Now for the tactical presentations...

What does data mean to an Internet Retailer?




Tactic #1:

Create the 24x7 member experience

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

! 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

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

It was a great year for our OpsEngine Production Center
H development, and in 2018, you’ll get to know why



Tactic #2:

Continuity across Internet delivery channels

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

L1 The It’s Me 247 Request Center: Drop a form Success
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
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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



Tactic #2:
Continuity across Internet delivery channels

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

1 API95 will support consistent multi- From the 2017 Leadership Conference
channel development

= |n Feb 2018 we plan for both mobile
apps and desktop banking to use the
same authentication APl — what does .
this mean to you as a CEO? ASAIE ey orline

banking platforms for
desktop and mobile

N | = Complete’AP| parts HRRlS
— - I - forassembly-and

2019-2020
00 Fusv O‘A',?T(?Wi g envision a new §
WELP DEsE . v waian, i IO 5t O Misc.

OAutb?nﬁr:a!mn APIs for new 1z
®APls ready for micro-apps 4Q 2018

g . mobile 2017-2018
O : developers
"Develop APIs GDanz
~  for vendor 2017 GDwow AP| CATALOG
interfaces, D w= API CATALOG

0Dz
; i API CATALOG
starting with API CATALOG | Spring 2010 | —_—
indirect lending — P Sz
2015-2017 7=




CUs need to be in the business of tactical
authentication styles, security, and innovation

2017 Daon Authentication Beta Project

Total # of users 018 26% of these are active

# of authentications
attempted

7,409 95% of these were successful Fingerprint
29%

Bt CONaCtion Iy poae, O | am ocked outlY

WGt it | am ocked out bom using my X'y Me
247 userrame, pusewerd, and security
Quarstion anwae *

Winat if | am ocked out of Do of the Tiomenic
MAharticaten Yypea?




ODACHES

! Onlinel9 will merge websites and
interactive online banking via website
p—

authentication approaches . — Student-Run -
Cre_d'\’r Union

= When your member visits the lobby,
how do you log them in?
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Tactic #3:
Shift from service to the heavy lifting needed to be a retailer

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

. . . Success
1 Add new virtual closing rooms to desktop/mobile Credit Union

= How would this change in-person closings?

Success
Credit Union

CU*SE( = 0 @ 9 @ e (i ] ACCOUNT SUMMARY | PLATINUM MEMBER
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" Goto Message Center ‘

You hieve & new document 1o Sign won
Please follow the link below.
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CEO School jump out e-sign.pptx

M7 H + ¥ : New document(s) are ready to be e-signed Message (HT Tl E &
!'!omie web Banking

Its// 237 « XEET.S Ee. TMpRsg2/Q
nline Banking (—._ReplyAll - | B Webmaster . m ECategonze-

. Delete Archive § Move Translate Zoom
(-3 Forward E'! i AnswerBook/Kit... = . [EB- |” rollowup~ 3 [5~

Delete Respond Quick Steps ™~ Move Tags ~ Editing Zoom ~
. -
VI I l u a I DM Dawn Moore © Dawn Moore —
"~ @ New document(s) are ready to be e-signed Q

Action tiems ‘D Member receives

CIOSIng and email directly

Please view and e-sign your document. from your loan

ROOmS officer (like now)

Hello Dawn,

East Traverse Catholic Federal Credit Union has sent you a new document for e-
signing. To sign your document, go to our website and log in to your account in
online banking, then follow the link in the message. (If you don't see the message
when you first log in, hover over Info Center and choose Message Center.) You
Instead of a link to can securely sign your document on your computer, tablet, or other mobile device.

the document, the

ema || tel IS the This message was sent to you by Dave using eDOCSignature® powered by It's Me 247
Online/Mobile Web Banking. If you do nol want to sign your document electronically or have

H questions about the document or the signing process, please contact Dave al dav 860bd.com
member to log in or SN

to their account
|

Copyright © 2017, CU"Answers, Inc , Al Rights Reserved




Success

edit Union

Accounts New Accounts Pay & Transfer My Documents Personal Finance Go Mobile

T After logging in, a
banner will
appear, either /

this... ) ECD | OO0 ° ACCOUNT SUMMARY | PLATINUWMMEMBER

T N l
EEOLIT You have documents to sign.

