Session 0 CU*BASE GOLD - Loan Product Configuration Options

CorpID 01 Product# 004 NEW VEHICLE 51 MONTHS

Name/Address

Employers/income Income Summary References [ General loan information [[] Default 1oan forms
[]Loan product defaults [C]Checklist

[ insurance/Debt protection product selection [C]Procedures
[C]©nline banking [ marketing tips

[[]Member sales information

7
3[" Session 0 CU*BASE GOLD - ABC TEST CREDIT UNIOM
File Edit Tools Help

Loan Product Defaults

Change Co-Applicant

Credit Report Misc/Comments Print

Update Collateral

(21904 Bl2415

Product# 0081 HEW VEHICLE 27 HMONTHS

Field on Loan Request Default Value m
H

Name/Address

Income Summary Credit Report

Change Co-Applicant

Update Collateral

Frequency

=l

Disbursement date (# of days)

9 9 a p p I ie d yo u rs e If? First payment date (Minimum # of days)

Day of first payment

]

(2190} 82415 # of payments 18 ]

Variable rate code &)

Purpose code ]

Security code ]

ECOA code ]

Delinquency code ]

Collateral type A I}

Loan type General [}

. - Loan fees included in modified APR 0.00 =
There'is a lot of DIY in the Maturiydate s
Review date (# of days before maturity) ]

CU*BASE LOS - have you .
[

[

]

[

Default collections officer



Building a better CU*BASE LOS (DIT)

Other lending tool enhancements since last year

2-way conversations with DealerTrack
and RouteOne (16.02)

5 CUs live with RouteOne, 4 with DT
433 conversations so far with decisions:
= 223 approvals
= 88 counteroffers

= 122 denials

Online and mobile web loan app
enhancements (15.2)

Onliﬁg Banking

Clearer verbiage, —

: = D s . e
Commun|ty About You
property features, '
emails to loan
team, etc.

100

More loan delinquency fine codes (15.2)
Tri-merge credit reports (15.2)

Skip Pay History Analysis (15.2)
References expansion (16.05)
Step-down business loans (16.05)

Write-off/Charge-off Analysis (16.05)

(B =] = [

bf' Session 0 CU*BASE GOLD - ABC TEST CREDIT UNION
File Edit Tools Help

Written Off/Charge Off Analysis Written off

W/O betweel Jan 01, 2016 and Har 01, 20816

Total written off 196,490 95.4 45 95.7
Total charged off 9,368 4.6 2 4.3
C 205,858 47

BANKRUPTCY @7 65,869 33.5 12 26.6 | THELEN

From range 3/01/2015 to  7/01/2015 Pro g SE 01 Inter
Skipped payments analyzed 380 277 Onlin

Payments Dollar: Average A TtI en
Skipped | Skip % Skppd Pmt Fee % C n

360 100.0 112,993 297 35.00 100.0 13,300 15,337 28,637

361 95.0 108, 065 299 35.00 95.0 12,635 14,756 27,391
19 5.0 4,927 259 35.00 5.0 665 580 1,245




Lender*VP is going to get serious about burning down barriers

Rethink auto-decisioning platforms and double down

New Conhguroble F|I’rers

snould werun o decisic

Credit Filters

Is the member credibaworthy?

New CDHfIQUI’CJb|E F I’rers

Credit Filters

I5 the member credibaorthy2
Avoid the cost of unning the
decEon Dosed on red fl:;::;::-
cbaidt the member’ s Cresdil
Adding to existing 247 Lender
recuirernent filters

Wil be run betore the deciskzn
i pulled

Deal Filters
Is this a good deal?

For collateral-based lending
where LTV ar ofher factors
might cause you to take a

second ook

Wil b2 run as part of the loan
dpp workflow — after the credit
report has beaen pulled

= | Targeted for the 14.10 release this falll

Set your tolerances for

Total expenseftotal income jsame os month

- Unsecured debtftotal income

= Mortgage espense/totdl income

> Total credit limit/total income

New Configurable Filters

_.I._'_-.':: V'S T |"—E.-Z_ me chan 'I'—'E I:" I'—"

Deal Filters

Is this @ good deal?

Setyour folerances for:

Moximum LTY
= pMogmum mileage of the vehicle
= MO 2 of the vehicle
= pinimum monthly income - Applicant
Minimum manthly income-Co-Applicant

Minimum menthly ncome - Comibined

For each of your
Loan Praduct
codes, you can
glect whether fo
runs thase filters ar
not



Lender*VP is going to get serious about burning down barriers

Rethink auto-decisioning platforms and double down

M Collateral Auto-Valuation

_Rel__ ted Chﬂng_e ’rc:_:

Jew Diato Used Fo = [Deal Filte

ollateral

Accding fiekds to
the colateral
dataobosa

Direct integraticn
to MADA to pull
i a walue for this
wehicle

If we’re going to do deal lending, the collateral is a big part
of the deal, and Experian auto-decisioning needs this data



Lender*VP is going to get serious about burning down barriers

Rethink auto-decisioning platforms and double down

Template AL

f[Le, Indirect Autal

Decisions from Experian

3 modelswe will be bullding;

- 3 options to bulld with Experlan, under our CUSD investment:
Templated Criteria

Client-defined Threshalds on Templated Criteria: 1

Full Customized Criteria {175k mod

Al 32.00 per declsion

FTHore = 1k by

Back to the future...We started with a DIY, CU-configured auto decision approach
103 Timing is everything




Driving remote closings harder than ever

My Virtual StrongBox: Year 2

Success Credit Union

Is/:247

Online Banking

How can you close the deal without document exchange?

Why is the rollout so slow? (even regulators see the promise)

’ & Box i€
: 4ual Strend
m Virtud LsIness
o its Retations? ;f  ment Transter &
")
CUAnSWEr® 10 git Union I g h N
putting B w «an L ay V!

lt'S’f 1247

Online Banking

Info Center My Accounts.  New Accounts  Pay Bills My Documents

DOCUMENTS

FINANCE

LEGAL

OTHER

PHOTOS

Sucess Credit Union HELE @ manacE My sEcuRTY (B Lo

A

View months worth of
statements online, whenever you
want, from wherever you are.
eStatements are not only more
convenient, they're safer than
sending printed statements
through the mail. They're also
better for the environment!

virtuaI-strongbox-makes-life-a-little-

smoother/

= Her @ Locout 8

My Documents  Go Mobile  Contact Us

ol

My Virtual StrongBox is the
perfect blend of online
convenience and safe deposit
security. You get as much space
as you need to save all your
important documents - walls,
mortgages, tax documents, and
much, much more.

Go to Virtual StrongBox

Currently 42 CUs
have activated
MVSB

(3 more just signed)

Only 4 premium
users so far

*Imaging Solutions



& How can building these capabilities not be in your 2017 business plan?

Build an active environment for your members to
store and exchange documents with you

Currently 42 CUs
have activated

Earn from that active environment as members go MVSB
beyond the freemium foundation (3 more just signed)

Gain insights from the data on how members use .
Only 4 premium

MVSB users so far
Brand your cloud services and earn from them

Use cloud storage as a reward system (gamification)

Build file-sharing capabilities for individuals and
groups

I’'m mystified why 100% of our CUs have not
my VIRTUAL taken advantage of at least their FREE opportunities,
S'II‘OI‘IgBO)( and how many who have yet to see the value

in moving to the premium package




Driving remote closings harder than ever

I d ] C U*S St BEDROCK COMMUNITY CREDIT UNION
123 MUDSLIDE DR
ntro u Cln g py e Ignatu res B0 Appiicant s appiying for Join: Crea] AP/t BEDROCK, MI  99999-9999
Intins
Your unt pumber is:16335 Amount requested: 10,000.00 Purpose: HOME FURNISHINGS.
Application: 011278

| | GUARANTOR

ull Name: HARRY J FOTTER
Step 2 - Create Signature SSN: 348-25-8746
Draw your signature with a finger, stylus or mouse. Birth Date: 06/30/1986

124 MAIN STREET
HOGWARTS, Wi 54220
Home Phone: (321) 321-7804 Huome Phone:
| | Own| | Rent Date moved to this addr | | Own| | Rent Date moved o this address

EMPLOYER NAME & ADDRESS: EMPLOYER NAME & ADDRESS:
Signature

Step 2 - Create Signature

Type your full legal name and select a font.

Have you cver filed for bunkruptey? pplicant:  Yes

Second Signature

nitiee Representative Signature

Step 1 - Accept Disclosure
eDOCSIGNATURE® Consumer Disclosure

Consumer Disclosure - Conducting business electronically, receiving electronic notices and disclosures, and signing
documents electronically.

>

se read the following information. By proceeding forward and signing the document(s) you are agreeing that you have r ed the
ving consumer disclosure information and consent to transact business using electronic communications, to receive notices and
and to utiliz C = ieu of usi per documents. Thi ic signature service is
). wha is sending & onic documents, notices

From time to time, the Requesting Party may be required by law to provide to you certain written notices or disclosures. Described
w are the terms and conditicns for pro u such notices and ures electrenically through this electronic signing
ystem. You are not required to receive notices and disi ign documents electronical you prefer not to de so you may
request to receive paper coj and withdraw your con: ) cribed b

DTN

se digtal e clien management

CUANSWERS
Imaging Solutions

1sumer Disclosure and agree s and conditio

| /ﬁ\gree

CUANSWERS Management Services



eDOC mDTM mobie enterprise digital transaction management) eDOCSignature
Why 2016 was potentially eDOC'’s best year ever

107

In 2016 eDOC reinvented itself as an
e-commerce company with a mobile focus

Developed RESTful API layers for highly
integrated mobile solutions

Implemented CheckLogic Manager for
CU*Answers Item Processing, replacing
Jack Henry

B 1 million items/month for CU*A alone

m (eDOC processes 2 million items/month for
300 CUs across the country)

Developed native remote signature
solution to eliminate 3rd party providers

5.

mobile enterprise digital transaction management

Introducing (today!) eDOCSignature for CU*Spy,
public ASP and in-house solutions

B In-house CUs: see your packet for a
FREE special offer!

Introducing (soon!) a new native RDC and API
integration with the CU*Answers mobile
banking app

Expanded development integration with
CU*Answers Imaging Solutions

Completed Independent SSAE 16 audit

Received compliance legal opinion for
eDOCSignature with ESIGN

Congratulations to eDOC on a great year!



CU*Answers Imaging Solutions caused a wave in 2016!

