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Designing the Future for Online and Mobile Tools
What is Online 197

Online 19 is the codename for our discussion

é
and project about designing the future
for online and mobile self-service
options. That includes transactional

online banking tasks as well as the marketing component of your credit union website. Specifically,
what if we could merge the two into a single website, where your membership authenticated directly on
your website and never left?

This workbook is a guide to help us design what this might be, to discuss what the tradeoffs might be
and how they affect your online presence. With new insight into your member’s online activities, how
would your credit union leverage this knowledge?

This discussion and brainstorming about Online ‘19 is the project.

Certainly, aspects of this dialogue will work their way into future iterations of our collective online
products. But whether a distinct product derived from these conversation remains to be seen.

CU*ANSWERS 4
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Section 1 —Where are we today?

Reviewing where we are today with online banking for desktop and tablet approaches. How do we see
the future of CU websites from both a CU and CUSO perspective?

CU*ANSWERS 6
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Section 1 — Discussion

Review where we are today with online banking for desktop and tablet approaches. How do we see the
future of CU websites from both a CU and CUSO perspective?

1. Think back to what Online Banking was 10 years ago, what made it successful?

2. What makes Online Banking successful today?

3. What will make Online Banking successful in the future? Tomorrow, next year, 5 years?

4. Think back to your website 10 years ago, what made it successful then?

5. What makes your website successful today?

6. What will make your website successful in the future? Tomorrow, next year, in 5 years?

. ___________________________________________________________________________________________|
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Remembering cuanswers.com

October 2003

ANSWERS

A CREDIT UNION SERVICE ORCANIZATION

Guaranteeing the Difference
Guaranteeing the difference with an alternative vendor model.

CU*Answers is organized as a Credit Union Senvice Organization
(CUSO) owned by over 50 credit unions nationwide. What does that
mean to your credit union? It means a new way of doing business
with partners who are vested in your credit union's success

As experienced credit union professionals, CU*Answers provides
expertise on implementing technical solutions to operational needs,

“ Several years ago, WESCO
introduced CU*Answers as the

« products. Today, CU*Answers
. defines all of who we are... the
» Credit Union Answers people

5 Le

and is a leader in helping credit unions form strategic alliances and partnerships.

As experienced data processing professionals, CU*Answers functions as your credit union's Information
Technology department. Our experienced team works as your partners to help you provide better service to

your members

. WESCO is now CU*Answers!

umbrella name for our entire suite of

Guaranteeing the difference with powerful core
solutions.

Arobust, flexible core member processing
system...comprehensive member information
databases..complete imaged check and item
processing senvices. on-line refrieval of reporis
and member statementimages...host-direct
home banking tools...state-ofthe-art audio
response...

Al add up to the powerful core solution your
credit union needs.

More About Our Solutions = =

Guaranteeing the difference with experienced
resoLrces.

CU*Answers is a champion of the credit union
philosophy of cooperation and collective action
Whether helping to facilitate new strategic
alliances between credit unions, or assisting CU
leaders with planning an overall strategic
direction, or just helping your credit union
implement an effective new member service,
CU*Answers team of experienced credit union
professionals can help your credit union meet its
goals.

More About Cooperation ==

Guaranteeing the difference with technology
experts.

Investing in technology is becoming a more
critical management process for every credit
union. And like any organization, credit unions
want technology to make them more competitive,
not merely more efficient. Success with
technology implementation comes not just from
selecting a better tool, but from cheosing the right
business partner.

More About WESCO Net = =

Guaranteeing the difference with power users.
ClU*Answers truly cares about education, not only
as away to help your credit union make the most
of its investment, but also as a way to encourage
an interactive dialog between your staff and ours
As your credit union’s partner, we are committed
to helping your staff learn and advance their
careers as credit union professionals, as well as
learning from your staff so we can act on your
needs and desires for the future.

More About Our Education Program ==

CU*ANSWERS
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May 2008

_Your
e C | JANSWERS

& Crrnit Usios SEmace ORGaszanan

Welcome to CUT* Answers

Plaase salect a path below, If you have never baen here before, take a minute to learm more about
CU*Answers and what we do. We also offer some general information about the Credit Union Industry.

| am'a

| am a

Client Visitor

Who is CU"Answers?
In short, we make credit unions go.
From data processing and computer network support to image check processing and customized marketing

campaigns, CU*Answers helps credit uniens address their every need, every day for more than 165 credit
unions nabonzlly, representing 1.5 million members and $10 billion n cradit union assets.

