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A SPECIAL THANK YOU TO THE TASK FORCE

= Daniel Phillips, BlueOx Credit Union

= Hollie Britton, Frankenmuth Credit Union

= Scott Rushforth, Horizon Utah Federal Credit Union
= Lindsey Law, Kellogg Community Credit Union

= Kaj Johansen, TruChoice FCU

m Adam Pomerleau, TruChoice FCU

Keep up with project updates in the Kitchen:

Resources in the Kitchen

Designing the Future of Internet Retailing

vl < April 23 & 24
g V' DESIGNING THE FUTURE
i OF INTERNET RETAILING

A CEO Strategic Boot Camp Initiative

A CEO Strategic Boot Camp Initiative

During the CEQ Strategic Developers Boot Camp in November 2018, CEOs
brainstormed on the future of internet banking from a big-picture, strategic point of
view. In addition to exploring how credit unions envision their internet retailing
strategies in the coming decade, CU*Answers reviewed two 2019 initiatives that serve
as templates for tactical approaches for internet retailing: Selling loans via internet
channels, and our internet stores.

Open the slides from the 2019 Leadership Conference presentation (PDF) '™

Open the slides from the 2018 CEO Boot Camp session (PDF) |

Open the assignments due December 14 (DOCX) =

Open the other handouts and homework

The Task Force

The Designing the Future of Internet Retailing Task Force met on Tuesday and
Wednesday, April 23 & 24, 2019. The Task Force consists of 6 participants from 6 credit
unions. Their role is to help our teams determine a vision for internet retailing, imagine
new ways for credit unions to sell loans via internet channels, and figure out how to
stock the shelves of a credit union internet store. Most importantly, this group is
helping us to write a new rulebook for the way credit unions interact with members in
the spirit of true internet retailers.

Projects in the Works

s the Task Force is working on with our teams:

open.cuanswers.com/internet-retailing e

loan to a game plan where you offer them a

guaranteed loan.


https://www.cuanswers.com/resources/kitchen/designing-the-future-of-internet-retailing/
https://open.cuanswers.com/Teller3P

PROJECTS THAT INSPIRE AND PROVE OUR POINT

RETAILING: ACTIVITIES INVOLVED IN SELLING GOODS TO ULTIMATE CONSUMERS

m 1Click Credit Card Offers = CLR Path and automated decision models
m Asking the member if they want a loan: a Highlighting what you know is more
transferring the power of deciding to the important than what everyone knows
consumer

m CD-secured Loans m A New eSigning Experience

m Upgrading a symbolic ceremony for speed,

m Shock and awe: a click in an unexpected convenience, and opportunity
place that creates an unexpected '
transaction m Firing up a new approach for internet

lending via the CU*BASE LOS platform

m Armed with CEO Strategic Developers Boot
Camp projects, we'll take another crack at the
perfect internet LOS approach

m Loan Modifications

m Maintenance re-envisioned as goods to
be sold via the internet



1CLICK CREDIT CARD OFFERS VIA IT'S ME 247
DESKTOP AND MOBILE

TRANSFERRING THE POWER OF DECIDING TO THE CONSUMER

m Members are identified based on credit
union defined criteria

POe®@@° ACCOUNT SUMMARY | I’M A PLATINUM MEMBER

m Credit card offers will display in
It's Me 247 desktop/mobile banking

- You've Been Approved, Mary!
) Based on your status at Success Credit Union, you've ]
‘ been approved for up to 55,000.00 right now!

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

Account Hame Available Balance Actual Balance Last Transaction Accrued Dividends
| 000 PRIME SHARES B 51.32 §11.32 | 2/13/2015 $0.00
. oo | . | | I .
mCUisn Otlfl ed Of 001 CHECKING [oc] 52,080,47 52,080.47 6/6/2017 £0.00
012 MOMEY MARKET $1,568.78 51,568.78 | 5/24/2017 $0.02
acceptance and | e | | | |
ACCOUNT TOTALS §31,650.57 53,660.57 | 50.02

handles card orders
a S u S u a I e i ':"‘ = = . C.r.ELTTit Cards

620 SELECT REWARDS $30.00 $30.00 4/28/2019 520,65

YOU'RE APPROVED FOR A CREDIT LIMIT OF $1,000.00 - MO CREDIT CHECK REQUIRED

ACCOUNT TOTALS S30.00 $30.00 520.65



_l.-.
A

My Accounts New Accounts Pay & Transfer My Documents Go Maobile

T O O®o ACCOUNT SUMMARY | I'M A PLATINUM MEMBER
= CHAT :

-»

You've Been Approved, Mary!

Based on your status at Success Credit Union, you've _
been approved for up to 55,000.00 right now!

Harme Available Balance Actual Balance Last Transaction Accrued Dividends

PRIME SHARES =) 51,32 511.32 2/13/2015 $0.00
CHECKING (oc) $2,080.47 52,080.47 6/6/2017 $0.00

MONEY MARKET 51,568.78 %1,568.78 3/24/2017 50.02

ACCOUNT TOTALS 53,650.57 53,660.57 $0.02

SELECT REWARDS $30.00 $30.00 4/28/2019 520.65

YOU'RE APPROVED FOR A CREDIT LIMIT OF §1,000.00 - NO CREDIT CHECK REQUIRED

ACCOUNT TOTALS 530.00 $30.00 520.65




m My Accounts My Accounts

Credit Summary Congrats, You're Approved! You've Accepted this Credit Card!

Configurable credit union message. This will
SELECT REWARDS RESPECTIVE MEMBER CARD congratutlate the member for accepting their pre-

. [ o™ approved offer and inform them how they will be
Due 4/28/2019: $30.00 " g Credit Limit: $1,000.00 g receiving the credit card.
Balance: $20.65 ©

Available balance: $4,979.35 RESPECTIVE MEMBER CARD

Credit Limit: $1,000.00

Credit Limit: $1,000.00 _. - i Transter Now
You're approved for this offer! o, —

Back lo Accounts
This test is credit union configurable. Ut enim ad
minim veniam, quis nostrud exercitation ullamco
laboris nisi ut aliquip ex ea commodo consequat.
Duis aute irure dolor in reprehenderit in voluptate
velit esse cillum dolore eu fugiat nulla pariatur.




CD-SECURED LOANS WITH INSTANT ACCOUNT !