7. Imaging

More integrated into CU*BASE and It’s Me 247 for @\ Solutions
automation and workflow efficiencies

Brought stability to online and in-house

. : e : Ferage i
environments (risk-mitigation and preventative —
maintenance)

. und
simultsreusly s8parand SR
mamier dat

Introduced (today!) CU*Spy eSignatures

Introduced Member Portal for eStatements and
other member documents

18 CUs are live on release management

E=

Statermsnt of Acoount

] L i R
m——— -

Tl X imaging Solutions

LELBEMSP DAY FOIRATICH, [0, LIELIET § 90 &5 OF 120418

e Lt L e - -y -




CU*Answers Imaging Solutions caused a wave in 2016!

With foundations laid and our community responding
like never before, it’s getting easier to see imaging as
almost a given, embedded in everything we do

Imaging is considered with every software enhancement,
every modification — it’s part of who we are now

Our goals for 2017 now seem like child’s play
eStatements via mobile
Tax statements online in CU*Spy
MVSB / eDOC API integrations
No-scan import of electronic images into the vault

Continuing to grow the warranted documents in the
CU*Spy vault

First you build a team to respond to what is
lacking, then you move on to the what ifs

109 *Imaging Solutions




Taking “we can build it” to a whole new level

Why the marketplace’s DIY culture might lead to
our most disruptive project yet




It's a do-it-yourself world

It's at the heart of why consumers start cooperatives

B We can forget how easy it is for a cooperative to drift from a do-it- B 1. Voluntary and Open Membership
yourself startup into a we’ll-do-it-for-you rut s L "2 Democratic Member Control

. : . . .Members'Economic Participati
W It still works — you just convince yourself that doing it for your customer- e

owners is more effective, more efficient than letting them get their hands
dirty and run the place (heck, experts will say you have to)

M Next thing you know, third-party commentators will challenge whether k.
the customer-owner isn’t anything more than a customer...and the Y
customer-owners start to wonder, too

Discover more about all seven principles of a cooperative at our website.

M It's not that every customer-owner wants to lead, wants to pick up the tools of the cooperative
and do a project themselves, or wants the responsibility of DIY

W But the opportunity must be there

has to be fostered, it has to be held sacred if the cooperative is to be sincere



It's a do-it-yourself world /

It’s at the heart of why consumers start cooperatives

DlY

Do it yourselt

CUANSWERS

Do 1t yourself

From Wikipedia, the free encyclopedia

Do it yourself, also known as DIY, is the method of building, modifying, or repairing something without
the direct aid of experts or professionals. Academic research describes DIY as behaviors where
"individuals engage raw and semi-raw materials and component parts to produce, transform, or
reconstruct material possessions, including those drawn from the natural environment (e.g. landscaping)".
11 DIY behavior can be triggered by various motivations previously categorized as marketplace
motivations (economic benefits, lack of product availability, lack of product quality, need for
customization), and identity enhancement (craftsmanship, empowerment, community seeking,

uniqueness)~




It's a do-it-yourself world

It's at the heart of why consumers start cooperatives

DlY

Do it yourselt

CUANSWERS

W Tactically, everyone knows why the concept of web service APIs makes
sense in the technical world

B It's easier to connect disparate systems
B It's easier to coordinate multiple vendors into a single process
B It's easier to build small, personalized solutions
B It's easier to feed the soul that needs to believe it’s in control
M Yet the CU industry still feels a bit let down by the fact that the vendor

marketplace has not delivered on the promise of APIs and DIY
development

M It’'s time for CU*Answers to take a swing at it

B Not just at presenting APls, but at making them truly a DIY revolution




It's a do-it-yourself world

It's at the heart of why consumers start cooperatives

1. Last year we declared that we’d shift our processing environment to
be the #1 consumer of CU¥*BASE and It’'s Me 247 APlIs
- B Make sure our DIY environment walks the talk
Do it yourself

2. This year we’ve been working on the business processes to allow us to
expose all of our APIs to our customer-owners and their market allies

CUANSWERS
B Create a marketplace where everyone enjoys the benefits of DIY

3. Over the next 3 years, we’ll build a service response that will teach,
negotiate, and tell our allies everything we know about developing
solutions, and the hopes we have for people with a Builder’s Soul

B Create a factory where everyone shares the raw materials as if they belong
to everyone — since they do — and build together as artists




It's a do-it-yourself world

Let’s chat with the architects that will enable it

M All three of these leaders have spent their careers building systems Jody Karng;
so we could do it together

M Now we’re challenging them to build environments where we Vpaave WWOIGROUSE
etwork Technologies
could support 1,000 developers who are innovating for our

VP Software Development
B Jody, what was the first problem you needed to solve when

CU*Answers decided to activate the web service APl environment?

B Dave, what changes have we made so that this new generation of
developers will have an environment in which to create and execute
their solutions?

M Brian, it takes a certain kind of developer to be ready to troubleshoot
solutions 24x7. What are your concerns about operating in an open-

It’s easy for CEOs



A Developer’'s World: A Builder’s Soul Drives Our Collective

< i e B M A g M T W A ¥,
o S, T L . SR BT T e

The DHD Online Store The DHD Client Data as a Business
How the marketplace will Service Department Will data businesses be
know we will include A new team focused on the next operational units
revolution market?

feeding the souls of
builders




A Developer’'s World: A Builder’s Soul Drives Our Collective

5 e J#‘Jﬁ#_’_#w‘ﬂ“"”r‘
= o e R o ""4, LBt o g ¢

The DHD Online Store ' . re ae =

How the marketplace will
know we will include
everyone in our DIY

revolution




The DHD Online Store

Why we need an online store to work with a thousand developers

B Goal #1: Build a site that exhibits our intention to let the
world know we welcome developers to our community

B Goal #2: Demonstrate our desire to teach, negotiate, and RECLSICRIHC Sy
tell the marketplace about our network and the best way
for us to have a successful development partnership

W Goal #3: Use the power of an online store to allow users to
start, engage, and monitor projects all the way through
success

CU Answers Connection Services

How g you wank bo connect?

<> i

Goal #4: Redesign the old game for custom software %
development via CU*Answers resources and change the
perception of our marketplace about our desire to

in custom requests

APl Connections Custom Connections Research Connections




The DHD Online Store

Can we create a lightweight, frictionless business process for a thousand developers?

B One of the inconvenient truths about being a developer is
that sooner or later, business agreements and
arrangements come into play e

B What are the contractual responsibilities of CU*Answers and
the external developer, CU or vendor?

RECENT POSTS

B How does the CU need to indemnify CU*Answers when new cATEGORIES
third-party processes control the fate of CU data? [ R o
B Beyond contracts, what kinds of tools can we use to monitor = -— ;.
ol [ |

good actors and avoid harm caused by bad ones?

™ If business practices are poorly designed, open
doesn’t look very open, freeware doesn’t seem
very free, and the cost of failure might be too high

INCOMNVEMNIENT TRUTHS

RECENT POSTS

CATEGORIES

Connection News



APIs are catalysts for an industry that is emerging all around us

There’s a blueprint for our industry, we just have to do it in the spirit of a co-op

.
Adobe usines oty David Damst
i‘:-’zendesk 00CS - BLOG  EVENTS  LOGIN/ SIGNUP B et @ F0 aVI a ra
Rl T, Saarch the relersccs g a4 N N q R
Getting Started with Business Catalyst's APls VP Marketi ng Services
¥ REST APls. w s Busingss Catalyst offers a wick range of AFis which allow developers b y functionality of the platform, . .
Core API S 2 e - Vo and Creative Director
b oo
L Supported APls
> Categories L3
Core APY . Introduction P Commeny 2 & " o :
usineess Catalyst Cumently supDOrts bwn protocols the older eCommeroe and CRM AFTS utilize the SOAF protocod whie all new AP1s are 7
Zendesk 15 & customer support platform that supporns more than 60,000 businesses and over P Cumlormans 5 HITPs.
300 million end users m 140 countries around the globe. Manty of these businesses use the P E-Commerce i " 3
Zencesk API 1o automate and enhance their customer SLPPGN with Zendesk R = Interacting with APls
> Fag 1
The API S — 5 :::;;::T;‘;:I“I;:‘:"w 1| B 0C apep. Thin n - » hmple
This is the documentation for the Zendesk v2 APL Read the contents of this page carefully, o N Rews X Taion a look at the Buling a basic "Hella World" custom app section to get your app golng as quickly s possible.
including the Re ions and Ro o understand how to be a good API citizen M 2
We make charges 1o The AP1S fram lime 10 tme. For mare ffarmatan, see AP Changes e torw 2 Before you get started

The Zendesk AP consists of seversl ddlerent APis. Use the dropdown menu to select POV S NS 2

Bi Core API - Premium Plan Support and Resources
Bunay Supporn
fuen Plan Terma of Une Contents
Conm AR - Groups | vervies
Getting startod
: oy W OGN reguess e 1 Zon faticn and Troubleshootiog Houraon
APy Changes e —— cove hament of ket wondow. s ;mmmmmmn Teoubleshooting

A 10 8 GO B4y, 7 10 80 4

Contas
Revmicsons and e iz % 8 46 WOt aika being dasicr purnch Chockiat ting support
Retponeimiinias ) Bing et Service sage
X Cioots JSON Forrmat eanoting Authorization
Sige-Loaging Wit Portal 41 P s simgia | B
sl ;
E Overview
or License Renewals
- )
45 3 Google Maps APls Premium Plan customer, you have access 1 exclusive resources, including the Googhe for
DIY - BUILDING YOUR APP et Wiark Suppart Portal and suppon hetine, in addition t our stan -
i3sCale moouct  emong  mSOURCES cusTOMERS BRRTNE Search Q

Add tips, tricks and tools that our
frad Gar - teams actually use. Include stats
R from our own web analytics?
S0, you wanl 1o make somssthing
Building Effective API Programs: i the s
APl Business M Od e | S Here are some resources on getting

1z i f t mobile = =l (
app. While his DIY Guide is heavily W il .

focused on Mobile Apps. our APIs could be used for many dilferent inlegrations,

Documentation

RECENT POSTS

M you have a question about the Google Maps AP1s, first check our documentation:

<

)

Plan Dverview

tom Mobile App Connec
CU Answers

CU Answers Aweasoms AP

What is the Right API for the Business Model? CATEGORIES

i il
Connection News Troubleshooting

P[an n | ng yOU r ]dea M you run Ia an issue with the Maps APIs, you can often resclve It yourself quickly using our Prermiis

You need a plan. A who. what. where, when and why,

- Whe s going to use it? Go agjg API support businesses

« What Is It?

+ Where will they use It? Where will it live? (native, on the web, etc)

+ When will It be used? All News Shopping Maps Images

* Why will they want to use it?

About 33,700,000 results (0.61 seconds)

Mockups and Prototypes
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The DHD Client taasak
Service Department

The DHD Online Store

A new team focused on
building developers and
feeding the souls of
builders




The DHD Client Service Department

How do we build a client service department in front of a company of developers?