Wa're CU™Answars.
We make credit unions go. See how.»

Copynght & 2002 - 2008 CU*An=zwers -ﬁ:.t‘u:y_ﬂm
CU*BASER iz = regiztared trademark of U= Anzwers,

CU*ANSWERS 10
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October 2018

Shop Comtaet | Support Cuslom Search

* CUANSWERS Products -  Solutions - Resources - Events - Shop - About

Register for the 2018 CEO
/ Strategic Developers Boot

Aoontmissourt! B 2018

(EO STRATEGIC DEVELOPERS
BOOT CAMP ~ §

Custom Online Form Generator Owner's Yoice Website Accessibility Service — Scanning,

Credit unsons will work with IRSC and create custom online A= & cooperatve, we need your input to move in the right di- Rf'p(][[-:_ﬂg. Remediaﬂgﬂ

ﬁmwﬁge IIEDE: ﬁ'\umy;u“r cgdﬁ:glg‘ nei iz ma:;llle mnn. E\lerymnn;:s:;?]ut alldeﬂsl;:u"ﬁnmws:l:vp;wr Cencerned about your website and web accessibility? Waor-
ittt iEmmEEke a"mr;e““’g‘“'ew bt s ﬂ"‘;e""pmcessu'};m@“ ried abaut the WICAG 2.1 guidelines and hew your website

Miobile Wb, the priorities for the products and sanvices offered at CU*AR- confarms? CLPAnswers Web Services is [aunching a new
swers and our cuasterisk.com partners. stanning, reporting and remediation service to moniter your
website and guide your accessibility journey toward confor-
mance.

Viare Find Qut harel Distover More

Video of the Week: Touring the Home Page J—

o ome B3=p £ B (FEACE s prk out thi= viden for 3 e
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Remembering Online Banking

2005

3 Internet Banking: - Microsoft Internet Explorer,
© Flle Edit ‘“iew Favorites Tools  Help #

@ik - O - ¥ A .(,) D search gﬂddressla htkps:{ fumans, cuathome, org{2005092300/0ef ault, aspx ?Page=CLUHome V|

o

Loglout] S i

WELCOME TO INTERNET BANKING, Z.7 727111112202
YOU EARNED 850 PARTICIFATION POINTS; YOUR MEW LEVEL
WILL BE: GOLD TIER

mimaies Chiod wnox | Thanl: You for your business, we appreciate your use of our products
and services.

Last logged in or re-activated: Friday, October 07, 2005, 10:30:38 AM EST

3.7 Minutes used this month; unlimited free minutes remaining. Details @wers

‘ Your

~ Accounts

Managing...

Account Sumimary Mew Account Information Personal Preferences

Request & Eéﬁzx;knfa Cleared Savings/Checking Accounts Reguest a Contact

Pay Bills Certificates Related Links

Wiew Your Staternents Loans

LogOut Choose Site Style !

@ CU@Horme ¢ This page will timeout in 2 minutes. é # Internet

. ___________________________________________________________________________________________|
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2005

<3 Internet Banking: - Microsoft Internet Explorer

Flle Edit “iew Favorites Tools  Help

QBack - u} @ @ kﬂj ,OSearch &4{ ;Address|@ hkbps: i, cuathome, orgf 2005092500/ Def ault, aspx ?Page=CUHaome V|

E WELCOME TO INTERNET BANKING, SUSIE Q MEMBER
% YOU EARNED 1100 SUPERSTAR FOINTS; YOUR SUPERSTAR

LEVEL IS NOW GOLD
TIONE BannG
@ AS A SUPERSTAR GENERAL, YOU CAN GET 10 FREE ATM

TRAMNSACTIONS PER MONTH, PLUS FREE MOMNEY ORDERS!

Last logged in or re-activated: Monday, October 03, 2005, 11:.46:07 AM EST
4.8 Minutes used this month; 55.2 free minutes remaining. Details @w=c=

J Your Eed T} .
~ Accounts i A EO N Managing...

