
Can we spark a credit union 
retailing revolution?

IT MIGHT ALL START WITH THE INTERNET
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Advertising

Convenience The Online Store

Product Display

Thumbnail
s of  videos Amazon is a sexy store, 

and can be held up as 
an example of  the 
ultimate endpoint

But we need to start 
with who we are, how 
we wish to change, and 
how that would yield a 
better model and a new 

outcome

Location, Location, 
Location



Advertising: Where are you focusing for the future?

ADVERTISING THE INTENT OF 
OUR SOLUTIONS:

Selling things and our task-based expertise

■ Digital content about our products

■ Email blasts

■ Education events

■ POV contacts

■ Online stores

■ Etc.

ADVERTISING THE HOPE OF OUR 
COLLABORATIVE: 

The voice of  our owners and our community

■ Championing the virtues of  the cooperative 
business design

■ Adding our voice to industry leadership as 
owners of  cooperatives

■ Building win-wins with the owners of  credit 
unions

■ Extending our market to extend our 
community
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THINGS VS. THEMES (WHO WOULD THINK AMAZON.COM COULD SELL 600 MILLION THINGS?)



Why we’re investing in 
CUSO Magazine
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BECAUSE THE INTERNET CHANGED 
THE GAME: OUR COMMUNITY IS THE 
FOCUS

cusomag.com

Hang this 
one in your 
breakroom!



■ It used to be whether you had enough branches, and whether they were on the right corners

■ Today it’s more about where you’re retailing, and the forms of  retailing, than just the simple 
duplication of  a single strategy, over and over

■ Do you have a retail call center? 

■ Do you have the right online branch?  

■ Is mobile taking over your branch strategy? 

■ Do you have an Internet-based store?  

■ Are you growing in the right locations?

Location, Location, Location
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THE INTERNET HAS CHANGED THE “WHERE” WE REACH MEMBERS

In the past, we looked for projects that 
improved an internal process...today we’re 

studying how to activate a retail channel and 
add it to your overall approach to the market

Online 
StoresTeller Call 

Center OLB Mobile

2019 CEO Strategic Developers Boot Camp Projects



Location, Location, Location

■ A focus on time 
(24x7)

■ Your commitment to local 
(Ops time zone processing)

■ Your emphasis on when your 
retailing is available
(2nd shift client support and 
network services)

■ Your investment in a 
community (geographic, 
lifestyle, affinity) of  customers

32

THE INTERNET CHANGES THE WAY YOU CAN FOCUS ON LOCAL
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THE INTERNET CHANGES THE WAY YOU CAN FOCUS ON LOCAL

What would you think about a new 
CU*Answers location in Las Vegas? 

A client support center, 
a programming center, and a new 

marketplace persona



Product Display

■ More than anything else, the Internet has 
redefined how you display, describe, and inform 
your customer about your products, services, 
and inventory

■ Digital content is king

■ Access to that content must be shared between 
the internal employee and external customer

■ Practical data about what you sell is as respected 
as the glitz that you use to sell it

■ You can’t rely on your customer understanding 
the commodity you sell – you must explain it as 
if  it was something brand new
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THE INTERNET FORCES RETAILERS INTO A NEW CONTRACT WITH CUSTOMERS



Convenience

■ Today’s retailer can be with 
the customer no matter 
where the customer is

■ 90% of  our projects are 
about convenience, either 
the member’s or your staff ’s

■ Look for even more in the 
future
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ANOTHER WORD FOR “IN YOUR FACE”

Are you ready to collect revenue for 
being more convenient, in a world 

where customers pay for it every day?



The Online Store

■ More than just being a template, 
CU*Answers wants to be a firm that helps 
you build online stores 

■ If  you build an online store in earnest, it 
will change your organization, how you 
see the world, and how the world sees you

■ It’s more than a task, it’s an awakening to 
how business has been changed by 
Internet commerce and the expectations 
of  consumers for everything they buy, 
even if  they don’t buy it on the Internet

■ We want to help you change your 
retailing
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IS IT TIME TO RIP OFF & DUPLICATE?

store.cuanswers.com



Where should credit union online stores live?
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DESKTOP BANKING? MOBILE BANKING? THE WEBSITE? OR A COMBINATION OF THEM ALL?
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DESKTOP BANKING? MOBILE BANKING? THE WEBSITE? OR A COMBINATION OF THEM ALL?

I haven’t given up on this goal yet, we’re 
just going back to the drawing board based 

on some Internet browser changes



Can credit union online stores 
do more than serve members?

IS IT TOO RADICAL TO THINK CREDIT UNION INTERNET 
SERVICES WOULD DIRECTLY COLLECT REVENUE?
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Do you do loans instantly on the Internet without any 
employee intervention?