Share Accounts

n
Switch Memberships E

Account Name List Transaction Accrasd Dolldends

L £ Rew: ‘ 000 OWNERSHIP SHARE $1,994.00 $1,994.00 1/7¢ $99.99
001 CHECKING $7,853.00 $7,853.00 3/14/2018 $0.00
003 OWNERSHIP SHARE $1,45635 $145635 7/5/2018 $0.00

View SHOPPING $14,006.35 $1994.00 $99.99
Point Details

Certificates
Account Name Available Balance Actus Balance Accrued Dividend: M y Date
Messages “ ,‘"4 300 2 MO VARIABLE $7953 $4,525.87 $1625 7/5/2019
301 3 MONTH CERTIFI $0.00 $10,000.00 $71.39 10/5/2020
ACCOUNT TOTALS $79.53 $14,525.87 $£87.64

A Place Your Vote!

Latest Account Nams Reguiar Payment Due Date Balunce
Dlews 670 30 YR FIXED MORT $1,120.35 8/5/2018 $83.579.39

ACCOUNT TOTALS $1,12035 $1,12035 $83,57939




 TATEMENTS

Success t 3
Credit Union e oo

ACCOUNT SUMMARY | PLATINUM MEMBER

08000
T
...or this! ' Virtual Closing Room |

)
(OOh aah i have documents to eSign. Please visit the , ’
Lh-g-,.,\‘.r Center to view and sign your D )

documents )
1
X

»

@
, o
Go to Messsage Center
i
,--7’_:—__7__} = - — : '
0t LMONTN CERTE 3000 $10.000.00
A& Members ACCOUNE TOTNLS $7953 $1as2587

" Y
670 $1.12038 $1.1203% 52018 38357939

We're hore to holpt ACCOUNT IOTALS $1,1203% $1.120358 $51579 1
Live Chat




yTATEMENTS o

Success R FORYOU & THE EARTH |
Credit Union " -

‘ Info Center My Accounts ‘ New Accounts ‘ Pay & Transfer My Documents Personal Finance Go Mobile ‘

0 3 9 @ ©e° MESSAGE CENTER | I'M A VIP MEMBER

Message Center

Filter Messages:

Documents to Sign v

Messages

=4 | Package Completed 1/7/2018
' 3/14/2018

5/21/2018




Success

Credit Union

‘ Info Center ‘ My Accounts New Accounts

O BN

Switch Memberships

-

Platinum Member
Reward Points

Earned Last Month

View
Point Details

Messages “ u".«

Pay & Transfer My Documents Personal Finance Go Mobile

MESSAGE CENTER | I'M A VIP MEMBER

00GO°

Date: Time: Account:
‘ 000 - Membership

Subject:
Please Sign Your Document

You have a new document to eSign sign. Please follow the link below.

This button launches

the e-signing process

l : in a new browser
window

@ This message will be autr

Itame247 com

'8 Ma 247

Message Details

Date: 09/14/2017
Time: 02:34:12 PM
Subject: Please Sign Your Dooument

You have a new document 1o eSign sign
Please follow the ink below

Same flow if a
member logs in

' via a mobile

\ device )


CEO School jump out e-sign.pptx

Tactic #3:

Shift from service to the heavy lifting needed to be a retailer

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

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

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

Honor CU leads the

pack with 216
APPS MBRS .
# OF CUS REC’'D 0]243,']3»)
opened
18 1,576 837

Most CUs in production since May 2017

| Want to
Become

Identity Account FUTETE Online banking

Verification Creation credit SRICHMERSSNG
a Member or debit card initial login



Not a lot planned for MAP/MOP in 2018, other than
Increasing usage

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

Success
Credit Union

# B3 cu Publisher | Request Cent %
0 9 ' @ Secure nttps://dev.cupublisher.com/cu/087 /raquests/380
o S

M Request Center

. . 5 2 5 : L ’ Back Request submitted 17 seconds @ Now Request ~
Plaase sater your infonmation and seliect Next' 10 continee.  To help expadita your e 2z
membership, upicad a pictare of your icense ' 00

Input Request
Upicad s pactuse of your boense

APPLICANT

o FORM DL Example

el o Bay A 8 gt e B Ploat
SUBMISSION DATE Wed, Oct 18,2017 617 AMEDT
Prvers License Rumber
Uplooad Image imnge_uploaded_from_ios-1 jpg
Member Number * John Smith
Member Number * 194957

\
Delete

Permanently delete this form request. Only |f MOP

[+] Delete This Form Request

P90 0000

.....