CREATION

T t:
A CLICK IN AN UNEXPECTED PLACE THAT CREATES AN UNEXPECTED TRANSACTION -

Share accounts

D00 | KEN 10 SAVINGS a 578.26 583.26 12/27/2018 . 50.00 |

001 KEN'S 10% CHECK $472.02 $472.02 12/28/2018 - |

002 BEWEFITS CHECKI %3.00 53.00 910/ 28

ACCOUNT TOTALS 5553.28 5558.28

Certificates

330 | 12 MONTH CD
ACCOUNT TOTALS

say 'VES' to out mem! oan requests 47 without 30Y
y i bers’ toan requ sts 24X
¥ Y .
our menmoers’ ls.ee-n-«vmn\nmmuum'ngmmwmmafammmnupm
.
;

sor s loan Wit
l ik sy UMY O ot T

ooy
e rules B the CATEES y
Youset " optcason © SO WD g
ke eSS T IR0t alio ORI T
\ s sime. s “sresty on depost!
"

20.10

N E e e REQUEST ANEW CD LOAN

Borrow Money Secured by Your Certificate
Success Credit Union now offers CD-secured loans. No credit check is needed! Just tell us how

much you'd like to borrow, up to the current balance on your CD, and choose a term to determine
your monthly payment. The loan must be paid off by the time the certificate has matured.

Start a Loan Secured by a Certificate: 12 Month CD

Loan Amount (Up to $5,000.00) Processing Fee

3500 You will incur a $25.00 processing fee
’ when you create this loan. Select an
account from which the fee should be

Terms (Up to 18 Months)

withdrawn:
18 |U(}2 Ken's Checking: $1,234.90 =
Deposit Account
Select an account where you would like Payment Plan

your loan funds deposited: How would you prefer to repay this loan?

002—Ken's Checking: $1,234.90 e | One-Time (At Maturity) :
Loan Rate Estimated Amount Dug Due Date

3.20% §3,612.00 217308

Continue




Share accounts

000 | KEN 10 SAVINGS
001 | KEWS 10% CHECK
002 BENEFITS CHECKI

ACCOUNT TOTALS

Certificates

ACCOUNT TOTALS

583.26

5:1?1.:11 -
$3.00

5553.28 5558.28

50.00 §5,000.00

50.00 §5,000.00

1272772018 50.00

12/28/2018 _ Iy

910/ 28




Certificates

330 — 12 Month CD

$0.06

Available

Actual Balance 5100.06
Annual Percentage Yield 0.350%

Annual Percentage Yield 0.350%

Create a CD-Secured Loan Now!

Mo credit check is needed! Just tell us how much you'd
like to borrow, and choose a term to determine your
monthly payment.

Get My Loan Now

Transaction History

m 4

Locked My Acoountz  Maove Money

New CD-Secured Loan »

Success Credit Union now offers CD-secured loans. No
credit check is needed! Just tell us how much you'd like
to borrow, up to the current balance on your CD, and
choose a term to determine your monthly payment.
The loan must be paid off by the time the certificate
has matured.

Loan Secured by Certificate: 12 Month CD

Loan Amount (Up to $5,000.00)

Terms (Up to 18 Months)

Deposit Account

Select an account where you would like your loan
funds deposited:

Processing Fee

You will incur a $25.00 processing fee when you
create this loan. Select an account from which this
fee should be drawn:

Payment Plan
How would you like to repay this loan?

Monthly

New CD-Secured Loan X

$3,500.00

Loan Amount

Loan Rate 3.20%
Manthly Payment $194.44
First Due Date 2/1/2018

Processing Fee from Ken's Checking: $10.00

If you agree to the loan terms and are ready to continue
with this loan, select “Get Loan”




B ——
10

LOAN MODIFICATION REQUESTS (AUTO-APPROVED
OR SENT DIRECTLY TO YOUR UNDERWRITER QUEUE)

CAN CREDIT UNION ONLINE STORES DO MORE THAN SERVE MEMBERS?

Target:

Maturity Date 2010/2022
330 6OMCD 50.00 $2,000.00 eerest Rate - 20.05
331 60MCD 50.00 $2,000.00 Payment Frequency Monthly A b

ACCOUN 0. 00
Want to change how much

you pay monthly?

Account Detail Pay Now Print Loan Coupons

NOTE: Contact the Credit Union for the exact payoff amount for this account.

Loans Madify My Loan

Account Due Da

Adjust Your Loan Payment

This is the configurable text block #1 in CU*Base. Credit Unions can write branded text to entice

779 o | »812.39 | 9612.39 6/10 their members to use their specific configuration of the product.

ACCOUNT TOTALS 5822.39 $822.39

New Terms: - 48 | Months

11 i4 36 48 60 71

New Loan Payment Schedule

Term Rate Old Payment Mew Payment

48mo. @ 3.500% $400.00 $257.90

Continue




| Frisasn 1y =Ew il N e el |

Interoest Rate 3.500%

Payment Frequency Monthly

Account Detall Pay Now Print Loan Coupons

NOTE: Contact the Credit Union for the exact payoff amount for this account.

Adjust Your Loan Payment

This 1s the configurable text block #1 in CU*Base. Credit Unions can write branded text to entice
their members to use their specific configuration of the product.

New Terms: 48 | Months

12 4 i6 48 &0 71

Term Rate Old Payment Mew Payment

48mo. = 3.500% $400.00 $257.90

Continue




CLR\‘ATH

Character Lending on Reputation

A NON-FICO DECISION MODEL
FOR THE GRAY AREAS

12

HIGHLIGHTING WHAT YOU KNOW IS MORE IMPORTANT THAN WHAT EVERYONE KNOWS

= A decade ago, did you predict you would
be a model-based lender?

m Are you still waiting?

= By the end of 2020, CU*Answers will offer
4 different model approaches

m 3 of them are based on what everyone
knows

m 1 of them will be based on what you know

= How will you blend these models? What
do you predict for a decade from now?