, . Don Laffitte
W Let’s talk with our team lead for the CSI (CUA Assistant Manager of

0 0 Soft Int ti
Software Integrations) programming team oftware Integrations

B CSl acts as our client service team to the vendor
market when it comes to integrations — who
better to use as a template for a front-office Unified Core Integration (UCI)
client service team for CUs and their vendors?

From the 2013 Leadership Conference

Converting one-off integrations to a new tool

W How canwe lresiEinre truly open Offermg tothe Vendors targeted for UCI in 2014: Transactions supported today:

C U ma rketp | ace ? ' . CBC (trismerge credit repaorts) import loan leads into CU*BASE LOS - F |
CealerTrack lmpj:r!'t appllcatlﬂns_ln_tn LOS, report
B What does this team think will be the biggest Lsi Hex Eons Dok fo ot
MeridianLink serd mew member information for
obstacle to CUs creating their own solutions? MicroLender SR YR and sk asesament;

tobile member signup and cross-sales e et el
B What will be the hardest thing for the DHD to Pﬁm]r:"iar-ce
oualiFile
ex p I ain tO new d eve | (o) p ers ? RetailerDirect It;;r;-:::ﬂ::;i,n:z:iz;e:ui:;::tf:i

Routelne

Tl . "
tizn AFl jor ‘
WeblLender P T R B I”_’_'"???.
posting AF| for CUYSA5E, aod deli

wrDMrect to CUYBASE member database...)

transaction sats, ahead of the demand

Lock for more in 2014




The DHD Client Service Department

How do we build a client service department in front of a company of developers?

APl Consumers

W What is the biggest challenge in moving CU*Answers (Retailer

. . Direct
these from the back office to the front office T
for CU developers and their vendors?

Loan Applications, Loan Decisions

ILT DILLS Preapproved Loans
CUDC Preapproved Loans
Loan Applications, Loan Decisions

Preapproved Loans
That Use CU*Answers Data Standards

Keystone Lending
: o ) TBD
S Submit a loan application to the CU's loan Group
Loan Applications S

Get the decision status for a loan Available Indirect Lending APls We Provide
application That Use Partner Data Standards

Submit a full loan with funding information Loan Applications, Loan Decisions,

Preapproved Loans from another LOS to CU*BASE for booking DRI Counteroffer Exchange
. . . RouteO Loan Applications, Loan Decisions,

Upcoming Indirect Lending APIs SRR Counteroffer Exchange

Using CU*Answers Data Standards Mortgage Cadence Preapproved Loans
Send and receive messages Preapproved Loans

between dealers and CUs Preapproved Loans
MeridianLink Preapproved Loans

< AN Y

Available Indirect Lending APIs We Provide

Loan Decisions

<

Counteroffer Exchange API



The DHD Client Service Department

Progress of our It's Me 247 and other API projects so far this year...

T N T T Y

cH:iBEH APl — Experian Precise ID API AL APL— Member Details June 30
UTEYPH APl — MAP/MOP and account creation APIs \/ ¥/t APl — Credit Union Contact Information June 30

API — Creation of online banking credentials v API — Credit Union Feature List June 30
API — Interface for accessing CU*BASE Config v API — Password History June 30
- API — Interface for communicating account API — Rate Board June 30
40872 N v .

funding |r;]fo to CU*BASE y A:l —kBaS|c Transfer RN Sept 30
36107 API| — Authentication Check Logic API, moving from CheckViewer to
EPH API - Account Summary v new API standards >ept 30
m API — Transaction history v - API — Login History Sept 30
API — Accept User Agreement v - API — eStatements Sept 30
UEFEEN API — Accept PIB Profile 4 I API - Forgot Password Sept 30
API — Create Security Questions v | API— A2A Transfer Dec 31
UEFEEN APl — Change Password v I API - AFT Transfer Dec 31
API - Change Username v - API — Loan Transfer Dec 31
API — Logout v I API - Credit Card Transfer Dec 31
API — Refresh Session Token (session keep-alive) v " API-Tiered Services Mar 31, 2017
API — Mobile Experience Center v D API - eAlerts Mar 31, 2017

- APl — New Account Certificates Mar 31, 2017

- APl — New Account Shares Mar 31, 2017




The DHD Client Service Department

How do we build a client service department in front of a company of developers?

Ken Vaughn

Assistant Manager

W With the launch of the IRSC, Ken has had some experience with building e D s T
new client service departments Development) Team

W Let’s ask him some questions Remember this from 2014?

B You've been tasked with being the proof of concept for API |
mobile app development — what do you see as the biggest I
challenge in building a custom mobile app, relying primarily on
our growing APl library?

B You built CU Publisher so you can generate thousands of mobile
apps. Most third-party vendors will have their own app-
generating platform. What will be the challenges for credit
union developers who don’t have a platform like CU Publisher?

B Think small —if you worked at a CU, what would be your favorite
ilding a simple solution as a proof of concept?
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The DHD Online Store Data as a Business

Service Department Will data businesses be
the next operational units
to help us disrupt the
market?




Data as a Business

Will data businesses be the next operational units to help us disrupt the market?

™ One of this year’s Data Investment Symposium participants lamented that only a handful
of people showed up for a network event related to data disciplines, while in the room
next door there was an overflow crowd for a compliance seminar

™ Our network needs to prioritize the development of data professionals, data techniques,
and data investments in a new way for the future ... not just talk about it

M Our network needs to identify data opportunities in a new way
B Not all data is created the same, nor is it equal — why do we expect a generalist approach?

m It will take a special internal focus to earn here — we cannot export all this work

B We have already built the infrastructure for data — why recreate it when we could leverage
what we already have?




Data as a Business

Our opportunity in core processing business

We continue to specialize

in the data that fuels and

IS the result of day-to-day

operational processing in
credit unions

FILExx CU*BASE

This is the get-it-done
data that every CU
counts on

QUERYxx Data @< ———

\._______;4_______/

= {Series-based

= CU*BASE-themed Data
= CU-generated

= CU private data

Process Data

= Series-based

= CU*BASE workflow Data
= CU-generated

= CU private data

eries Network

= F|LExx CU*BASE Process Data

High Availability | iseriesbased

= CU*BASE Workflow Data

CU * BAS E = CU-generated

= CU private data




Data as a Business

Our opportunity in core processing business

M Bill Pay 1.0: Envision a new game (2015)

{ave yau checked out your

. tredi¥ score on file? -_:«'-- 5
" control Vendor-agnOStlc’ own the Ul, take = 5
control of the price

Move your money between
'our accounts or to of

M Bill Pay 2.0: Conversions and commitments (2016) L | Ao

Schedule'and pay all your

{_ bills'Biline, electronically or E i
A\ by check.

union.

B Investin Payveris, invest a network in a proof-of-concept

W Bill Pay 3.0: Master the data (2017)

3

Info Center My Accounts New Accounts Pay & Transfer Go Maobile

B Change control by owning the data, empower the CU BTN »2c00°

W Bill Pay 4.0: Disrupt the distribution chain (2018+) T

Quick Pay

.
E Home E Add Payee All Pending Payments E Al Payment History m Accounts / Settings

My Payees

B Have a voice in directing the back office

Messages

Quick Pay

Total Payments:

Mt 0 $0.00 | 001 - CHECKING: $1,289.06 |

From account:

My Payees

Bill Pay [ PAYING NOT PAYING | EBILLS | ELECTRONIC PAYEES | ‘CHECK PAYEES
Pay Anyone 2

@ Name/ Type Amount Send Date  Memo (Optional)
Account

Tk i 04/07/2016
g S o u=el

Estimated Delivery: 4/8/2016

eBills Due: 1

Messages

° Efigible: Set up eBills

John's Lawn Service ﬁ ‘ | | 04/07/2016 ‘ ‘

Estimated Delivery: 4/14/2016

Messages

Bill Pay
Pay Anyone

Total Payments:

$0.00

From account:
| 001 - CHECKING: $1,289.06 v |

Visit Our Site

‘ ) for rates, hours

S —|
\ and more Schedule Payments




Data as a Business

Our opportunity in core processing business

ession 0 CU*BASE GOLD - ABC CRED
File Edit Tools Help

. i
M Imagine a new dashboard: “Where WHERENOIMETBEEISAED Withdrawals

Your Members Pay Bills”

B 90-120 day database of bills paid
electronically

Data selection: Debit card ATM ACH Merchants 8,867

Jump to name startingwith [ | The average transaction amount is $85.
Search for: Name containing | | [ | [ |

City containing [ |

24,916 38,700 $3,322,364 Average Average

Merchant/Company City/Extended Desc Members Transactions Total Amount ~ Amt/Trx Trx/Mbr

PAYPAL ACH INST XFER 12 307 14, 056 35 5.5
- CONSUHERS ACH CHK 275 317 29,794 93 1.1

| 90 120 day data base Of CheCkS cut to MEIJER IN DEBIT CARD |GRAND RAPIDS MI 9 272 7,301 26 3.0

MELJER In DEBIT CARD |GRAND RAPIDS MI 7 259 12,022 a6 3.3

. METJER ACH CHK# GRANMI 83 257 19,790 7 3.0

pay bl ”S CONSUMERS ACH ENERGYBILL 197 227 20725 130 1.1

CONSUMERS ACH ONLINE PMT 157 189 19,605 103 1.2

MEIJER IK DEBIT CARD |GRAND RAPIDS MI 59 177 8,756 a9 3.0

A . b ” b b d b MELJER #1 DEBIT CARD |CALEDONIA MI 50 171 10, 033 58 3.4

DTE ENERC ACH 8004774747 162 169 11,978 70 1.0

u ctive bi pay subscribers database MEIJER #2 DEBIT CARD |CEDAR SPRINGS MI 37 167 7,530 a5 4.5

APL* ITUM DEBIT CARD |866-712-7753 ca 60 164 1,245 7 2.7

MEIJER IK DEBIT CARD |WYOMING MI 63 155 5,841 37 2.4

a DTE ENERC ACH ONLINE PHT 117 135 8,600 65 1.1

[ ACt|Ve payee data base NETFLIX.C DEBIT CARD |NETFLIX.COM cn 128 134 1,172 8 1.0

OPTION 1 ATH GRAND RAPIDS MI 53 133 17,330 130 2.5

CAPITAL C ACH ONLINE PMT a2 128 61,006 a76 1.5

. I . . fI | I MELJER IK DEBIT CARD |GRAND RAPIDS MI 51 127 4,450 35 2.4
m a gl n e yo u Ca n I n u e n Ce yo u r O Ca ® Select ® Export ® Compare @ Common Bonds @ Exclude Merchant Q *

economy and how your bill pay
program interacts with local retailers

Member Connect

Summary

FR [5008) 11/0714

130



Data as a Business

Our opportunity in the web analytics and data presentation business

= \Web-based = \Web-based

= Generic CU Data = CU*BASE-themed Data

My CU TOd ay = 24 hour reporting cycle My CU TOday = Variable reporting cycles

= Wide broadcast PIUS = Wide broadcast

N

FILExx CU*BASE
Process Data

Web

This space is one of the most
promising areas to share data
- erioebaced and include CU stakeholders