■ We want everyone to be able to answer YES to this question

■ It only took writing one new program to be able to say our software can do it

■ It will take a little more work to say our community does it, in a big way

■ This is the project that we took on with our CEOs this year: Change the 
minds of all our participants that this is possible, and they should do it

■ Bypass the application and make it a simple click to open a loan

■ Make sure that click is available as close to 24x7x365 as we can

■ Let credit unions ease into it, on the way to bigger and better things

■ Use the power of  data and intuition to make offers, instead of  
waiting for requests

■ Without a doubt, reinforce that the Internet generates revenue

A COMMON RFP QUESTION FOR OUR CUSO AND FOR CREDIT UNIONS
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What makes this strategy possible?
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WHAT WILL GIVE YOU THE CONFIDENCE TO JOIN US IN THIS EFFORT?

■ You can catch the attention of  the 
member (location, location, location)

■ You have processes (data) to make 
the right offers and control the risk

■ The member can accept and it’s a 
done deal (convenience and trust)

■ The member can validate their 
intentions and sign on the dotted line

■ The member has immediate access to 
funds, via a familiar environment

Introducing...
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Document 
appears inside 
of It’s Me 247

Can see the 
document 

before you sign
1-step 

signature 
setup Document zooms 

into the right spot 
so you can just tap 

to sign!

A New eSigning Experience
in It’s Me 247 desktop and mobile

Check it out 
in the app!



1Click credit card offers via It’s Me 247
desktop and mobile

■ Members are identified based on credit 
union defined criteria

■ Credit card offers will display in 
It’s Me 247 desktop/mobile banking

■ Acceptance of  the offer is member-driven, 
and funds are available immediately 

■ CU is notified of  acceptance and handles 
card orders as usual
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CAN CREDIT UNION ONLINE STORES DO MORE THAN SERVE MEMBERS? 



1Click credit card offers via It’s Me 247
desktop and mobile
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CAN CREDIT UNION ONLINE STORES DO MORE THAN SERVE MEMBERS? 



CD-secured loans with instant account creation
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CAN CREDIT UNION ONLINE STORES DO MORE THAN SERVE MEMBERS?



CD-secured loans with instant account creation
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CAN CREDIT UNION ONLINE STORES DO MORE THAN SERVE MEMBERS?



Loan modification requests (auto-approved or 
sent directly to your underwriter queue)
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CAN CREDIT UNION ONLINE STORES DO MORE THAN SERVE MEMBERS?



Loan modification requests (auto-approved or 
sent directly to your underwriter queue)
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CAN CREDIT UNION ONLINE STORES DO MORE THAN SERVE MEMBERS?

OR



On-demand ACH deposits for a fee
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CAN CREDIT UNION ONLINE STORES DO MORE THAN SERVE MEMBERS?

“Post Now” appears 
on deposit 

transactions waiting 
in the warehouse



Introducing a new alternative for auto-decisions
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CAN CREDIT UNION ONLINE STORES DO MORE THAN SERVE MEMBERS?

So you approved a loan because 
you knew the person and 

trusted the experience you 
already had with them...

CLR Path will help you validate 
what you claim to know, and 

confirm that you checked
Mockup only; subject to change



What data do you think defines a relationship?
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CU*ANSWERS HAS ARCHITECTED OUR DATABASE – WHAT ARE YOU DOING?

■ Later today we’ll talk about the AI team, but I want 
you to consider what you’re doing with new 
database administration tools that allow you to 
define data, collect it, and use it interactively with 
CU*BASE and It’s Me 247 products

■ Beyond what CU*Answers plans for CLR Path, 
what data might you add via UDM that would give 
your member the nod of  approval for a loan?

■ CU-directed data floods to UDM is coming in the 
19.10 release

■ Harness the power of  data in 2020

We’ll start with a yes/no evaluation 
of the member’s relationship...

where it goes from there is up to you



What’s up with our LOS solutions?

■ Ready-to-look (R2L) loans:

■ Vendors:  9
■ Integrated relationships:  83
■ Apps YTD:  41,073
■ Loan $ YTD:  $226,028,780

■ Ready-to-book (R2B) loans:

■ Vendors:  2 (1 in development)

■ Integrations:  5
■ Apps YTD:  7,502
■ Loan $ YTD:  $103,389,715
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Other 
Resources from 
Lender*VP
WE WANT TO INSPIRE 
YOUR TRUST...YOU’LL 
WANT TO TRUST BUT 
VERIFY

JOIN US ON THE WAY TO 
THE FUTURE
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store.cuanswers.com