Loan category 14 E’J HEW VEHICLES Low 1.890
Corp ID o1 High 25.008
Use application workflow style ool @ {blank = standard)

Product code base rate 2.008

Loan fees to be included in modified APR [ N: )
Default collections officer X [ Miscellaneous coveray ge on
[ Require Dealer/Indirect 1D n
Amortization/External Loan Delivery Channel Defa
Wommeornscon e e El-e x M
File Edit Tocl Hel

ile cols_ Help | Variable rate code [0o0] [E]
Configure CLR Path Programs B

n &1 ECOA code 1
Code DA Description DIRECT AUTO LOANS Exclude if membership designation [[EEEEN
Activate criteria and specify points: Minimum score to pass [ 375

[5e | Membership open at least [es] months
(48] Member age between [25]and [se] years old
| Previous cre: dit score(s) between | | and | | Include only scores pulled within the past [ | months
Average aggregate share balance over previous || months of at least 0.00
Include [JSH [JsD [JCD IR [OTX
["7] Atleast [e2] paid officlosed in previous | 68| months
[35] ACH andior payroll deposits of at least
Tiered Services Level - Basic
Tiered Services Level A
Tiered Services Level B
5871 Tiered Services Level C
|| SEG/Sponsor code(s)
[45] Insider/Employee type(s) [N 3 selected
Existing loan balances of | 0.00 to 0.00 Include CILN  [JOC
45| Loan category codes 6 selected
[2 [4@-] Existing loans in delinquent status

250.00 per month over the previous [12 months

08

BO0OERORORE
g

€EIrnNELG?2@

Mockups nIy; subject to change



File Edit Tools Help
Create

S Configure CLR Path Programs

programs Code DA Desecription DIRECT AUTO LOANS Exclude if membership designation

_ for Activate criteria and specify points: Minimum score to pass G.ra nt points for‘ each
different criteria then decide on

loan Points _J§ Criteria a "passing” total score
products Membership open at least months

Member age between [25]and years old
Previous credit score(s) between | | and | | Include only scores pulled within the past | | months

OO0 ElE

Average aggregate share balance over previous || months of at least | 0.00

Include (JSH [JSD [Jcp [OJIR [OTX

At least paid officlosed in previous months

ACH and/or payroll deposits of at least | 250.08 per month over the previous |12/ months

Tiered Services Level - Basic
Tiered Services Level A
Tiered Services Level B

Activate
only the
criteria
that
matters to
you

Will also be flags for over
limit, other loans delinquent
Tiered Services Level C more than xx times, and loan
SEG/Sponsor code(s) write-off/charge-offs in
Insider/Employee type(s) m 3 selected previous xxx months
Existing loan balances of | 0.00 to 0.0  Include CJLN [JOC

Loan category codes 6 selected

Existing loans in delinquent status

]
]
1]
1]
1]
1]
]

B
B
O
B
[
B
[
B
L]
B
B

Mockup only;
subject to change




Your Gredit Seore

CREDIT SCORE | I'M A SILVER MEMBER

R @°

Your Credit Score

Below is the most recent score the credit union has on file for you, from the last time one was
obtained (notice the "as of” date). Viewing this page does not initiate a request for credit
information directly from any bureau. Contact us if you have questions or would like more
information.

v 725

. As of Sep 13, 2018
VantageScore v

a higher level of confidence

More Info About This Number

More Info Ahout This Number

Contact Me

View Qur Rates llearn More About My Score

., . COMING TO THE APP WITH

Lochet

— MOBILE 4.0

Managing your credit is an important aspect of your financial health. Cartoon City Federal Credit Union offers this view of
your credit score history with us in an effort to partner with you to assist you in achieving your financial geoals.

This credit score history comes from your interactions with the credit union. We will not have on record scores that other
entities may have pulled to check your credit. We may pull a credit report for you when you open a membership, seek to
open a checking account, or apply for a loan. Be assured that viewing these scores here will not affect your score.

a VantageScore

a higher level of confidence

Scores you can purchase onling, and scores r
surprised if the scores here differ slightly frol

ed from different credit bureaus use different formulas, so don't be
“hat you might see somewhere else.

This information.i nstrued to be, legal, financial or other professional advice. Please

AVAILABLE NOW IN DESKTOP

AND MOBILE WEB BANKING Are you tracking the coming

price increases for FICO-based
scores? Will you be converting
to the VantageScore?



UPGRADING A SYMBOLIC CEREMONY FOR SPEED,
CONVENIENCE, AND OPPORTUNITY

= Yesterday: Identify a generic electronic
signing product, and just start using it

= Today: Rebrand a generic electronic
signing product to your locations, and
start specializing a unique e-closing
experience for your members

= Tomorrow: Refine unique e-closing
experiences to include automated e-
closings, presented by CU*BASE and
verified by CU*BASE, resulting in instant

disbursement of funds in a single stream

ondemand.cuanswers.com/e-signature-

¢, virtual-closing-rooms-in-its-me-247/

Watch
the video!

A NEW ESIGNING EXPERIENCE

Virtual Closing Room

You have documents to eSign. Please visit the
Message Center to view and sign your
documents.

I [ sigBoxg

V! SigBox 10

¥ sigBox11

Notification Acco

Message Detail

' Delete

Time:
1:29:50 PM

Date:
03/26/2018

Subject:
Please Sign Your Document

Hello Anne Applicant, Federal Credit Union has sent you a new
document to be e-signed. To begin, click the View Document button below.

If prompted to enter an authentication code, use: 413726




@8 Credit Union AR

Info Center My Accounts New Accounts Pay & Transfer My Documen

[ COMING |
| SOON!

~ A New eSigning Experience 16
Virtual Closing Room L3 -
Save time and paper! Whether you are at your computer, tablet or -
mabile device, you can now view, sign, and download important = - I n It s M e 247 d eS kto p a n d I I |O b I Ie

membership or loan documents online. -
Virtual Closing Tips

Just follow the on screen instructions below to begin.

AUTHENTICATION CODE

For your security, please enter the authentication code included with your document link.

@ 1asase ¢% Credit Union ‘

@

Info Center My Accounts New Accounts Pay & Transfer My Documents Go Mobile

Virtual Closing Room

Save time and paper! Whether you are at yaur computer, tablet or
mobile device, you can now view, sign, and download important

membership or lean documents online. : . I —
Virtual Closing Roor -/ . Lred It u n|0n b \

To begin, just follow the on screen instructions below.

