
Now for the tactical presentations...

What does data mean to an Internet Retailer?
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 Flipping the script: CU*Answers will now default to 7-day/week 
processing, and CUs will have to opt out

 Eradicating the idea of stand-in processing by individualizing 
the process in a condo stack

 Time zone processing – looking local no matter where your host 
computer resides

 In the past, lobby hours defined your service...now it is a 
patchwork of services that defines your daily hours

 Adding time to our ops cycle, and adding new data transfer 
cycles around the clock

24 HOURS A DAY, 365 DAYS A YEAR, AND A DATA FOOTPRINT THAT PROVES IT TO YOUR MEMBERS

Tactic #1: 

Create the 24x7 member experience
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It was a great year for our OpsEngine Production Center 

development, and in 2018, you’ll get to know why



 The It’s Me 247 Request Center:  Drop a form 
into a website, a mobile app, desktop banking, 
and a micro-sales site – all via one process

▪ Respond to all of these delivery channels from a 
single fulfillment center

NEW SERVICES THAT WILL ALLOW CUS TO CUSTOMIZE AND STANDARDIZE CHANNEL APPROACHES

Tactic #2:

Continuity across Internet delivery channels
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The success of both forms and the fulfillment center 
will be a compass to what’s next via CU*BASE and 

CU*Answers Internet channels



 API95 will support consistent multi-
channel development

▪ In Feb 2018 we plan for both mobile 
apps and desktop banking to use the 
same authentication API – what does 
this mean to you as a CEO?

NEW SERVICES THAT WILL ALLOW CUS TO CUSTOMIZE AND STANDARDIZE CHANNEL APPROACHES

Tactic #2:

Continuity across Internet delivery channels
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From the 2017 Leadership Conference

dhd.cuanswers.com



CUs need to be in the business of tactical 
authentication styles, security, and innovation
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2017 Daon Authentication Beta Project

Total # of users 918 26% of these are active

# of  authentications 
attempted 7,409 95% of these were successful 

Face
21%

Voice
7%

Fingerprint
29%

PIN
43%



 Online19 will merge websites and 
interactive online banking via website 
authentication approaches

▪ When your member visits the lobby, 
how do you log them in?

NEW SERVICES THAT WILL ALLOW CUS TO CUSTOMIZE AND STANDARDIZE CHANNEL APPROACHES

Tactic #2:

Continuity across Internet delivery channels
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 Add new virtual closing rooms to desktop/mobile

▪ How would this change in-person closings?

BUILD SERVICES ON THE ‘NET THAT ALLOW YOU TO ELIMINATE SERVICES IN THE LOBBY

Tactic #3:

Shift from service to the heavy lifting needed to be a retailer
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CEO School jump out e-sign.pptx


Virtual 
Closing 
Rooms

Instead of a link to 
the document, the 

email tells the 
member to log in 
to their account

Member receives 
and email directly 

from your loan 
officer (like now)



After logging in, a 
banner will 

appear, either 
this...



...or this!  
(ooh, aah!)





This button launches 
the e-signing process 

in a new browser 
window

Same flow if a 
member logs in 

via a mobile 
device

CEO School jump out e-sign.pptx


 When will MAP/MOP sites overwhelm your in-person membership openings?

▪ How would this change your budget for supporting outlets in decline?

BUILD SERVICES ON THE ‘NET THAT ALLOW YOU TO ELIMINATE SERVICES IN THE LOBBY

Tactic #3:

Shift from service to the heavy lifting needed to be a retailer
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I Want to 
Become 

a Member

Identity 
Verification

Account 
Creation

Funding via 
credit 

or debit card

Online banking 
enrollment and 

initial login

Buy it:
store.cuanswers.com

# OF CUS
APPS 
REC’D

MBRS
OPENED

18 1,576 837
Most CUs in production since May 2017

Honor CU leads the 
pack with 216 
memberships 

opened



 We will push for images and signatures – what else would you have us do?

Not a lot planned for MAP/MOP in 2018, other than 
increasing usage
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 As retailers, we need to move from just 
selling a relationship to greatly 
increasing our effectiveness and options 
for selling accounts

▪ Leverage funding for deposits and 
payments

▪ Rethink indirect outlets for more than 
loans

▪ Should we have AAP/AOP micro-sites 
outside of It’s Me 247?

 What have we learned so far from 
MAP/MOP that sets the roadmap for 
improving our AAP/AOP processes?

▪ Is it too early? Or should we get started?

Moving from MAP/MOP to AAP/AOP
(Account Application & Opening)
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 So far, most of mobile banking development has 
been catching up with desktop banking, and 
recreating services from other channels

 Even RDC and Daon authentication don’t strike us 
as innovations towards redefining a phone from a 
service device to a retail interaction with 
members

 We need to sell things, significant things, 
and transfer our retail investments 
from old channels to the mobile device

BUILD SERVICES ON THE ‘NET THAT ALLOW YOU TO ELIMINATE SERVICES IN THE LOBBY

Tactic #3:

Shift from service to the heavy lifting needed to be a retailer
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Mobile App 1.0 will be sunset in January –
where will you go?
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Mobile App 2.0 
1.0 + RDC

Mobile App 3.0 
1.0 + RDC + Daon

Mobile App 1.0 
Sunsetting 1/15/2018



 Focus on the disengaged member 

▪ How will low- or no-impact authentication allow you to work more effectively with indirect members?

▪ Can micro-apps allow you to run two channels when you are running two membership models?

BUILD SERVICES ON THE ‘NET THAT ALLOW YOU TO ELIMINATE SERVICES IN THE LOBBY

Tactic #3:

Shift from service to the heavy lifting needed to be a retailer
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PAY NOW VIA TRANSFER PAY NOW VIA CHECK DEPOSIT

CEO School jump out Mobile Pay 1.pptx
CEO School jump out Mobile Pay 2.pptx


 Text transfers – a solid concept but the look and feel is still a 
work in progress

Creating solutions without heavy authentication
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Shooting for 
possible beta prior 
to June Leadership



 Text transfers – a solid concept but the look and feel is still a 
work in progress

Creating solutions without heavy authentication
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Shooting for 
possible beta prior 
to June Leadership