= CU*BASE workflow Data in our future
= CU-generated

= CU private data

There is a national business
here that fits every CU, and
there is a new line of
CU*BASE products that will
give our CUs an edge

eries Network



Data as a Business

Our opportunity in the web analytics and data presentation business

™ Build on the success of the CU*BASE Analytics
Team’s body of work (dashboards)

™ Build a national, core-agnostic platform for data
presentation and web analytics (My CU Today)

M Build a highly specialized data presentation and
web analytics platform that is focused on CU*BASE

and our network’s tactics (My CU Today Plus)
B Tiered Services and all that it offers
B Income statements, balance sheets, and
everything G/L
Everything else that interests a new audience
U stakeholders

MY CU ToDAM

MY CU ToDA

Activate Ny Alerts

Welcome back David Darnstra

Credit Union: [

O] us Alerts Trends Help

Vids Dem Hom Pl
MY CU TODAW!
Credit Union: | vewe. a Credit union (26

Keeo Your Fmger to the Pulse

Summary  Gos  Sewp | Summey | Goalt | Ges2  Gow3  Gosd  GoalS  Anshms  Terlp

-]

ching/Debit

& 8= 8 8 A B B =



https://www.mycutoday.com/
https://www.mycutoday.com/

Data as a Business

Our opportunity in the web analytics and data presentation business

i B TrackerSuiteNet - % / A My CU Today Plus | ma WEbhOSISWEb.CLUE X |, 10.1500.24801/ 1 X [) Is there a shorteut % G moonshot meanit Project Loon X @ =& =
Lo C  [710.150.0.24:8301/plus/learnFromPeers % u @
Setup Summary Goal 1 Goal 2 Goal 3 Goal 4 Goal 5 Analysis Tier Up Learn-from-Peer -

|'f A My CU Today Plus x ng [ | =] E

Comparative Tiered Scoring Analysis: Learn From Peer l Mark CUs within 10 % of my Membership || Asset Range [ Hide unmarked peers « € | [110.150.0.24:801/goal4 Qv 0 @
Setup Summary Goal 1 Goal 2 Goal 3 Goal 4 Goal 5 Analysis Tier Up Learn-from-|
%?.oal 1 - Primary Financial inshluuorﬂ[ Member Levels asn # % HF’oinl Contributors as £ ”sear:n Exclude ]

5 0 0 0 D i e

Right click a column to view available options. ’ 2 CU(s) Marked

Showing 51 of 51 CUs.

Member Leveis as | ™ P % || search |
T —— T ) T T T e -

A e T=T- -

Progressive Credit Union 4,084 2,996 875 157 56 717,369, 053 7 ~ : ; m 50
@ Honor Credit Union 2,435 62,303 15,231 12,434 18,177 16,461 618,447,960 100 0 ks s
16000 - e
@ Verve, a Credit Union 5 67,305 57,673 9,632 0 0 594,701,597 1 0 i

14000 ~ =g 40
Notre Dame Fed Credit Union 2,035 52,702 19,146 12,318 12,510 8,728 476,543,648 0 0 - " é

12000 e ol W Percent 43 58
Frankenmuth Credit Union 1,090 36,951 14,694 6,463 4,381 11,413 362,360,740  -999 0 g e 3

£ 10000 - 2
Heartland CU (Springfield) 26 30,278 30,278 0 0 0 255,402,347 1 0 2 o L "°§ W Perce
Pathways Financial Credit Union 205 29,503 10,928 9.904 6,454 2,307 232993961 10 0 . e Lo
Heartland CU (Madison) 242 23,338 7.389 5655 5.031 5263 230025291 20 0 000 - Lao
MidUSA Credit Union 1,005 16,956 349 16,607 0 o 195,771,924 50 0 2000 o Lis
0! -2‘007 T DS-ZrDBE T DE-ZrBH T 05-5013 T 05-2015 T

Members Cooperative Credit Union 31 22,890 1,640 20,884 366 0 190,166,008 1 0
VacationLand FCU 25 19,090 3,073 5,480 2141 8,396 176,818,787 1 0
TBA Credit Union 2 17,107 17,107 0 0 0 173,443,601 0 0
San Antonio Citizens FCU 1375, 14,569 4477 4331 2172 3,588 168,652,112 50 ]

Allegius Credit Union 650 17,058 10,308 3817 2,726 210 168,137,246 50 0

€ B9 Ei'MEe e vi @e




™ Budget 1.0 (2014)

Build a budgeting perspective in the
cuasterisk.com network

™ Budget 2.0 (2015)

Budgeting Tools

5300 Call Report Tools
ACH/Payroll Processing

Audit Misc. Configurations

Prep for Budget Assumptions

1 = Div/int Base Rate Forecasting

2 = Div/int Split Rate Forecasting

3 @ Certificate Repricing Forecast

4 ® Journal History Inquiry

5 ® Trial Balance GIL Verification

6 @ Trial Balance Analysis

7 = ADB Analysis (Savings & Loans)

8 @ 3-Yr GL Acct Balance Comparison

Search for I

Configure Your Budget Tools
16 = Lock/Unlock G/Ls for Budgeting
17 = Budget Groups in Chart of Accts
18 ® Link G/L Accts for Modeling

19 =» Configure Branches to Model
Create/Maintain Your Budget
22 ® Project Asset/Liability Balances
23 ® Model Yield & Cost Projections
24 » Work With CU Budget

B Refine the new budgeting perspective
and add asset/liability projections

il 9 = 10-Year Trends by GL Account
Acct Adjustment (Coded)

Acct Adjustment (Full)

Add Club Members

ATM Check Digit Calc
r

10 = Analyze Loan Portfolio Analyze Your Budget
27 = View/Analyze CU Budget

28 = Print Budget Reports

11 = Analyze Savings Portfolio
12 = Analyze Certificate Portfolio

i
Change Printer Outqueue 29 = Variance Analysis
Close Memberships/Accts
Collateral - VIN# Lookup

Collection Processing

B Focus on the automation of budget
assumptions and G/L analysis

™ Budget 3.0 (2016)

B Create the ability to create unlimited
budgets and projection cases

30 = Print Variance Financial Stmts

‘.} Phone Operator Yo Rate Inguiry

Main Menu

MNBUDG  FR [958 1112315

The inconvenient truth of developing a
new perspective on budgets and
financial performance is that we only
have your attention once a year

Expand A/L projection models

Present budget, performance, and
analysis on the web (My CU Today Plus)

...but things are changing
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Prep for Budget Assumptions

1 = Diviint Base Rate Forecasting

Diviint Split Rate Forecasting
Certificate Repricing Forecast
Journal History Inquiry

Trial Balance GIL Verification

Trial Balance Analysis

ADB Analysis (Savings & Loans)
3-Yr GL Acct Balance Comparison
10-Year Trends by GL Account
Analyze Loan Portfolio

Analyze Savings Portfolio

Analyze Certificate Portfolio

II -II |
ar’

% Change Comparison, 2004/ 2009/ 2014

THOUSANDS

Annual Balance Changes Trends,2005-20 14

Dec YE Balance  sss==Pct Chg

®
o

o
o

[
o o

Jan Feb Mar Apr Jun  Jul Aug Sep Oct
May Nov Dec

2004 Balance  ®2009 Balance 204 Balance

20 20 16.1
1.0% 1.500
10
0.5% 000 10 4.4
' 0 [ |
0.0% n 0
pr y Jun JuI Aug Sep lIct!‘I:r -10 2008 I '} 2012 2013 2014
-0.5% 500 . 1o
-1.0%
-30 20 17.7
m2004 Change %  ®2009 Change %  m2014 Change % 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 5 ’
Monthly Balance Comparison, Balances for G/L Accounts in Budget Group 01
2004/2009/2014
E WUSED VEHICLE LOANS
é WSIGNATURE LOANS
Z WSIGNATURE LOANS PARTIALLY SEC

MRECREATIONAL VEHICLE LOANS

WOVERDRAFT PROTECTION

MNEVY VEHIGLE LOANS

WSTUDENT LOAN

WGOLD LOC

WSECURED CLOSED END LOANS

MOVERDRAFT PROTECTION G

WCLASSIC LOC

MNEW AUTO LEASE

WCOODMONEY PAYDAY LOANS




3{- Session 0 CU*BASE GOLD - ABC TEST CREDIT UNION
File Edit Tools Help

GL Budget

CorplD 01

ce

# records shown 16 Filters in effect:

Het Income

ALl Groups - Met Income

=R ==

by Group

Description

Jan-Jul f 2015
Actual

Jan-Dec /2015
Budget

Variance

DEFFERED COMP AND ANNUITY

IHCOME FROM MEIGHBORHOOD MORTGAGE

IHNCOME FROM CUSD ACTIVITY

INCOME FROM CO-PATRONAGE

OTHER EMPLOYEE BENEFITS

INCENTIVE EXPENSE

BOARD AND STAFF EXPENSE

JANITOR AND OTHER LABOR

BUILDING AMD LAND IMPROVEMENTS

DEPRECIATION OF FURHNITURE AMD FIXTURES

SIGHMA FEES

HMEGATIVE ACCOUNT WRITE OFFS

DIVIDEND EXPEHSE - SAVINGS
Subtotal: Expense

NOH OPERATIHG GAIN

Subtotal: Incone

30,811

175,644,
48,029,
a11,649.
364, 496.
70,554,
254,208,
259,851.
363,988.
9,688.
5,935,
265, DB6.
2,002,679,
1,061,341,
1,061,341,

66, 196.48-
54,065 d4-
36,619.80-
16,360.32- 3
§7¥7,230.60

35,366
54, 055.
139,024

465, 580.

1,669.

1,016,30
160, 06
76,83
535,12
810,80
20,29
57,36
537,66
4,001,68

700,144| CorplD 01

35' Session 0 CU*BASE GOLD - ABC TEST CREDIT UNION
File Edit Tools Help

GL Budget Variance

# records shown 3 Filters in effect:

Budget Group 37

INCOME FROM CUSD ACTIVITY

E=H N =5

by GL Acct

700, 14

® View by Month

& Drill to Acco@t

17,340 records Total Het Income

Condense

Filters

686,851.