New “home” page
for the Virtual
Closing Room, right

Info Center My Accounts New Accounts Pay & Transfer My Documents Go Mobile

VIEW OR SIGN YOUR DOCUMENTS

Listed below are 1 or more documents that you need to view or sign. Once you've completed all necessary documents, yo m @ O Q Q [
download a copy for your own records and continue. And don't worry, all documents can be reviewed before signing. ¥ S y & S

within It's Me 247

DVIEW &E
Virtual Closing Room

Save time and paper! Whether you are at your computer, tablet or
Loan & Security Agreement & Disclosure mobile device, you can now view, sign, and download important

membership or loan documents online.
View & Sign

\' Decline to Sign ]

Virtual Closing Room Tips

To begin, just follow the on screen instructions below.

Document Viewer

Loan and Security Agreements
and Disclosure Statement

g

(K] Covered Borrower Under Milary Lening Act

CHARLEE R KELLY
133 PATTY LB DEIVE WEST APARTUENT 123
WYOMING

eview the

document before I ‘
you Sign ; " L zc:?s. m ,ug"“‘.”".,wmmu.ﬂn

CUANSWERS
Imaging Solutions

mmn—n!my{:'m;’mmﬂhdawmﬁh

eDOC =

INNOVATIONS el



11t UNIon 2

'Accounts New Accounts Pay & Transfer My Documents Go Mobile

| " A New eSigning Experience 17
e el in It's Me 247 desktop and mobile

documents online.

®° DVIEW L ESIGNGs UPLOAD 3DOWNLOAD
g

Virtual Closing Room Tips

the on screen instructions below.

Document Viewer

*® Credit Union ’\
4 Partnership ¥

Info Center My Accounts New Accounts Pay & Transfer My Documents Go Mobile

Loan and Security Agreements
and Disclosure Statement

®0066"° OVIEW LPESIGN @ UPLOAD & DOWNLOAD

{5 TERT ADDRESS Virtual Closing Room = -
FHILADELPHIA PA 58716 =g
Save time and paper! Whether you are at your computer, tablet or -

“"‘”ﬁ&,ﬁ‘gwm“ APARTMENT 123 mabile device, you can now view, sign, and download important — |
WYOR membership or loan documents online. "

Virtual Closing Room Tips

Total Sile Prica To begin, just follow the on screen instructions below.

T ot Yo purrse
0,000

0 s
Vour Payment Schedule Wil Be:

*® Credit Union Q

r= R )
59 $ 18083 5/22121 ot ke o, o ot * Info Center My Accounts New Accounts Pay & Transfer My Documents Go Mobile
" - ¥

1 s 180.24

Fray cbtan property nsuar

Property Insuranc
i = ocopiabo f he Gract Lo 1 o get o v T ek Hea Flimg Tmusrance
J

Adopt Your Signature Virtual Closing Room

. Save time and paper! Whether you are at your computer, tablet or

Your Full Name* Initials * mobile device, you can now view, sign, and download important
AS membership or loan documents online. .
Anthony E. Stark Virtual Closing Room Tips

To begin, just follow the on screen instructions below.
Adopted Signature: Initials:
A,Moﬂy‘[ Siank Document Viewer

By signing, o otherwuse aumanlmaung as Bormwer Yuu agree to the terms of the Loan Agreement. If Property is describ

. ot
rea d to SI n e ' e 1lso agree to the terms of the Security Agreement. If You sid
I o 12 ¢ 10f2 to the terms of the Security Agreement

othe
X Slamsure Below Reqiind iHLY READ THE AGREEMENT BEFORE YOU SIGN IT
Cl |Ck Start Adopt & Sign

Go Back

1-step e — |
signature
setup

TAP TO SIGN

JOSEPH D. TESTPERSON

[X] Barrower 3- JOHN D. JONES [X] Borrower 4 CHARLIE R. KELLY
[m} [[] owner of Property [ witness

Document zooms into
CUANSWERS the right spot so you
Imaging Solutions can just tap to sign!

eDOC —

INNOVATIONS

Cancel



00060° DVIEW SESIGNp@ UPLOAD @ DOWNLOAD A o\
- e G

irtual Closing Room \ H

ve time and paper! Whether you are at your computer, tablet or » / - = H

obile device, you can now view, sign, and download important — . ew e I n I n x e rl e n ce
embership or loan documents online. - /

Virtual Closing Room Tips . 7 2 d k d b 5 I

begin, just follow the on screen instructions below.

Document Viewer

SIGNATURES

ating. as Borrol to the terms of the Loan Agreement. If Property is describy
= = Iso agree to the terms of the Security Agreement. If You sig
othe Signature Below Required 10f2 to the terms of the Security Agreement.

1 v - \ "' .
iHLY READ THE AGREEMENT BEFORE YOU SIGN IT ® Credit Union N\ . R
Info Center My Accounts New Accounts Pay & Transfer My Documents Go Mobile

JOSEPH D. TESTPERSON DEANDRA A. REYNOLDS

X Seal X Seal) . o

[X] Barower 3 JOHN D. JONES [X] Borrawer 4 CHARLIE R. KELLY Virtual Closing Room

[X] cwmer of Property [ winess L] cowner of Property [[] witness
Save time and paper! Whether you are at your computer, tablet or
mabile device, you can now view, sign, and download important
membership or loan documents online.

" " . Virtual Closing Room Tips
To begin, just follow the on screen instructions below.

VIEW & SIGN COMPLETE!

Select the download icon to save individual documents that you have signed or viewed. Otherwise, select
“Continue” to proceed.

)
7 0 Loan & Security Agreement & Disclosure

Cancel

8% Credit Union =T LHTR

Info Center My Accounts New Accounts Pay & Transfer My Documents Go Mobile

Use the Next button , . -
to work your way g\ 0000 SVIEW £ ESIGNg@ UPLOAD 3 DOWNLOAD
: -

-~ Virtual Closing Room

th rO U g h a I I Of th e Th e n yO U ! I I ret n tO Save time and paper! Whether you are at your computer, tablet or

mobile device, you can now view, sign, and download important = -
a membership or loan documents online.
signature boxes the home page for o " T —
.« . To begin, just follow the on screen instructions below.
additional

documents, if any YOU'RE DONE!

s it..your done! To download a PDF for your own recerds, just select the Download All Documents button below.

Download All Documents |

Optionally download
Tl d ts to save
*Imaglng Solutions ocumen

them
eDOC

INNOVATIONS



> Check it out

GFP in the app!

STRATE[l}IES

New Documents to Sign

You have documents to eSign. Please visit the
Message Center to view and sign your
documents.