© NEED HELP OR HAVE ANY QUESTIONS?



Moving from MAP/MOP to AAP/AOP
(Account Application & Opening)

Its//247

onine Banking

1 As retailers, we need to move from just [ 0©000°
Products and Services
selling a relationship to greatly e chbion Q '
increasing our effectiveness and options = v g —
for selling accounts |
= Leverage funding for deposits and o | o e o
payments .:_ - AT
= Rethink indirect outlets for more than ) CERe R
loans N

Enrok m text tanking and get your account bstance
wath » tap of your finger,

= Should we have AAP/AOP micro-sites
outside of It’s Me 2477

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

s it too early? Or should we get started- B s
= |sitt ly? Or should t started? .

outatancing rates aned terma

Metiie Banboy
Aarage your hnances on the go with motsle
Banong

.

- Mebiie Expurence Cuntay
out cur motike baeking app in the Mokxle
B L!l' ey,




Tactic #3:

Shift from service to the heavy lifting needed to be a retailer

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

1 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

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

wl Verizon UE 8:25 AM 7@ % 100% 54

& grpayit
TaxBot
Two things in life are certain. | can he
make one of them a little easier.
TicketBot
Life happens, but Il be here if a ticke @
ever has your name on it
TrashBot S h t
Chat with me to top up your account na ps o
balance or opt-in to Autoreload.
WaterBot l)s -
@ Don't go chasing water bills. Pay, sch Sarname

or sign up for Autopay with me =
Seeevee

You have ertered a wrong user nama
or password, Are you having iroubla
signing in?

®®




What data are we collecting that could be used in our own version of an Al chatbot?

With APIs, this is possible. And this doesn’t only have to be for mobile apps.

8:50 AM 8:51 AM Search w8 UOE 8:51 AM 2:00 AM B8:57 AM 7 O % 100%
Assist Assist Assist Assist Assist Assist
e ——
HONOR HONOR South B e FOCUS C....Foxm.
' = Credit Union omimunites
CREDIT UNION CREDIT UNION === CREDIT UNIC You O he plos! i@ CREDIT UNION
How do | contact Honor? How do | contact Honor? How do | find... Call Us What is the Credit Union's Routir Where are you located and what are your N
(or ABA) number? hours?
Looking to chat with someone ri¢ Looking to chat with someone ri¢ Help! I'd like to see a personal ba Text Us
Can | transfer funds between mu What is your routjng number? >
What is Honor's Transit Number What is Honor's Transit Number | need information about my acct  Chat Support memberships online?

routing number?

Where is the nearest ATM?

How do | apply for a loan?

What is Honor Credit Union’s ma
What are your current rates?
How do | setup a Travel Form?
What if I'm locked out of my onlirt

What is the number for CU*Talk?

What if my debit or credit card hi
stolen?

routing number?

Our routing number is 272484852
Where is the nearest ATM?

How do | apply for a loan?

What is Honor Credit Union‘s ma
What are your current rates?
How do | setup a Travel Form?
What if I'm locked out of my onlit

What is the number for CU*Talk?

| forgot my password to It's Me 2

What if | can't make it to a branct
in hours?

We have tons of ways to serve you

Maka an appointment, our appointmen

customized to better fit your needs, an
normal walk-in hours, SBCU employeet
with families and livas outside of the ct
prozably won't meet with you at midnig
pretty flexible.

Call us or Skype us, we alsa have vided
available

Email us. We can get it 3ll done via emi

CU*Talk | 24-Hour Banking
No-Fee ATM Finder
Partner - Branch Locator
Lost-Stolen-Denied Card
Dispute Credit | Debit
Activate Debit Card
Change Debit Card PIN

MasterCard Secure

Send Mail to FCU

What if my Credit or Debit/ATM C
lost or stolen?