Account Surnmary Mew Account Information Personal Preferences

Retlesl s %ﬂg\;kufa Cloeed Savings/Checking Accounts Reguest a Contact

Pay Bills Cedificates Related Links

Wiew Your Staterments Loans

LogCiut ' Choose Site Style 1

@ CU@Home : This page will Eimeout in 3 minutes, [% & Internst

. ___________________________________________________________________________________________|
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2008

2 hitp:/fws.wesconet.com - It's Me 247: My Accounts - Microsoft Internet Explorer

¢ File Edit Yiew Favorites Tools  Help
QD Back ~ ) ENE D | O search

Success Federal Credit Union Preferences | Manage My Security | Logout

247

nline Banking

My Messages My Accounts New Accounts Pay My Bills E-Statements Holiday Club Contact Us

P P

== »

My Accounts | I'm a Platinum member.

My Savings Accounts

My Accounts Availabl Actual Last
CheckinglSavings valianie crud as

M Balance Balance Transaction

SAVINGS ACCOUNT $119.60 §144 G0 05/18/2006
Nickname My CHECKING $193.11 $133.11 05/19/2008
Accounts
CRAZY CASH $100.00 $100.00 11/26/2000
Transfer Money HOUSEHOLD §22.00 §22.00 05/19/2005
Between My Accounts
CHECKING $21.00 $21.00 05/18/2006

Manage Incoming CHECKING $500.00 $500.00 05/19/2005

ﬁ:l Done # Internet

. ___________________________________________________________________________________________|
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2008

2 http:/fws.wesconet.com - It's Me 247: My Accounts - Microsoft Internet Explorer

File Edit Wiew Favorites Tools  Help
eBack = ﬁ) E @ ’(b ,OSearch &

Success Federal Credit Union Preferences | Manage My Security

My Messages My Accounts MNew Accounts Pay My Bills E-Statements MNew CarLoan Contact Us

. ;. B

My Accounts | I'm a Platinum member.

My Savings Accounts

Availabl Actual Last
Checking/Savings R S =

Balance Balance Transaction
Account Summary

SAVINGS ACCOUNT $119.60 H144.60 05/19/2006

Logout

3 ave -
b 1,500 Points

CHECKING $153.11 F193.1 05/19/2008

CRAZY CASH $100.00 $100.00 1142582000

HOUSEHOLD §22.00 $22.00 05/19/2006

CHECKING §21.00 $21.00 05/19/2006

CHECKING $500.00 $500.00 05/15/2006

| . Internet

15
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2018

its

Online .,ir

ACCOUNT SUMMARY | I'M A VIP MEMBER

il 1 } Looklng for the perfect
Wome loan? You found it:

'.| ] --- The Success Home Loan

Earmred Last Month 1.025

F 000 | FUN MOMEY u! $1.00 600 |  9/25p2018 $1,484.20
s 001 | YES ACCOUMNT . £44.00 sesaon|  opmapois | (o) $0.00
002 | REGULAR CHECKIN | 07833t $1078361381 |  1o/s/anie | $0.00

003 | REGULARCHECKIN | ss.00 $5.00 9/12/2018 $0.00

017 | mADmONARA | P—_— $108500| 10472016 | 50,00

020 CHRISTMAS CLUB £495.00 $495 00 . 9M12/2008 £0.00

023 | SUB SHARES ' £5.00 ss00|  10/52018 | £0.00

— 025 | vACATION SHARES |98 $100000 $1099998 | 10/5/2018 | $0.00

1% o o | os0 | SAVING r $0.00 so00| 52952018 | $0.00
| 088 | STANDARDCHECKI | sa00 50,00 8162018 | $0.00

089 | gD cHECKING $50.00 $5000 | 7302018 50,00

. ___________________________________________________________________________________________|
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2018

Training Cradit Union | HELP CONTACT US CREATE MY SECURITY LOGOUT

2497

Online Banking

0@ 9 G} e L] ACCOUNT SUMMARY |. I-‘MAVIP MEMBER

o it's been a while since you've changed your password. Change Pasaword. Rermind b= Later |

Rewards

Vip
Earmed Last Mo

Account Mame Availasle Balangs Actual Balanice Last Trarsaction Accrued Dividengs
0o BIG SAVINGS B 53822826 £39,233.26 9112/2018 $4192.49
001  |MTEREST £0.00 - $6,150.00 - 1/25/2016 I $0.00 .
010 .]HIEEEH_E_E&&IN . £14,891.15 - $140.241.15 - a/31/2018 - $0.00 .
oz TRADITIONAL IRA $5,000.00 §5.000,00 12/26/2012 | $0.00