View Now

£ View Message

9:41 all .

Please Sign Your Document
Delivered: 01/15/2019 at 9:36:57 AM

Hello Ken Vaughn, Success Credit Union has sent you a
new document to be e-signed. To begin, click the View
Document button below.

If prompted to enter an authentication code, use: 456

View Document

This message will be automatically deleted 30 days from
when it was read

fr a m 7

Home Locked Accounts Move Money More

9:41

Done

[ COMING |
| SOON!

~ A New eSigning Experience 19

in It's Me 247 desktop and mobile

wll T 9:41 all T -

Done

View Documents

JosEPH 0. TEBTPERSON
S5 g SRR AV S AP0
EEn0s

i ot s0UTHEAST AST 3
AP EGATE W1 T4

urmm\:mnnlum) sy e,y vl
Schuded gy or SIS0, whichivse 1 gredie.

Somr: Gl
s el

CLANSWERS TEST FEGERAL GREDIT U
tice appies ONL

Loan and Security Agreements
and Disclosure Statement

oEANRA A BE
322 TEET AGORERS
P P Sare

Adopt Your Signature

Your Full Name* Initials *

A y E. Stark AS

Adopted Signature: Initials:

AS

1ha| the signature and

Adopt & Sign

EN rwmz ANY HUWER o Tms "CONSUNER CREDIT CONTRACT IS SUBJEGT To o
OULD AS:

oamusn PUHEUM(I “HERETO.

LLER OF GOOI

T £l
I THE PROCEEDS. UEREOF, REGOVERY HEREUND)
ER.

o it
NOT EXCEED AMOUNTS PAID BY THE DEBTOR HEREUND

AGREEMENT BROVSION 2
SESURITY AGREEMENT PROVISION 3
SECURITY AGREEMENT PROVISION 4

Cancel

9:41 all .

Done

Fill & Sign Documents

JOSEPH D. TESTPERSON

[X] Bomower 2: JOHN D. JONES
Dwmer of Propy (]

Cancel




FIRING UP A NEW APPROACH FOR INTERNET 20

LENDING VIA THE CU*BASE LOS PLATFORM

WHAT DERAILED A PRETTY GOOD PRODUCT?

= Armed with CEO Strategic Developers Boot
Camp projects, we'll take another crack at the , _ _
perfect internet LOS approach HElE e e g

= You can't improve you can't see “

= What do we all know about our CUSQO's
internet LOS from a member's perspective?
From a strategic perspective? From your staff's
perspective? From your perspective?

CuU “Answea

ondeman

Announcing a new video lab to better
understand our internet LOS



FIRING UP A NEW APPROACH FOR INTERNET -
LENDING VIA THE CU*BASE LOS PLATFORM

LET'S TAKE A TEST
= How many loan products can you sell 99 loan products can be sequenced to appear
from It's Me 2477 on the rate board

= Can a member get an approval from

an It's Me 247 loan app? Yes, with a 247 Lender decision

= Is risk-based pricing offered during an  Ves, after permission is granted to pull a credit
It's Me 247 |loan app? report

m Does the online app offer an “as low c ..
as” rate as well as an actual rate to the Yes, actual rate appears after permission is

member? granted to pull a credit report

m What is the difference between an Non-members must complete all data;

m’;e%nbe;r—?e nabled member and a non- members don’t need to fill in personal info




FIRING UP A NEW APPROACH FOR INTERNET o
LENDING VIA THE CU*BASE LOS PLATEORM

LET'S TAKE A TEST

If not internet-enabled, a member is ™ What is the difference between a

forced to log in before proceeding ;nnedmobneer VV\\/’ES il:?not internet-enabled,

m Are there more or less than 30 pieces of

Less than 30 data needed to complete an app?

m How many pieces of data are required

13 pieces are required to save a lead orior to saving a lead?

No, other than a comment that a loan = Can the member expedite a loan
officer would need to notice application for a faster decision?

Ves, presented as an option after granting = Can you offer insurance/debt protection
permission to pull credit 1 the member as part of the app?




ANNOUNCING THE NEXT VERSION OF OUR 23
INTERNET LOS FOR MEMBER APPLICATIONS

IT WILL START WITH A CEO PROJECT IN 2020, AND MOVE QUICKLY TO YOUR TEAMS IN 2021

Non-
internet-enabled
members

Internet-enabled
members

SMART APPLICATIONS
SMART APPLICATIONS
A focus on good, better and

best development approaches

Non-members

ONE-WAY FORMS




ONE-WAY FORMS

NON-MEMBER APPS ARE A CU SPECIALTY

= Self-service forms creation coming in
2020

= A POC project to test a partnership
between UDM and credit union-
defined forms by the end of 2020

= A high-energy effort to create an
active forms community and best
practice-approach to increase forms
usage tenfold

= New front-end routing to increase
member awareness of form gateways

CUANSWERS

it

S CREDIT UNIOHE

B0 CREIT UNIGN STAFF LOGINS

401 CAFSTOM FORME CREATED

e

OVER 27,000 MEMEER REQUESTS

ARE '¥OU AN INTERMET RETAILERT

CHECK OUT OUR GALLERY

irsc.cuanswers comy formsa-gallery

THE PROCESS WORKS!




i Secure Online
n%ﬁﬁﬂ?ﬁgc’u'&'._!,?ﬁ il Banking login 25

NEW ACTIVATION
SCHEME FOR FIRST-
TIME ONLINE ) |—
BANKING USERS > alll
ENABLING INTERNET CHANNELS

FOR BORROWING MEMBERS Online Banking
SHOULD BE NO BIG DEAL

Authenticate Your Identity

As a first-time user of our online banking services, we'll need to verify your identity. Please choose where
you would like us to deliver your Secure Access Code from your contact preferences below. You will be
required to enter the delivered access code on the next page, and will then be able ta complete your
enrollment and establish your preferred password.

New Members and First-Time Users - Method B (Multi-factor) ® Email me my code at %*********3@gmail.com

This method uses a multi-factor technique for brand-new members. This ) Text me my code at (***) ***.3708
technique can also be used by existing members the very first time they

access online/mobile banking.

channel. However, during times of high system usage, delivery may take longer.