Duning regular business hours, please |
Alter hours please call 800-528-2273

Wire Transfer instructions

Why am | locked out of online ba

My debit/credit card is lost or stolen. Where do -
| cali?

During requiar business hours please contact us. After
busginess hours, call 1-866-333-4740 or internationally call
collect 727-570-4881




Mobile App 1.0 will be sunset in January —
where will you go?

Username & Password
J
|

‘ % : EE' & ‘?-)-@}

Mobile App 2.0 Mobile App 3.0
1.0 + RDC 1.0 + RDC + Daon

Mobile App 1.0
Sunsetting 1/15/2018




Tactic #3:

Shift from service to the heavy lifting needed to be a retailer

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

! 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?

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

work in progress

Creating solutions without heavy authentication

1 Text transfers — a solid concept but the look and feel is still a

02000
Text Banking: You'
Enrolled! >

Manage your devices here

Ramember that you can enroll as many mobile
phanes as you vash. Enrolling 3 phone means

can send messages 1o it's Me 247 Text
rking and receve information about the
accounts under this membership. If you have
maore than one membership at the credit
wnicn, the nickname you deting here will heip
you tell them apart

Don't forget that you ¢an also set up your
edlert subscriptions o be sent as text
messages deactly to your mobie phones
(eAlerts are automatically sent to all phones),

What can | do with Text Banking Persanallzed
Text Banking? FAQ Command List

Membership Information
Fee Account assgned to this membership: 000 - SAVINGS

Nickname assigned to thes memberstip: JASON

Currently Enrolled Phone Numbers

®18 727300 s = The phone rumbsns listed heds oW sou 10
send and recens Tt Banking messages hom
this meémbership, aang with eecewing edlens to

_that phoee number, If you wish

Fze Information

TEXT BANKING TRANSFER COMMANDS

020BR0°

Manage your transfer commands

From here you can create specific text transfer commands to easily transfer money from available
accounts with a simple text message. Just select an available From and To suffix from the drop down
options below, set a maximum daily amount allowed to transfer, and submit. Once submitted the
newly created command will show within the Current Transfer Commands. Text this command to
46247 and funds will be transferred immediately.

Create New Command

From Suffix

| Select an account 1'|
To Suffix

| Select an account v |

Current Transfer Commands

Command From Suffix To Suffix

TRO2 000 - SAVINGS 109 - CHECKING

TRO3 000 - SAVINGS 032 - HOUSE

000 - SAVINGS

@ il @ £l @
X% X | X X
g

Shooting for
possible beta prior
to June Leadership

| Balance far all clighble accounts

Balance far up to theee savings or checking
SCCounEs

| Balance for a specific acount

Balance for a specific membership and dccount
| combination

Transfers 5100 between the configured suffixes for
the specified cammand.

Transfers 5100 botween the configured suffies, for
= specific membership, for the spacified comemand

| Turns off all teat barking

| Turns off text banking for » specific sccount I

| Peovides you with hein for unencollment,




work in progress

Home It's Me 247 X Logout

Manage your transfer commands

Create New Command

From Suffix
Select an account (v
To Suffix

Select an account (v)

Page vl timeout in 14:5&

Creating solutions without heavy authentication

1 Text transfers — a solid concept but the look and feel is still a

9:26 AM

o £0% W

€ Back IM247 (46247) Contact

ItsMe247 Text: $50 has been
transferred from 000-SAVE to
109-CHEK. New avallable

balance: $615.14

00000 ATET LTE

Today 9:25 AM

It's Me 247

Transfer Commands

Commandg: TR0Z
From Suffix: 000 - SAVINGS
To Suffix: 109 - CHECKING

‘H

Command: TRO2
From Suffix: 000 - SAVINGS
To Suffix: 032 - HOUSE

H

Command: TRO4
From Suffix: 031 - CAR
To Suffix: 000 - SAVINGS

S W— A —

Command: TRO7
From Suffix: 000 - SAVINGS
To Suffix: 031 - CAR

Shooting for
possible beta prior
to June Leadership