Members ] I | | | I

o2a [ H 1 $436.10 $438.00 8/27/2018 50,00

& m“ | ACCOUNT TOTALS £58.555.51 $191.060.51 §4,192.49

Account Mame | Avallable Balance Actual Salance Aocrued Dhidends Maturity Date

17 CU*ANSWERS



DESIGNING THE FUTURE FOR ONLINE AND MOBILE TOOLS 10/01/2018

How the relationship of Online Banking and Website works today
Let’s review how members access online banking from your website today. This seems like a simple

concept, but as you can see from this documentation from Web Services there are many options and
nuances to how it works.

1. Traditional
a. Website - OBC - It’s Me 247
b. Represented by one of the following:
i. Login Button
ii. Direct Login Widget
iii. Targeted Direct Login Widget
c. OBC fulfills certain regulatory
requirements for credit unions
: s 247

i. Financial, security and identity ONLINE AND MOBILE BANKING

theft education LOGIN OPTIONS

ii. Maintenance and system EFFECTIVE FEBRUARY 11, 2018
problem messages
jiii. Mobile detection
2. Proposed OBC Bypass
a. Website - It’s Me 247 (bypassing the
OBC)
b. Represented by one of the following:
i. Direct Login Widget
ii. Targeted Direct Login Widget
c. Credit union is responsible for OBC functions
d. Has proven to be a technical challenge due to browser security differences
3. Mobile detection and responsive web design
a. OBC redirects mobile browsers to It’s Me 247 mobile web
b. Responsive websites handle redirection at the code level

CUsnSweRs

7. Describe challenges you see in how members access online banking from your website.

CU*ANSWERS 18
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Web Services training guide for new employees explaining It’s Me 247 login options

Yo BVl N . .
CUANSWERS Management Services  Login Options line Banking

Member Action Website OBC It's Me 247 Log Out Time Out
By default send ta 0BC
Your website has the Username, Password i
Member visits bsite URL ne, Passw Online Banking less custom | UAL Goesto DBC
ORELEE Yo S Bonon iy Gusion ) ¢ = s b subrmited. > -
) ) By default send to 0BC
. 5 Your website has the Password & Security i —
- -
Member visits your websit URL ’ i Wi ’ P mmp  Orline Banking II’ unlﬁ: &ﬂ:’um VR T Goes to DBC
‘four website has the By default send to OBC
Member visits your websit2 URL Usemame &Password MM Security Question .-’. Online Banking I-’ unless custom logout URL I-) Goesto DBC
Direct Login Widget has been submitted.
) defauit the OBC will sand
Your website has the by
- ) . you'to your Home Page URL Bounces off OBC
Member visits your websit URL 1 OBC Bypass Orline Banking L Jess a custor t URL '-’
Direct Login Widget ’ e ;J"bﬁ!‘;;ued_ goes to Home Page URL.
Member has OBC URL bookmarked, [ 08Chasbeen tumed off.
but you have elected to use the } Member will be redirected 4
(OBC Bypass Direct Login Widget to Home Page URL
Member has baokmarked your Its Member wil be redirected t
Me 247 URL, but you have elected Pager.l':'iL \ftryir:gmd\l;'ﬂy
o use the OBC Bypass Direct Login access Its Me 247 CUID URL,
Widget the member will be and bounce off the OBC which
redirected to your Home Page URL has been turned off.
Mobile does not support ) ;
Member visits your websits URL Direct Login Wid ) Member will be redirected to the Member will be redirected to the
ona mobile devic _— e p‘mﬁ,’::,y ’ Mobile It's Me 247 l-’ It's Me 247 Mobile login page ™ It's Me 247 Mabile lagin page
to Mobile It's Me 247

*IF CU has enabled the OBC Bypass, members will not be able talogin to
the desktop version of It's Me 247 Online Banking via a mobile device,
however It's Me 247 Mabile Banking will be fine.

19 CU*ANSWERS
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Section 2 — A Crossroads

The next generation of the current approach vs. going rogue for a new approach. Can we do both? Must
we do both? Who will pioneer each set?