Send Access Code

‘ Secure Access Code delivery generally takes less than a few minutes, depending on contact ‘

Allow first-time setup via |Code sent via text or ema - Your code has been delivered!
[Note: Access codes will ex ]- | 3by the member.) Page will timeout in 4:34 Temporary Access Code
Code sent via text or email

B oo not_atow

Just turn it on: Tool #569 Online/Mobile/Text Banking VMS Dicl yoas riot get an access code?
Conﬁg > Online Banking Passwo rd and Secu rlty Settings You should have received it within a few minutes. If you feel you have waited long enough, or selected

the wrong delivery method, please request a new code.



WHERE TO
BEGIN?

IF IT'S ALL ABOUT
EXPERIENCE, THEN
WHOSE EXPERIENCE

MATTERS THE MOST?

How would you prioritize these? =

D The member experience
D The CU loan officer’s experience
D The lending VP’s experience

D The credit union CEO’s experience

It might surprise you what | learned in
some credit unions this summer
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Work/View Application Status

Created |Jan 01, 2019

To get a "dashboard”

view of progress toward

your team'’s goals, use
Activity Tracking to

display a statistical

analysis screen showing

all applications in the

pipeline.

Wait Times This Week
<1hr
1-4hrs
4-8hrs
> 1 day

New Application

Refresh

Activity Tracking

Counts by UW Code

Web Version

View Power Line

€GP g P

e o . g @@ Srip & Skeich

to [Nov 04, 2019

Dealer

Underwriter 1D

Loan category

SUBMIT- UNDERWRITER
SUBMIT- LDAN REVIEW

? @

[MMDDYYYY]

Cmt

Cmt
Cmt

Honkbr Cmt
HonmMbr

HonMbr Cmt
HonHbr Cmt

Jum : Loan ap

SUBMIT- HSO/HSR

HOME BANKING REQUEST

Mockup only; subject to change

‘Skypefor Business ...

b 4 =P mwarren (WFsDkow...

. GUI Building - GOL...

. Session 0 CU*BASE...

Pending Processing

Last name

Product code -Seleel
Interviewer branch
Delivery channel
Business unit

Central IJnderwriting Status

SUBMIT- LOAN REVIEW
DUPLICATE APPLICATIO
PENDING- NEED INFD
DUPLICATE APPLICATIO
HOME BANKING REQUEST
HOME BANKING REQUEST
PLAM OMLY-ND LOAN
COUNTEROFFER

SUBMIT- LOAN REVIEW
COUNMTEROFFER
COUNTEROFFER

DEALERTRACK
ROUTE OHE

E Interaction Desktop

w Photos

»
Desktop

~ |

4:03 PM
11/4/2019
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Desktop
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Teller T2
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Work/View Application Status

Created |Jan 01,

2019 to [Nou 04, 2019 [MMDDYYYY]

| App# | ApplicantName | DatelTime |

337139
337140
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337143
337144
337146
337013
337019
337022
337023

337054
337067
337078
337082
337092
337094
337106
337108
337117
337124
337126
337133

m Work With Loan Request

m Application Comments

New Application

Refresh
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COUNTERDFFER

PENDING- HEED INFD
Model -Requested

COUNT EROFFER
PENDING- HEED INFD
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Web Version

View Power Line
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Recycle Bin  LegaSuite LoadListBo...

Workben...

Work/View Application Status Pending Processing

- Created |Jan 01,2019 to |Oct22,2019 Jumpto: Loanapp# | 336957 Last name

ls_comman... iAccess-
CUADEV.hod Central Underwriting Status

App # Applicant Name Date/Time Delivery Channel Review Int 1D Action
(o] o) 336957 Jun 18 15:07 |(CU*BASE B0 Hodel-Requested
20 336959 Jun 18 15:09 |CU+BASE AB 01 |PENDING- NEED INFO
Interaction  GOLD Alpha 336961 Jun 18 15:12 |0’Connors Auto Outlg 14 14 |DUPLICATE APPLICATIO
Desktop 336962 Jun 18 15:12 |CU+BASE Decision AD B4 |PENDING- NEED INFO
336963 Jun 18 15:16 (CU+BASE M5 Hodel -Requested
336964 Jun 18 15:19 |CU+BASE Ao APPROVED- CONDITIONS
GOLD Cleanup 336965 Jun 18 15:22 (CU+BASE oM Hodel -Requested
Production 336966 Jun 18 15:24 |0’Connors Auto Outle 14 APPROVED- AUTO DEC.
336968

o Jun 18 15:29 (Online Banking a6 PENDING- NEED INFD
’ h 336969
336970

Jun 18 15:27 [CU+BASE R2 PLAN OHLY-HD LOAN
Alpha - Prod Panel_Chart... 336972

Jun 18 15:28 |Dealer Track LH COUNTEROFFER
b 336974
X 336975
PD

Jun 18 15:34 |CU+BASE Decision KF Hodel -Requested
GOLD Beta 336976

@)
336977

Jun 18 : CU+BASE COSIGNER INFO DMLY
Jun 18 : CU+BASE -Requested
336979
’ 336980
»
: 336984
assword GOLD

Safe Standa... 336985
3360986
336987

QO © 0000

-

O X &4 ® OOy H g ®mo3DOX

Jun 18 8 CU+BASE
Jun 18 : CU+BASE
Jun 18 : CU+BASE Decision
Jun 18 H CU+BASE Decision
Jun 18 A CU+BASE

Jun 18 : Online Banking
Jun 18 g CU+BASE

J
J
C
B
S
R
A
R
D
J

Jun 18 : CU+BASE

336989 |Evinn JvHa3HRCVIL Jun 18 g Online Banking

Tracker
Desktop B Work With Loan Request B Underwriting Comments o Dealer H Decision H Checklist

m Application Comments M Loan File u Delete Application

Notepad-+ P,I\?ieewe Booked Loans Denied Processing Pending Processing

E New Application Booked Loans Denied Processing Pending Processing Activity Tracking
Teller T2 Counts by Underwriting Code Key Activity Tracking Wait Times This Week
eller |

Mockup Ads 221 8 2 f ? @

p only; subject to change

i - ’ » 326 PM
inbox-MWaren@... (2 (@ . B @@ Srip & Sketch B 8 2 mworen(Wsdlon. I Building - LVPP... .smion CUBASE.. >l Session2 CUBASE .. Desktop LD —
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File Edit Tools Help