Description
IHCOME FROM CUSD ASSETS

Jan-Jul f 2015
Actual

fid, 053 . (-

Jan-Dec [ 2015
Budget

73,531.32-

Variance
9. d477.62

12.89-%

3,218,310

INCOME FROM NETIGH INCOME SOLUTION CUSOD
INCOME FROM STRATEGIC INC SOLUTIONS-CLSD

111,591.05-
.oo

1,321.56
35,589.96

112,912.61-
356,589.96-

8543.89-%
100.00-%,

@ Drill to Branch

900 records

@ View by Month

175,644.75-

36,619.80-

T e
12/03/15 11:07:29
RUN OM 12/04/15

GLACCT LO ACCOUMT DESCRIPTION

AT R o

111-00 @1 INT IMCOME - SIGMATURE LOAMS FART SEC
111-00 B2 INT IMCOME - SIGMATURE LOAMS FART SEC
111-00 B3 INT IMCOME - SIGMATURE LOAMS FART SEC

ABC CREDIT UNION
INCOME 20815 BUDGET
ALL LOCATIONS
QUARTER 1 QUARTER 2
79,698.84- 79,698,854~
15,396,083~ 15,396,083~
49,156.50- 49,156,500~

A I
LBGTPRT

2 o

FRAGE

USER DRWNM

QUARTER 3
79,698,854~
15,396,083~
49,156, 50~

QUARTER 4
79,698.84-
15,396.03-
49,156, 50~

TOTAL
314,795.3
61,584.1
196,626.0

139,024.95-




Session 0 CUYBASE GOLD - Budget Management

Budgets i

Description Year Count L Income Expense Owner Last Changed By

2015 APPROVED BUDGET dq,69.2 32,001, 110" T, 937,; IagJu=H PEACOCK * |KEVIHUW
2016 APPROVED BUDGET 3b, 740,897 - 35,567,507 KEVIN WILLISON * |KEVINY
COPY OF APPROVED BUDGET 2816 3b, 740,897 - 35,567,507 KEVIH % KEVUIHY
HMIDYEAR RECAST 2016 7,716 36,953, 466- 35,567,507 |(WILLISON * (KEVINUW

® Import ® Change Details & Copy »J

il
Session 0 CU*BASE GOLD - Projection Management

Budgets i

Description Liahilities Last Changed By

2015 APPROVED BUDGET 870,010,302 379,510, 39T=|J0SH PEACOCK KEVUTNU
2016 APPROVED BUDGET | 1,146,347,38 KEUIN WILLISON

COPY OF APPROVED BUDGET 1,146,347,384 237,927,138~ KEVIN

MIDYEAR RECAST 237,927,138~ |WILLISON

® Import ® Change Details
® Delete ® Yiew Details

Session 1 CU*BASE GOLD - Change Projection Details

Save Current Budget -
Description MIDYEAR RECAST
Upload Budget Owner JOSH PEACOCK

Comments USED 2016 BEGIMNING OF YEAR APPROVED BUDGET AS THE STARTING POINT




Data as a Business

Our opportunity in the data warehousing business

As designers, CUs need
the ability to craft new
data spaces where
they orchestrate all of
the data in their

Web

universe PR FILExxDW
FILExx CU*BASE ey p———
%‘ This is the beginning of Rocass s ala Party Data
> a new business line for S = iSeries-based
+ us a_” = CU*BASE workflow Data = CU-defined, network-sourced data
0, " CU-
= CU-generated CU-generated

= = CU private data = CU private data
%
Q
—
.

= CU-defined infrastructure
External CU_ u CU-generated

. rd * CU private data
designed 3" Party | * SUpF;cl,\rlted by CU*BASE

data warehouse Operational Services




Data as a Business

Our opportunity in the data warehousing business

What We Learned From Last Year’s Symposium

[, - - - LW P —
An Emerging Vision

~ As a vendor responding to the network, it's pretty clear that we
need to build products and services for two different emerging
audiences

* People focused on managing data separate from their vendors,

believingthey can build a more comprehensive picture of everythin
L] r r L]

their organization does

& Pepple focused on managing data through their vendor solutions,

where the data s either dispersed across a vendar netwoark or

potentially aggregated by CUTBASE

~ We need to address both with equal intensity and a simple goal to
support the credit union's agenda, without the bias of our own

™ From the first two Data Investment
Symposium events, it’s clear that a
classic core data processing response to
today’s credit union’s needs for data is
not enough

™ What will we learn at our third Data
Investment Symposium?
B February 2017

B Announcing the new CU*Answers
Cooperative Data Warehouse Solution

B Infrastructure, operations, analytics




Data as a Business

Our opportunity in the data warehousing business

B What do we do with data that wasn’t generated by core processing activities?
B OTB vendor files (data processed via alternative vendors)
B Purchased member data (sales leads, etc.)
B CU-generated data (Excel files, etc.)

B We want this data for archival purposes, but also to correlate with processing data to get
additional information and take action

B Where do we store it? How do we store it? What’s the database scheme?
B How do we protect it? How do we back it up? Who pushes the buttons to make it all appear?

B How do we pay for it? How do we earn from it?

B CUs need to take a more aggressive role in being the architects of databases and data
management for their individual circumstances




Elective, a la carte data for active data analysts

Optics 1.0: The story around a transaction

M The foundation for Phone Optics was
introduced in the 16.05 release with the Goal #2; Build New Databases for Insight
Phone Wrap-up Codes feature

Orrics: NON-TRANSACTIONAL DATA TRACKING — WHAT PEOPLE DO YOU CAN'T SEE TODAY

, . . B Infroducing Call Center Optics B Infroducing It's Me 247 Optics
H We've been gathe”ng Optlcs data for B Tracking every member that was m Watch, record, and analyze the
. . helped thraugh CUFBASE Phone Op clicks in the anline world
our beta CUs since April m Crossreferencing member cefivity O e Ry
to their coll center activity 3- Viawedd Open Laan 31 - Wewmd Check mogs
. . d- = Foale 2 - Prin the Po
W Earnings Edge will manage the new m A search for new ways fo eam from 3 Viwod Do Sy 8 39 viowor e
. . . answering the phone Er':?;fmu Aativity :‘-:G.I:L,ilrl;zﬁzmmmm
elective Phone Optics database solution T e | et
| Bl apen - Paywarh] View
. . % - Choke wux Savings! 37 - [Fonewark) Semtb F2F
and introduce it to the marketplace by ration . Chacing 1 apen 50 Venad Mesoges
| cattype Primary st for g2 3] it ek

11 - Forgod Poawssard 40 - Doemionded oooount
Deioks

year-end

1 ’ f % £ ! B5E New O [elg]=] atoboses wi L= b =
. The new flle traCkS the phone Operator S e ﬁ:.....‘ ::i::ciui'ed fee.:"::lnd I[:lerg+e lT:n::hr|=_l|'_‘|ula!”1..''.1{:- fit
. . Y ’ with your plan for using the data

use of CU*BASE in responding to R

member calls




CRM for Call Centers: Do you care?

Questions you can answer with Phone Optics data

How many unique callers were there last quarter/
month/week/day/hour?

What was the average length of time for each
interaction?

How many calls were complex, average, or simple
(based on wrap-up codes configured)?

What is the breakdown in calls based on subject
matter?

What is the average amount of time between each
call?

What is the average time spent per call?

What employees used phone operator services the
most? And the least?

What branch are the members associated with that
called in?

How many of the members that called in came into
the branch last quarter/month/week/day/hour?

How many members that called in applied for a loan
within the next quarter/month/week/day/hour?

How many members that called in are online banking
users?

How many members that called in are bill pay users?
in are mobile

What is the average credit score of the members
that called in?

What is the average transaction volume for
members who call in?

What is the aggregate/average loan savings balance
for members that call in?

Are they net savers or net borrowers?
What is the average tiered service level score for
members that call in?

How many written off loans/charge off loans exist
for members that called in?

What is the concentration risk for members that
called in?

How many fees were waived for members that
called in last quarter/month/week/day/hour?
How many cross sales efforts were made to
members that called in last quarter/month/week/
day/hour?

What is the average PPM/SPM for members who
called in last quarter/month/week/day/hour?
What is the average amount of net income by

member that called in the last quarter/month/
week/day/hour?

How many members requested an address change
over the phone?

How many photo IDs do we have scanned for
members that have called in?

How many members that called in inquired on their
loan?

How many envelopes did we print for members that
have called in?

What is the average ACH deposit for each member
that called in?

What is the average ACH withdrawal for each
member that called in?

How many members that called in have a safe
deposit box?

What is the average age of members that call in?

What is the zip code breakdown of where members
live that call in?

How many members requested detail on their credit
cards?

How many members requested a check?

How many members requested a review of their
statements?

What is the avers



Activity Per Day For the 8 Weeks Ending: 5/28/2018 Profit Per Day

Branch XT - Duaily 'u'r.lrlulrne Cuaily Proiid LTRAST
P thee H ‘Wisks Ending: 520/ 016 Anclyring B weeks of daify colf valume e ok rmctions 1.5
reveais apporent volume trends per day, [Prafit Par Interaction 0L 5
with valume spikes on botfi Mondoy and
Friday and lower volumes mid-week. The Excluding fons and Fraject Ravenue
standard devietion af volumes per day-of _ Moncey  Tussdey  Wednewdey
the-week were ooiouioted to quantify

Dally Proii [T ST [T
consistency. Lower standard deviations e e S

fimifcone grecnier coaistency fless Peafit Pur Interaction Snaay ETTY 5040
—— o variance from averoge] in the data set. Evmlugting Met Prafit per doy ower the 8 week period produces widely Suctuating margins. Mondaoy & the mast profitabie
e daoy averaging pearfy $800 in profits, o $0.50 margin per inderoction. However we see g droshic decline from these morgping

an Tiesday, profiting an eweroge of just $0.10 per interoction.  Labor costs wene svolugted m oitermnpt o further explore
these varianoes.

E54

533

Pendiy Tusiday — Wedneiday  Thuridiy Friday
1355 1033 =] 1303
:.l:n_:-q TET &7 22 Total Daily Volume
1,085 ang Ta7 1,038 = For the H Wesks Endny: %18 2008
115,11 IETE

E378

Average Daily Employee ‘Wages wene
tracked and analyzed, representing base
: salary and wages as well as contract staff.

- These daily averages wene added in
Meonday Through Friday - Average Daily Call Velume was 930 wellow and plosted on the: right aws af
the daily average volume graph. On
Tuesday, we see a slight increase in labor
casts as compared to reduced volume:
B + ST - Diaily Val and revenue explaining the reduced
ranc = Lisly Wolumes Mondsy  Tussdwy Veedreachy Tremdwy  Fridey  Gacorsay
Per the B Weeks Ending S/28/2018 margin.
—a— R —a—liw S AT Eorpioyes Wags

Branch 5T

For less corelation exwists with Branch 5T
calf wolumes. Penodic dfent demand will
poy o large role in observed volumes.