CU*ANSWERS 20
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Section 2 — Discussion

A crossroads: The next generation of the current approach versus going rogue for a new approach. Can
we do both? Must we do both? Who will pioneer each set?

8. Brainstorm on continuing with the current approach (separate transactional online banking and
marketing websites)

Pros of this approach Cons of this approach

9. Brainstorm on a new authenticated member approach (combine transactional online banking
and marketing websites)

Pros of this approach Cons of this approach
|
CU*ANSWERS
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Section 3 — What if?

Adopting a member-authenticated CU website. How would CUs see the channel if they knew 80-85% of
the visitors, and channeled differently the people they did not know?

CU*ANSWERS 24
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Section 3 — Discussion
What if we adopted a member-authenticated CU website that included the transactional activities of

online banking all baked together? What

. . Vocabulary
if the focus of your online presence was

knowing your member and focusing on What does personalization mean?

serving your existing member?
What does contextual engagement mean?
10. How would you see your website
if you knew 80-85% of the What is the difference between descriptive analytics and

visitors, and channeled predictive analytics?

differently the people you did not
know?

11. What would you have to do differently if you knew who was browsing your website right now?

12. How would you capitalize on this knowledge?

13. What tradeoffs would you be willing to make for this data? Functionality? Control? Design?
Privacy?

14. How would this affect your privacy policy?

CU*ANSWERS 26
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Section 4 — Can we pull it off?

A new approach to dual navigation and an orchestrated dance between the values of a website and the
actions of a banking toolset.

CU*ANSWERS 28
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Section 4 — Discussion

Can we pull it off? A new approach to dual navigation and an orchestrated dance between the values of
a website and the actions of a banking toolset.

Let’s brainstorm on what the tradeoffs might be. How do we get to a Phase 1 prototype?

Limiting the Activities Available

15. Would you be willing to limit the ]
pages that your site contained? Why It's Me 247 Desktop Optics

or why not? Let’s review the Optics (see “Appendix — Optics Events —

It’s Me 247 Desktop”)

Note that not all features are in Optics, notably message
center (see “Appendix — Current It’s Me 247 Navigation”
for reference)
16. What features of It’s Me 247 Online
Banking could be left behind? (See
the “Appendix — Current It’s Me 247 Add the next 4 actions and we’re already over 90% of
Navigation” for reference.) activities

Spoiler: 60% of all activity is viewing transaction details

Is that good enough? What would be?

17. What actions are required for compliance reasons, even if not used?

18. What actions are required for member experience, even if rarely used? Remember that some
actions spawn a whole subset of other actions (e.g., bill pay needs enrollment vs the actual use
to pay bills, ability to manage payees, manage bills, manage schedules, etc.)

19. How should logged in/logged out/non-members be handled?
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a. What would you show on an action panel when a member isn’t logged in?

b. What would you show on an action panel when a member hasn’t enabled a feature?

20. Is limiting features in online banking the opportunity to add gradual acceptable use
agreements?

21. What if you required all access to your entire website to be authenticated (i.e., members must
sign in before seeing anything)? What would you do with non-members?

a. Would you redirect non-members to your MAP/MOP site? Why or why not?

b. Would you be concerned about how this affects your search engine rankings (SEO)?
Does it matter? Why or why not?

. ___________________________________________________________________________________________|
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22. Besides online banking pages, what
marketing pages are needed that do
not have transactional activity on
them?

Fueling the Sales Engine

Some Marketing Page Suggestions

e About us
e Contact Us
e Partners

e Privacy Policy

e Disclosures

e Other Important Numbers (could be listed under
contact/about)

e |ocators

e Social media

23. If you knew every online action of your authenticated member on your website, what would you

do with the data?

24. Where would you view
this tracking data showing o s
what the member is doing ===

* 12

on your website
(specifically, by the
member)?

= Ohio
» 9
= TNinors
* 5

-
b 1]

regon - ][

Starting pages
2.4K sessions, 1.5K drop-offs

=
LR

—

" eotiONSY reyoitar |
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Figure 1 Google Analytics Visitor Behavior

1st Interaction
923 sessions, 410 drop-offs
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.

e 1
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== Jeducation/_rocessphp |
[ e
= Iresources;..referencel |
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— 1 g5 /solutions
J /sdveaton.._finalphp i\
4
T— | i [ouessioos
m
—_— g 20110
i oo 17
s &= Iresources!. s/sylabi
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i 100 more psses) RIS

25. Where is this data stored and for how long? Would you consider this to be private data?
a. CU*Publisher? Request Center? CU*BASE?
Analytics Booth doesn’t have private data

b
c. As part of your website?
d

Something else? Is this Optics 2.0?