Work/View Application Status

= || &

=

Pending Processing

Created |Jan 01, 2019 to Oct22,2019

App #

Applicant Name

336957
336959
336961
336962
336964
336966
336970
336994
336998
336684

2 1 D X X W = X T 0 X

336687

336690
336691
336692
336694
336697

C
H
s
R
N
336700 (E
336703 (L
336706 (P
336707 (L
336708 (D
336710 (K
D

336713

B Work With Loan Request

H Application Comments

New Application

Web Version

H Underwriting Comments

M Loan File

Refresh

View Power Line

€IQIMNNE LI ?Q@

Pipeline View

o R
h

Booked Loans

Denied Processing

Pending Processing

Filters

UW status Select
Interviewer ID
Dealer Select

Underwriter ID Select

Select

Select

Select

H Delete Application

Booked Loans

Jump to: Loan app # Last name
Central Underwriting Status
Application Date/Time Delivery Channel Pass Fail Review Int 1D Action
Jun 18, 20819 15:07 |CU+BASE Fail BQ Model -Requested
Jun 18, 2019 15:09 |CU+BASE B @1 |PENDING- NEED INFO
Jun 18, 2019 15:12 |0°Connors Auto Dutl 14 14 |DUPLICATE APPLICATIO
Jun 18, 2019 15:12 |CU*BASE Pass Decision Ao 84 |PENDING- NEED INFO
Jun 18, 2019 15:19 |CU+BASE Fail A0 @4 |APPROVED- CONDITIONS
Jun 18, 2019 15:24 |0°Connors Auto Dutl 14 AD |APPROVED- AUTO DEC.
Jun 18, 2019 15:28 |Dealer Track LH LH |COUNTEROFFER
Jun 18, 2019 16:46 |MARSH AUTO SALES 14 SU  |PENDING- NEED INFO
Jun 18, 2019 16:556 |Online Banking sK SK  |PENDING- NEED INFO
Jun 17, 2019 08:40 |CU+BASE Pass Decision HEK Hodel-Requested
Jun 17, 20819 ©9:03 |Online Banking Fail Filter R HR |PENDING- NEED INFO
Jun 17, 2019 09:29 (CU+BASE O KR Hodel-Requested
Jun 17, 2019 09:31 |CU*BASE JO |PENDING- NEED INFO
Jun 17, 2019 B9:31 |CU+BASE Fail cx
Jun 17, 2019 09:37 |CU*BASE HR
Jun 17, 2019 B9:48 |CU+BASE Fail Filter 5
Jun 17, 2019 09:56 |CU*BASE Fail Filter
Jun 17, 2019 18:01 |CU+BASE
Jun 17, 2019 18:12 |CU*BASE
Jun 17, 2019 1B:12 |CU*BASE
Jun 17, 2019 10:16 |CU+BASE Pass Decision
Jun 17, 2019 18:21 |CU*BASE Fail Filter AB
Jun 17, 2019 18:26 |Online Banking My sy ROVED
u Dealer m Decision H Checklist

ol 4




*

File Edit Tools Help

Work/View Application Status

Pending Processing

Pipeline View

Booked Loans

Denied Processing

Pending Processing

Filters

UW status
Interviewer ID
Dealer
Underwriter ID
Loan category
Product code
Interviewer branch
Delivery channel

Business unit

o
O

H Application Comments

New Application

Web Version

€IQIMNNE LI ?Q@

M Loan File

H Delete Application

Moc

p only; subject to change

[-)

Created [Jan 01,2019 to |Oct22,2019 Jump to: Loan app # Last name
Central Underwriting Status
App # Applicant Name Application Date/Time Delivery Channel Pass Fail Review Int 1D Action
336957 |M Jun 18, 20819 15:07 |CU+BASE Fail BQ Model -Requested
336059 |C Jun 18, 2019 15:09 |CU+BASE B @1 |PENDING- NEED INFO
336961 |R Jun 18, 2019 15:12 |0'Connors Auto Outly
336962 |K Jun 18, 2019 15:12 (CU*BASE Pass Decision
336064 |T Jun 18, 2019 15:19 |CU+BASE Fail
336966 |R Jun 18, 2019 15:24 |0'Connors Auto Outly
336970 |M Jun 18, 2019 15:28 |Dealer Track
336004 |X Jun 18, 2019 16:46 |MARSH AUTO SALES “"NEED INFO
336998 | Jun 18, 2019 16:556 |Online Banking sK SK  |PENDING- NEED INFO
336684 |S Jun 17, 2019 0F:40 |[CU+BASE Pass Decision NK Model-Requested
336687 |D Jun 17, 20819 ©9:03 |Online Banking Fail Filter R HR |PENDING- NEED INFO
OSSR

336690 |C Jun 17, 2019 B9:29 |CU+BASE KR Model -Requested
336691 |H Jun 17, 2019 09:31 |CU*BASE NK JO |PENDING- NEED INFO
336692 |S Jun 17, 2019 B9:31 |CU+BASE cx CX |PLAN OMLY-NO LOAN
336694 |R Jun 17, 2019 09:37 |CU*BASE HR
336697 | Jun 17, 2019 B9:48 |CU+BASE 0 N_A—n{\ 50 50 |WUITHDRAUN BY MEMBER
336700 |E Jun 17, 2019 09:56 |CU*BASE Fail Filter BD BD |PENDING- NEED INFO
336703 |L Jun 17, 2019 18:01 |CU+BASE HR J0  |APPROVED
336706 |P Jun 17, 2019 18:12 |CU*BASE TK TK |PENDING- NEED INFO
336707 |L Qe Q. Jun 17, 2019 1B:12 |CU*BASE M5
336708 |D Jun 17, 2019 1B8:16 |CU+BASE Pass Decision MR MR |PENDING- NEED INFO
336710 |K Jun 17, 2019 18:21 |CU*BASE Fail Filter AB KL |PENDING- NEED INFO
336713 |D Jun 17, 2019 18:26 |Online Banking My SU  |APPROVED- CONDITIONS
B Work With Loan Request H Underwriting Comments u Dealer m Decision H Checklist

=

Booked Loans Denied Processing Pending Processing Activity Tracking Counts




COMING SOON: A new “Save Filters”
button that will save a user’s favorite

sort order and filter settings, then
automatically restore them the next
time the queue is opened