W do see @ genenal tendency for Average Profit per Interaction has Averaged: $0.367
wolwmes to increase mid week, Kkefy in
cormelation with reduced inbound
volume.

### AV figare wery ke froes the wankly Coll Gmier npports prmened by fiead Monogement. Stoted Revenan ane sof intmeded o bakecr sgsist
marthly income SPatrmenty, adwertived solumn hovwe oot e seonaiind

Like online retailing, it’s time to sharpen our approach and
see call center retailing as an intense part of who we are




Data as a Business

Our opportunity as data analysts

= \Web-based = \Web-based

= Generic CU Data M T = CU*BASE-themed Data
My CU TOd ay = 24 hour reporting cycle y CU Oday = Va_riable reporting cycles
= \Wide broadcast PIUS = Wide broadcast

This is our
/ version of Big

Data

Web

FILExxDW
* —
FILExx CU*BASE CU*BASE & 3 If you plan to

Party Dati_/ turn data _into
bottom-line

QUERYxx Data | < ——— Process Data

SR P = iSeries-based = iSeries-based
= CU*BASE-themed Data " CU*BASE workflow Data - gld‘dEﬁ”ed' r(‘ftwork‘so returns, you'll
= CU- = CU-generated = CU-generate

Clgenerated = CU private data = CU private data need the

= CU private data

people that can
coordinate this

= CU-defined infrastruct ecosyStem
= FILExx CU*BASE Process Data External CU- « CU-generated

c c 2M& = jSeries-based 8 rd = CU private data
High Availability |} & sace workfiow bata designed 3™ Party | * Sunmorted by CU*BASE
CU*BASE " CU-generated data warehouse Operational Services

eries Network

= CU private data




Data as a Business

Our opportunity as data analysts

insight
fagctory

TRANSFORMING BUSINESS

M For the past 12-18 months | have been pitching the
development of a new business within the
cuasterisk.com network

e
"

HOME | COACHING | JOURNEYS | LEGO® SERIOUS PLAY | INFORMATION CENTRE | THE TEAM Search

Our Mission — Business Transformation

HOME

M | started referring to this new business as an “insight

factory” but to my dismay, the company name is B | Insight Factory LLC
"Converting Consumer Insights
a | re a d y ta ke n .%%. into Products and Profits"

Through the use of coaching 3

2010 Flower Garden Lane

learning, we will enable individ e Our Mission S

Our Passions

Services To elicit, interpret, and translate

AdvertlSlngAge Marketing Advertising Digital Media Agency Data BtoB Video CampaignTrail O consumer behavior into timely and In addjt.ion to
About Us meaningful insights that result in new supporting product
Contact Us or improved products or services. development efforts,

another passion at the

Insight Factory: Its Press Release o — o

support animal welfare

Was Fluff; Its Mission Is Rock-Solid | e e
‘ S e

Despite All the Jargon, Publicis Shop's Integrated Model Will Please Clients

Megan Mcilroy

Observe the newest in agency models: the rebundled agency. Wait, better call it AdvertisingAge
an unbundled bundle. Or is it a rebundling of heretofore unbundled services on o
an ad hoc basis? Ah, screw it. Just call it the Insight Factory.

M Publicis Groupe's newest agency concoction, a full-
\{! b E \

service offering that will combine creative services
from Leo Burnett, media expertise from Starcom
MediaVest, and Digitas' digital chops, came into the
world last week with a press release that might as
well have been written in French, which is a shame
Jack Klues, chairman of because obscured by all the opaque palaver about

A Video Series From Ad Age Editors




Data as a Business

Our opportunity as data analysts

M Collectively...

= Web-based

* CU*BASE-themed Data
= Variable reporting cycles
= Wide broadcast

= Web-based
= Generic CU Data

My CU TOday = 24 hour reporting cycle

= Wide broadcast

Web

B We design data

B We generate data \
== ' FILEXXDW
B We store data B QuERvDat [ CU*BASE & 314
<= : Party Data
1 R
. We Valldate data g e Seriasbased = jSeries-based = iSeries-based
@ + CU°BASEthemed st S e £ e e
B We process data = et scopmateans W - CU prvae data
ax N\
o N
B ...yet, we only half-heartedly analyze data & | X T p——
"l | = FILExx CUBASE Process Data External CU- * CU-generated
: . ' ' High Availability |} &5iereties ow bate designed 3¢ Party | ; SUprwtedate |
M We are inspired by the promise of data in CU'BASE | :Gusmwusi dotawarehouse I G
| = rivate da o —

\-._____________./

this new marketplace, yet we have not
found the design for a major investment to
deliver on that promise




Data as a Business

Our opportunity as data analysts

B Can we build a significant data analysis
competency in our network?

Graduation Projects:

W “Building a Factory” Project

B Individual project to author a book in this
series and activate it in their credit union

M Building a Collaborative Data Analysis
Business

B Helping us build a job description, ideas for : _

L to R: Brian Sprang, Rick Burden, Deb Slavens, Chris Mulder, Sarah McNeil, Kimberly
what we sell and how the customer would Youngblood, Mary Dlugokinski, Gretchen Jungnitsch. Mathew Stuart
earn on what we sell, and ideas about how to

i credit union to be in this business




S Session 0 CU*BASE GOLD - VERVE, A CREDIT UNION EIEEE B Se'hng a perspective requires tools

File Edit Tools Help
Losing the Love: Analyze Patterns in Closed Memberships that help you look for one

Date range 000000 [E [MMYYYY] to [pEO00O EF MMYYYY]

Gender @Al () Exclude other (C)Male ()Female (©)Other . D O We h a Ve a C re a t ive n etWO r k?

Branch
ZIP code
Member designation b
Closed reason code x' Session 0 CU*BASE GOLD - VERVE, A CREDIT UNION
Account base range File Edit Tools Help

Account pattern XX3ITXXXXX  (This picks up all accounts with this same account structure)

Last tiered level @anl @B ©1 ©2 ©3 Patterns n Bala ce C nges -CIOSEd

Length of membership to months

Date range  Jan 2016 to HMay 2016 Member count 32,270 Deceased
Age range to years

Warni i .00 D t
Export file (Exports member accounts based on your selected filters.) arning signs orman

Show Members With:
User Defined Files (Located in Library QUERYCJ))

Changes in balance changes of at least (thousand §) -OR- % when comparing adjacent periods -AND-  at least |3 occurrences.

Import file (Imported member accounts supersede accounts normally built by this program.) Show balance changes (@ Down only () Uponly () Both ways

Exclusion file (Excludes analysis of member accounts found in your file.) Balance between and (thousand §) Net change over time between and (thousand §)

oose a Group to Analyze Data Available Select Data to View Showing All

(0)1. Find Patterns in Balance Changes 41 months (01/2013 to 05/2016) (Selectup to 12 months) Closed

2. Find Patterns in Tiered Services Changes Current plus last 3 months (Selectcurrentmonthonlyl Date Jul 2015 Aug 2015 Sep 2015 Oct 2015 Nov 2015 Dec 2015 Jan 2016 Feb 2016 Mar 2016 Apr 2016

3. Find Patterns in Products Per Member months ( Session 0 CU*BASE GOLD - Select Data to View 4/29/16|  164,b624| 154,976 148,292 136,084 137,906) 138,123 19,307 19,123 51
5/09/16 64 60 55 70 65 60 70 65 60
4. Find Patern in Services P Wember months 1750716
~ montha . 4/04/16 39,201 37,662 15,948 34,203 20,942 20,555 10,327 10,332
Closed Date a/14/16 812 B81 1,003 1,067 1,787 2,069 2,890 3,975 3,509
2. Open Date 5/16/16 6,493 5,931 4,579 2,827 2,524 3,766 2,566 2,186 1,936
3. Length of Membership 1/08/16| 149,762| 149,883 69,232 71,331 100, 100,
3/08/16 855 855 55 851 846 ga1 836 821
5/24/16 2 26 26 26 26 26 26 26 876
5. Branch 1/21/16| 105,362| 105,392| 105,420 105,450 105,478 105,508
6. Designation 5/17/16| 177,255 176,875| 176,987| 176,989 176,509 176,346 172,895 171,441 158,563 205
5/26/16 44,614 44,099 44,244 42,647 42,232 43,213 42,787 41,617 40, 445 39,271
2/23/16 26,471 27,567 22,939 23,132 24,3321 23,497 23,508
8. Closed Reason Code 3/09/16 1,696 1,696 1,696 1 1 1 1 1
) 9. Largest Net Change

)10. Net Change Over Time Span

4. Age of Member at Closing

. Account Base

= m View Account * Highlighted amounts indicate negative values * *

Totals 18,989,220 16,567,931 13,080, 767 7,731,154 1,842,183

19,634,239 17,674,263 14,976, 198 10,477,822 4,667,418
Percents .3- 6.9- 2= 9.6- 12.6- 19.8- 26.2- 39.6- 60@.5-

Exclude Deceased Balance Selection Show Warning Signs _ Open Mbrs

,_ nE 23




| say Chatter Yak!, you say social media

| say social media, you say it's not the silver bullet you thought it'd be

™ Do you understand the cycles of hype, and the work that
follows?

™ Have you been to the Chatter Yak! website lately? Here’s what
you’ll find:
B “Turn your digital presence into loan growth & new accounts”
B “Results driven marketing strategies”
B “Loan and checking account lead generation”
B “Campaigns in a box”

B “Consulting”

M Surprised? You have to hunt for “social media”

B That’s because we all need to move beyond the hype
into the work to find the silver bullets

CHATTER YaK!

RESULTS DRIVEN MARKETING STRATEGIES




Announcing the “Managed Yak Tracker Alliance”

Chatter Yak!, Xtend, and CU*Answers combine forces for a new lead-generation factory

FULL SERVICE

YAK.-TRACKER

M A new department (DIY or DIT) for your credit union that
constantly runs survey-based contests to generate leads

MANAGEMENT

STEP 1 | sisigm o : :
i gt | ot b o B A new opportunity factory you cannot afford to build yourself

- R

M Scan the Internet for members who want to tell you what
= they need, then match those members with your solutions

* Dinta collectson configuracions

P.:wmc LIRL o thwe cre
thair web page and soo

e 0 fr the sl narhsing. i i 1 * H
S P 5 B Every night, raw leads are qualified via a CU*BASE scrubbing

| process that delivers the leads to your sales queue
.ﬂﬁﬁ STEP 3

GEMERATE LEADS

DU Briswiirs cortfies the data to pass
o CLMBass,

e Dyt S % B You follow up, or you let the network (Xtend) do it for you

QUALIFY LEADS

HOW DO | ENROLL?
and Generation = iend manages

MI :s:l o King the: rr u ailty.
A) CHOOSE THE OPTION THAT YOU'D LIKE TO PARTICIPATE IN:

w JANURRY merch | mav | quwv | seeremser
=]
o< B crecnc s A enzaee s B =]
i
= &= Balance -
i @ Auto
-
d ~
= ption ignsfyea
= JANUARY  FEBRUARY = MARCH  APRIL )
o B crecice B @ s e % vorz &
o

= Balance for 5= 8

& & 2t

AUGUST SEPTEMBER OCTOBER NOVEMBER
S B3 creai = & 2 B s =]
& o & &

CHATTER k]  Clzuseers



Announcing the “Managed Yak Tracker Alliance”

What if we could invest in the opportunities of our peers, to lift us all?