Save Filters




FIRING UP A NEW APPROACH FOR INTERNET -
LENDING VIA THE CU*BASE LOS PLATEORM

OTHER IDEAS WE'RE WORKING ON NOW

Mockup only; subject to change

= Allow members to tell us when they want the ‘
loan

m Sort apps in the queue based on this selection and
add new procedures to streamline the process

Loan Interest Level

= Change how leads are captured and followed up

Whether you are looking for a quick loan or just researching options,
our loan application can help. Out of the 3 options below, which

m Add configs to process loan apps differently if they applies to you?
are incomplete, or if they don't include credit pull _
authorization, etc As Soon As Near Future; Vo Reseereting
! : Possible 2-4 Weeks S tenahaldl

Options

m Create “"come-back-and-finish” functionality for
internet-enabled members

m Build Member Reach-type responses to sort loan
apps and clear the queue more effectively



Madison County FCU as an Internet
Retailer

AN ASSESSMENT

Prepaned oy Randy Kamnes, OU" Ancwers CEQ
for Macizon County Federal Credit Union

Ctzber M, HOK

Assessment of MidUISA Internet Retailer Capabilities

‘Covrbriburbewrs: mmmmﬁ,mm,m:wﬁm

. - are qurrently live with Mooile App 3.0 containing the
Mohile App m?ﬁmamm' s wellas ROC amd MACO!

= They oo heve the oplion of upcating refreshing thir mobil

= Coming soon they wil heve the antion to updste to Mooile

= Theyaiso will be sligibie 10 use the Pay Ayone mico som.

I
- mu:ﬂuimi;unuﬂriueumw, avernze af
MAP/MOP montn. hl
= The qedit union is cumenity staff besting e MOP site. Kig
oustomizabie content with the medit union. Waiting on thi
oate for their MOP site.

ARE YOU LAUNCHING ENOUGH TACTICS TO S
INSPIRE A NEW CULTURE? I ——

Form Generator/ B CurmE iy it for Wiza Limit ingresse, Balsnoz Transter,

MidUSA CU as an Internet Retailer

AN ASSESSMENT
Prepared by Randy Kanes, OU® Snswers CED
far Union

March 77, 3005

Assessment of MidUSA Internet Retailer Capabilities

‘Contribuwbors: mmﬂ.haﬁmnuﬂ.wisﬁmnuie.kz'nimisu

.\zanmrr

Payment Solutions and
. AJA serices are configunedin CU*EASE 25 an gption for members to

Request Center - the Vendors

‘Suspest having the Credit union resch out on other types o
Ve c2n o discuss with the credit union on how fiorm gen

The redit union has not deployed their mobile edqenence

‘transfer funcs: betwesn financsl institutions. MidUSA has aiso configured the
availability of AZAFT services 50 thet memders can schedule necTing AZA transfers.

Muﬂmum@mmmnﬂmuwﬂmmm@

Iuppmmmmmmrﬁmummlum

Mohile Experience

mmmmmwmummmuemmmumm
Center

= Sugpesthaving the credit union reach out for wihat other g e farthair

‘well 85 S0ME MECOMMEndstions on what oan bz includen.
| *  |z=smorefenencsto AZA sendces on MidUSS's wehste, s0085 8 memiser | 9o not
= The gedit union does not have any launch points or logout believe | would be abie to masily bed that MIGUSA offiers this service.

iing the credit union visit the IRSC online store Mumnmmmmpsmhﬁmmm‘m
MM|mmmemmwmm'q B,
cur genera - thert i crmcit o conuld, nm! = MiOUISA s configunes to use Payveris for their bill pay sendices that ane prosided to
hosted svent. Thers ans quits 2 few products and festures nok
mhmkmimhmmmkmhpﬂ: - lmmmhmubmmmmlwmmmms
svailable to them . Here's o link to the Lender ‘wnehsite, Dot | Do ot 2e= & page directly redated to how MDUSA can aszist its members
t0 tnke noventage of thak: hitos:))shore cuanswers com, prode with Eheir oill pay services.
Wizbrie
= The loan section of their website hittoswwe. madol
betting members know wiak could be availabie to thes

Launch Points |/ Logout
URLs

Lending

FIFA hes Adong with MiSUSA's Payveris resticnship comes the cepecifty for offering P2P senices to

I’ Approaches their memizers. There iz no mention of PIF zenvices o the MITUSA wetsite.

= Kristism mantionsd this in his el but MidUEA iz Lﬁ'\ﬁmmmw
mmmm.‘mmmﬁmmumlﬁnm@umm
for their members.

Fazeiofs RDC Approaches

= pAoDile Check it iz mentioned on e MIJUSA website, but it is difficult to find. One
ISt SesrCh for it FEther than being isted with &1 other online/masile services trat
MICUISA offers o its members.

= Of the 31 Sav products B of tham ane listad within ordine/matile
bﬂﬂrﬁ[ﬂm i’ﬂ!&wﬂduﬂ:ﬂtﬂ‘ﬂhmfﬁﬁmkbﬂﬁl}iﬂmn
svsiingie £ purthase. 0 OUt of  of the savings/ thecking products listed within
m.w‘rmul:bnrmnﬁmmym nampmm fl.tmbersaie:
Infermation] for meTioers o e whilz they o reviewing the procucts that ar
emiiable

Whmmﬁn:mmﬁ&r&l 4nrm=nnbh=:lmﬂmmfmﬁrnul=buﬁr5
[3.4%). 2014 of these products are available for immediste purchase. 0 out of & of the
certificabe products listed within oniine/mobile banking have sy extended descriptions.

Savings Offered Online

What project recommendations
would four CU*Answers experts
make for turning your credit union
into a better internet retailer?

Fagzlaofs



THANKS FOR
THE DAY!

2019

1970 - 2020

CEO Strategies Week CUANSWERS



TRAFFIC
ALERT!

Veterans Day A“
Parade -

and RAPINS

Ceremony of

Remembrance
There's a parade

starting nearby
tonight at 7:00pm

If yOu pa rked in the Mondy, November 11, 2019

I Parade steps off at 7:00 PM,
DeVOS pa rlfl 1 g, proceeds south on Monroe Ave._,
g d I‘ag e, EXIt Via down Monroe Center to
Michigan Street, not

Veterans Memorial Park.
Ceremony of Remembrance
M onroe immediately follows the parade at
Veterans Memorial Park.
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