M “Bet” is an ugly word in the CU industry, but
every day we bet money that by investing in
our staff and operations, we can sell stuff

B At-risk investments for qualified opportunities

B At-risk investments with no guaranteed
paybacks

B At-risk investments for the chance to serve
our community

™ What if we could create a way to earn by
investing in the opportunities of any CU in our
network?

erve our community and sustain our futures

Spend $$
to Earn

Credit Union A

2,000 members
$1,500,000

Credit Union B

15,000 members
$2,500,000

Credit Union C

1,000 members
$500,000

{ PRICE FOR 100% MANAGED YAKS

Percentage Allocated to CUSO’s1

$25.000 and below booked loan

CUSO Revenue

Chatter Yakl 25%
Xtend 75%

$25,001 and above booked loan

Chatter Yakl 25%
Xtend 75%

Credit Card or Credit Card Balance Transfer

Chatter Yakl 25%

Campaigns

Xtend 75%




Announcing the “Managed Yak Tracker Alliance”

What if we cxNgd invest in the opportunities of gur peers, to lift us4

Credit Union A
ER 7,000 members

$1,500,000

M “Bet” is an ugly wh
every day we bet mo
our staff and operations,

i We cannot stand by while CUs
B At-risk I with good opportunities
back
e lack the resources to bet on
B At-risk investments T

our communit themselves

B What if wer
investing in the opportunities
network?

$500,000

erve our community and [ | \ : ' CUSO Revenue

Chatter Yakl 25%

$25.,000 and b yoked loan 3% Xtend 75%
\l Chatter Yakl 25%

$25,001 and above booked loan 2% Xtend 75%
Credit Card or Credit Card Balance Transfer Chatter Yakl 25%

Campaigns Xtend 75%




AuditLink

Just another: CU*Answers department?

...or is it the next cooperative business
startup, looking for your ownership and
influence?

Only you can say




AuditLink is a force...now big of a force might be up to you VSN

We will invest in finding a way to disrupt the future of CU compliance investments

It’s easy to make money in compliance — the audience is r—
eager to spend it el e

It’s harder to make money in compliance while doing no harm

As a designer of solutions, our network has to spend money
on compliance

in and out of networl
audit functions.

We’ve always gone further than that...but how far should we
go?

B Organize, sell equity, and elect an independent Board, with
compliance at the heart of what they do?

B Organize and design a new business unit governance model to

be completed by
i in

expand the vision of what AuditLink might do? " o b o e e g o s

Take a look at what Jim Vilker wanted me to convey to you and
endorse — what do you think we should do in the future?



AuditLink is a force..how big of a force might be up to you SN\

CU:s are responding every day, right now...do you know why you might want to participate?

" . . Daily log management clients 57
AuditLink is the voice for CU Srolee e e 17
compliance leaders at CU*Answers BSA & ACH Audits 16

| : daf AuditLink Lite engagements 2

B It creates a forum and a focus group Concentration Risk 6
B It influences system design and Duration Analysis 4
development priorities S/ E 1
M [t looks for competitive marketplace e
s serro: [ n

opportunities and responds with S i

disruptive alternatives Audit
And through you, its voice grows www.auditlinksuite.com o

| 2" ANNUAL
CONVERSATIONS

with each new service

S s T-".»l,-}ud May 24,2016
9AM - 4PM

REGISTER TODAY FOR FREE!

MAY 24, 2016

9:00 AM - 4:00 PM
Cost: FREE

155

Related News

There's still time to register for the FREE Ohio Area



AuditLink is a force...how big of a force might be up to you

AuditLink is just getting started with CU stakeholders who never sign on to CU*BASE

B U‘AN SWERSE'?
-

& CRTET Liwdd SERCE DFs 42<nias

Forgot your password?

Theink about it & new way witts
CUPTASE ETE

Check cut CLPBASE CTE Custom, C 1t : »
oy i SERVICES CON

Teaining E4%0n 3 smutated b
P

ot Wi your cwe faertnt
BCTOURES, DIOOUCTS, AN SENCES

Find More Information [IEU /R || 1 want to... v

WE'RE

Exam Flexibility Initiative SA

g
As the financial services industry and credit union risk landscape evolve, NCUA WI] :

continuously improving our current processes to operate even more efficiently. A

Together, we plan on creating mes tools, nims agendas, new communication techniques,

sarhe 7 rali i =ne - | ared
nearly 1 ntire credit union system, and the regulator for federally chartered ci AT SR b S S S e e L e

also faces challenges much like credit unions face in serving its members. anion world... join us in our interest for examination innovation!

NCUA Board Chairman Rick Metsger established the Exam Flexibility Initiative o

evaluate the agency’s largest function—its examination and supervision program,|

e e cktmenercom

tapped Region IV (Austin) Regional Director Keith Morton to lead th ency’s el

DEMO exXam proc The internal working p will include representatives of all five of NCUA’s regions as

N

well as our major offices, and it will solicit advice from a wide range of stakeholders across t

Watch the Demo Video



AuditLink is a force...how big of a force might be up to you

AuditLink is justgaattas odaith 11 et lobaldc [
= # of CUs using one of our board sites:

 Policies shared via PolicySwap:

Exams shared via ExamShare:

Views of our cybersecurity videos:

Free Cybersecurity DVDs sent:

Views of our Board Literacy series: o e e

Board Literacy DVDs sent: - %‘//

S
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iness Continuity

Product Overview

Business Cantinulty & Recovery Serviess

In aconstantly chamging and ever Increasing complex
business and 1T emironment, unplanned disnptians

A comprehensive Business Continuity
Program s key to sustaining operations
during unpredictable and adverse
conditions.
and becomes part of day-to-day decision-making
and aperations.

CiPAnowers Business Conirdty and  Recowery
Senices can help you design and Implement a
progam  with  costeffectve  straiegles  and
testoalidmted processes to mitigate sk, sleeate
jpreparechess levels, and restore oritical business
funciions as quickly as possble in the event of a
senvice disrugtion or disaster.

CU*Answers Records & Information
Consulting Services

serving membess at the font line or managing
vendor relationships in the back office, whether
facing an examiner’s scoubiny or making an annual
report 1o a room full of sharehalders, information i
the lifebiload of any credit wndan arganizatian,

Much of the informatian has business, opesaticral,
legal and historical impartance and therefore must
be propery managed. You depend on this
informatian to better seree your members, to plan
and forecast, and to mset your legal and requistary
sibligations.

Managing this information effectively ks central 10

your success; failing i manage it can resul in severe
pemalvies, reduced profimabilry. and discipinary
actians.

Discover more!

Business Continulty & Recovery Services
€UAnswers

. -3l Look inside for mone information

Look inside for more instroctions

muunmmmwm

Client Education Services
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CU*BASE® Leadership Dashboards

Touk Bt provide & wisdew o your credE snion’s dey-to-dey oparatiens .
Tt than seery eredit usion hesser should be farnillar with

" BASE dashbosards bat youl kawp a oy o cradi usion's o, s they do it
s that balp
cmmuwnruuudawmmnlmmrmmwml Usan tha ™ ool 10 generate & high-quality
v enntants, o your Based

U thoe 3 bl o memert foar i it appleation. Lise o for o e
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Management Anabysis Dashboards 1 Menn (MNMGMD)

10-Feae Trends hﬂhm it whew of hers your 6L balances have Lesn

jrmau(m-mulm Asalyte the history of 4 Sege G/L sccount performance ceer
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smcdlawm:—'i-}l.
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Why | believe you will outlive it, too




We still see work to do

Potentially, work only a cooperative would sign up to do

Credit unions large and small agree that these
stats show that our success as “bankers” might
not prove our point as disrupters

sssove: RADICAL REFRAME

Time to go UNDERGROUND and discuss topics that are meant to
be controversial and go against the status quo. Innovation is not just
about technology and standard adaptation of business practices.
It is also about responding to internal and external environmental
considerations that are impacting your members and consumers
within your market area.

Key Polints:
= Wa have proven we can be banksre. But have we proven that we inspire consumers
1o i that that tilt the acales toward
that taking on the misai bei ivie

‘our communitisa, and tha cultura of our economic markst places? Mothing in the cradit
union culture today supports the idsa that working with activist consumer-owners is

A good way 10 run a credit union.
START OVER - One message ia o

4 ik i :uahhnuemﬂmmplma and bast practices, paint-by-numbar tactics for surviving as

5 ot s caeigvers; e popla o fesl ERS B pick winnars from tha agandas
‘some compulaion to reframe. | think we of our ownera? Where have ownership svents grown in either number or in acale?
fall 30 quickly into the tactical and i V9 12ve beeame a0 diveraifiad in our purpoass that priorization of thoes purposes
the groove and the doctrine of bainga = Muted. and clearly not i malority or the voice of ip. We have
cradit union. And that doctrine fora ot S1°0da inatad by tha ag not our purposs

of psopie i & haavy, heavy overcoat,  * We havs negotiated and accepted industry seorscards that bind us 1o be governad

‘And thay wonder if they could ever cast by a et of criteria based not on cooperative businees designs, but rather on technical

that off and start ovar to samathing that banking designe. 1 it sven poasibia to resst cur industry acorscards 1o sncourags

brings them back 1o why e chose not- a second cylinder, & second perapective that would acore each organization and

for-profit financial services 9= o tactic. network according 1o ita ability 10 be a well-iuned coopserative? With zero « gapect for
theee ideals amongst the scorskeapara who judge us and inspire us towards a sence
of succses, is there any reason io believe that we can rstum 1o a purpoes-driven
angagement with member-owners, beyond thoss who really do respond to simply
awning & bank for the sake of owning a bank?

= For a sample saet

MAHES LIS ANGRY!

(s of Americans are
76 / o » living paycheck to paycheck

370/ b of Americans have
o credit card debt greater than thelr savings

56ﬂ/u b of Americans with

FICO score between 500-649 will pay more than 5200,000 In
higher lifetime Interest vs those with well quallfied scores

529/ > of American households
o say they do not have a planned savings hablt

47;:/ b of Americans
o couldn’t come up with $400 In an emergency

43@/ > of Americans describe themselves
() as struggling to pay bllis and credit payments

Unbanked households will spend
$40K in their lifetime to cash checks

Helping members to be smarter, empowered flnanclal consumers
Is how credit unions differentlate themselves.

SOURCE: Cender for Financial Innovafion and Callshan & Associates. 4th Quarter Trendwafch, 2015




We still see work to do

Potentially, work only a cooperative would sign up to do

_ Have we proven we can inspire consumers
Burn it down and start over... ) o
that being an activist consumer-

A lot of people in our industry wonder OwWner isagoodway to run a credit union?

if they can ever Have we proven we can pick winners from

of the the agendas of our owners?
and start over, returning to Can we reset our industry scorecards so that
something that reminds them we can score for being a well-

tuned cooperative?

as a tactic in the first place
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e http://tellmewhyimwrong.comy

TELL ME WHY I'M WRONG CONTACT ~ ABOUT THIS SITE  SUBSCRIBE

D ~ & | @ Tell Me Why I'm Wrong - F...

LEAVE A COMMENT

All NCUA Board appointments come to
an end - thank goodness for that

MARCH 10, 2016 BY RANDY KARNES

About Randy

ked for a quote on the announcement of Ms. Matz's coming

1 Ireflected for a minute or two and wondered 1f letting 1t ll
out comment might be the better road to take Then I shot out the

following

This moming when I got work I worried that I might have been unfair, and

rertamly nat vary arariane Sa T tnal a conimle mare minntas ta reflact an m

Who knows? | might be
Debra Matz’s campaign
manager for president in 2020!







Tonight's Stockholders Meeting

Owners, see you in the “pre-function area” (a.k.a. out in the hall) at 6:30 for

cocktails
Join us for dinner back here at 7:00 cooperate
CU*Answers Elections
Meet your Board == U CVOTE WUIE
2016 Election = e\

for
on the Board

The nominations are in...getting

Come hear what Bob has to say about rechr fort i 18 elast on
our numbers, 2014 and year-end 2015




ww.cuanswers.com/events/lc/2016-redefine-every D > Cv 7’.‘2016—Redeﬁning Everythi.. >

* CUANSWERS Products - Solutions - Resources - Events - About

As always, all materials
related to this week’s events
will be posted on our website " ] ghae) - g

The 2016 CU*Answers Leadership

Conference & Golf Duting will take
place June 21-23, 2016 at JW.

Marriott in downtown Grand Rapids,
D E RS Mi(higan-

CONFERENCE

REDEFINING EVERYTHING CREDIT UNION

2016 - Redefining Everything Credit Union

RETY o Conference Scholarships
CUANSWERS
20 N
L P —  Accommodations
Cofies Sy : CONFE E g :
e R - e - Attendee Registration

If tomorrow there were no cred\t unions.
and you could start all over, what would
you do differently when rebuilding the
industry from ground up? How would you
redefine credit unions, branches, board
members, and owners? How would you change the reality to speak to today?

= Vendor Registration

—  Vendor Exhibits

—  Hections
Join us for this year's Leadership Conference, where CEOs and senior leaders from all
CU*BASE credit unions will explore how to build, deliver, and redefine what credit
unions will mean to future generations while holding on to our roots.

http://Ic2016.cuanswers.com  wuwmmo

- Leadership Conference

AVAILABLE NO
provides a unique opportunity to get LATER THAN MAY 2, 2016 in, turn it on, har
together with your peers and hear power of the CU*Answers network.
CU*Answers' vision for our partnership during the coming year. We hope you will join Watch
Watch Tl
o« ," l_' us for what always proves to be a fun, energizing and inspiring time together!
V- Gold U Popular Content
r

= 5 J J Save The Date The next GOLD Updztes Wt Internet
The 2016 CU*Answers Leadership Conference & Golf Outing will take place June 21-23, for: L Retailer Support
2016 at |.W. Marriott in downtown Grand Rapids, Michigan. ; Center

Online CUs






ANSWERS

A CREDIT UNION SERVICE ORGANIZATION




	Slide Number 1
	Just a second...I think a little primal scream therapy might be in order
	Burn It Down:  �Revolution for Evolution
	Burn It Down
	Burn It Down
	“I can’t wait to play the game”
	“I can’t wait to play the game”
	“I can’t wait to play the game”
	The Software Development Factory
	Crowd-sourcing for Project Prioritization
	It appears that a Custom Training Edition was just the beginning...
	Is CTE the foundation to launch new kinds of beta-testing?
	“I’m not up for the fight anymore”
	Revolution for Evolution
	Revolution for Evolution
	Revolution for Evolution
	Revolution for Evolution
	Burn It Down: Revolution for Evolution
	Burn It Down: Revolution for Evolution
	Where will our industry be in 2026?
	Where will our industry be in 2026?
	Where will our industry be in 2026?
	Burn it Down: Revolution for Evolution
	Where will our industry be in 2026?
	Burn it Down: Revolution for Evolution
	Burn It Down: Revolution for Evolution
	Burn It Down: Revolution for Evolution
	Burn It Down: Revolution for Evolution
	Burn It Down: Revolution for Evolution
	Where will your members be in 2026?
	Where will your members be in 2026?
	Where will your members be in 2026? 
	Where will your members be in 2026?
	Cause and effect: The hidden cost of complying too well
	Cause and effect: Member and staff consequences
	Burn It Down: Revolution for Evolution
	Where will our network be in 2026?
	Where will our network be in 2026?
	Burn it Down: Revolution for Evolution
	Burn it Down: Revolution for Evolution
	What does a consolidating industry mean �to our network?
	What does a consolidating industry mean �to our network?
	New Peers to Greet�New CU*Answers Clients Since Last Time
	Tonight’s Stockholders Meeting
	Online Retailing 2.0�Change before you have to, or fail because you did not
	Online Retailing 2.0
	Online Retailing 2.0
	Online Retailing 2.0
	Online Retailing 2.0
	Online Retailing 2.0
	Online Retailing 2.0
	Online Retailing 2.0
	The IRSC Online Store
	The IRSC Online Store
	The IRSC Online Store
	Slide Number 56
	Everyone’s #1 online retailing focus: mobile apps
	Everyone’s #1 online retailing focus: mobile apps
	Mobile app delivery to the cuasterisk.com network
	Mobile app delivery to the cuasterisk.com network
	Personalized credit union mobile app stores
	Mobile app delivery to the cuasterisk.com network
	Let’s talk RDC
	Let’s talk RDC
	Let’s talk RDC
	In 2017, we’ll declare that we’re in the RDC business
	What’s next for mobile apps from CU*Answers?
	2016-2017 Development for It’s Me 247 Mobile Web
	Online Retailing 2.0
	The IRSC Client Service Department
	The IRSC Client Service Department
	IRSC and CU*Answers’ #1 development project for online retailing
	MAP/MOP: Is this a project, or a career?
	IRSC and CU*Answers’ #1 development project for online retailing
	IRSC and CU*Answers’ #1 development project for online retailing
	Slide Number 76
	Slide Number 77
	Slide Number 78
	Slide Number 79
	MAP/MOP 2016-2017
	MAP/MOP 2016-2017
	MAP/MOP 2016-2017
	Online Retailing 2.0
	Changing the way we manage the clock for an online world
	Appearing open for business 7 days a week
	Appearing open for business 7 days a week
	ACH 2016-2017
	Letting members interact with us, 24x7
	Living up to the implications of RDC services for members
	Looking like “local”, even when processing far away
	Using the right resources at the right time
	Talk about 24x7...it doesn’t happen without your IT people
	Talk about 24x7...it doesn’t happen without your IT people
	Burn It Down: “In-branch lending is drastically different from online”
	Burn It Down: Why can’t we create an online forms factory?
	Burn It Down: Why can’t we create an online forms factory?
	Slide Number 97
	Lender*VP is going to get serious about burning down barriers
	Building a better CU*BASE LOS (DIT)
	Building a better CU*BASE LOS (DIT)
	Lender*VP is going to get serious about burning down barriers
	Lender*VP is going to get serious about burning down barriers
	Lender*VP is going to get serious about burning down barriers
	Driving remote closings harder than ever
	How can building these capabilities not be in your 2017 business plan?
	Driving remote closings harder than ever
	eDOC mDTM (mobile enterprise digital transaction management)
	CU*Answers Imaging Solutions caused a wave in 2016!
	CU*Answers Imaging Solutions caused a wave in 2016!
	A Developer’s World�A Builder’s Soul Drives Our Collective
	It’s a do-it-yourself world
	It’s a do-it-yourself world
	It’s a do-it-yourself world
	It’s a do-it-yourself world
	It’s a do-it-yourself world
	A Developer’s World: A Builder’s Soul Drives Our Collective
	A Developer’s World: A Builder’s Soul Drives Our Collective
	The DHD Online Store
	The DHD Online Store
	APIs are catalysts for an industry that is emerging all around us
	A Developer’s World: A Builder’s Soul Drives Our Collective
	The DHD Client Service Department
	The DHD Client Service Department
	The DHD Client Service Department
	The DHD Client Service Department
	A Developer’s World: A Builder’s Soul Drives Our Collective
	Data as a Business�
	Data as a Business�
	Data as a Business�
	Data as a Business�
	Data as a Business�
	Data as a Business�
	Data as a Business�
	Driving My CU Today Plus from our Budget Projects
	Imagine any stakeholder, anywhere, looking at 10 years of G/L data
	Imagine any stakeholder, anywhere, analyzing your performance
	What if you could budget year ‘round?
	Data as a Business�
	Data as a Business�
	Data as a Business�
	Elective, a la carte data for active data analysts
	CRM for Call Centers: Do you care?
	Answering the calls as a service, making calls to make the bottom line
	Data as a Business�
	Data as a Business
	Data as a Business
	Data as a Business
	Building tools to sell an analyst’s perspective
	I say Chatter Yak!, you say social media
	Announcing the “Managed Yak Tracker Alliance”
	Announcing the “Managed Yak Tracker Alliance”
	Announcing the “Managed Yak Tracker Alliance”
	�Just another CU*Answers department?
	AuditLink is a force...how big of a force might be up to you
	AuditLink is a force...how big of a force might be up to you
	AuditLink is a force...how big of a force might be up to you
	AuditLink is a force...how big of a force might be up to you
	Winding down...what else is in your packet?
	Why I believe the cooperative business model will outlive the current credit union doctrine
	We still see work to do
	We still see work to do
	Find a place where you can be a revolutionist
	A Little Housekeeping
	Tonight’s Stockholders Meeting
	Pass it on...
	Thank you to the crew!
	Thanks for the day!