26. If you have this data, what do you do with it?
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27. How do you determine a member is interested in

What sales opportunities can we offer? Brainstorm a list of sales scenarios below:
Are these suggestions that make the credit union money? Save the member fees? Improve the

perception of their service?

If the member...
Has over $ in savings

Suggest they...
Buy a certificate

Has a loan about to be paid off

Pre-approved for

Doesn’t have a credit card

Apply for one

Doesn’t have eStatements

Enroll for eStatements

Doesn’t have bill pay

Enroll for bill pay

Has a bill due

Pay bill

Is over years old and

77

Is/is not Pre-approved for
e Autoloan
e Mortgage
e HELOC
e Credit Card
Has Skip a payment

33
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28. Describe how you would manage that member X should be shown offer Y? Where would this
system operate?

29. Is this tagging of member automatic based on standing rules you create? What are those rules?

30. Would you buy canned cooperative campaigns that includes a bucket and targeted campaign?
What would you pay?

31. Is “sales” the right word for this process? Why or why not?

32. How does this process relate to Next Suggested Product in CU*BASE?

. ___________________________________________________________________________________________|
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33. If you knew a member kept viewing your auto loan rates, what would you want the website to
do?

Predictive Analytics

%ASTERISK

= INTELLIGENCE What if Asterisk Intelligence could
tell you the average age for a member to get their first car
loan? Would you target these members with a special
marketing campaign and have them pre-approved?

. ___________________________________________________________________________________________|
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The Mobile Situation

34. Would you be willing to not offer
. y . & . It’s Me 247 Mobile Optics
mobile web online banking at all -

only an app? Why or why not? Let’s review the Optics (see “Appendix — Optics Events —
It’s Me 247 Mobile”)

Spoiler: 85% of members simply view transaction details.

What if you had a micro app that just showed balances

and transactions?
35. How about showing a mobile

splash page that directs mobile The next 8% are doing transfers.
members to download apps

specific to their needs? Think
Micro Apps or your app store.

Just these 2 actions cover 93% of all mobile web activity.

36. Would you rather that mobile browser detections redirect mobile members directly to
It’s Me 247 Mobile Web Banking? Why or why not?

Regulatory Considerations
37. How does a member get to PIB to manage layered security? What if all access required
authentication first?

38. How would you handle other regulatory and cooperative requirements like security education
and training? Would you manage these yourself? Where would you find content?

. ___________________________________________________________________________________________|
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39. Describe how you would handle service-related issues and alerts, both planned and unplanned?
How would these be communicated to your members?

Pulling it Off
40. Given the sky is the limit, what does this type of site look like? Remember, you may have to
trade off limited customizability as marketing content and transactional actions have to fit
together. Draw a sketch:

. ___________________________________________________________________________________________|
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Limited Customization

41. What if all marketing content had to fit Think about Self Service Channel Custom Branding Options,

in a template — think Mad Libs-like fill- would this base set of customizations be enough? Why or
in-the blanks. Is this a deal breaker? why not?

Why or why not?

Logo

Primary color

Secondary color

Monthly banner ads
Monthly marketing content

vk wnNE

42. What if you were limited to only market
3 credit card types (for example)? Would this be a deal breaker?

43. How important is a content management system for your team to be able to make their own
web updates? Why?

a. Areyou concerned about breaking the rendering (how it looks in a browser) of the
website?

b. What about browser testing?

¢. How important is WCAG conformance? Today? In the future?

. ___________________________________________________________________________________________|
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44. Is requiring web updates to be performed by Web Services Professional Services so that online
banking actions aren’t broken a deal breaker? Why or why not?

45. In your mind does this type of code and marketing content integration require professional
coders and developers versus the ease of use for marketing individuals to make content
changes?

46. How much are you spending on web work annually? How much is marketing content updates?

Web Services Professional Services

In 2017, CU*Answers Web Services maintained credit
unions spent just under $400 per year on web updates.
Ten credit unions spent over $1,000 for the year on web
updates.

47. How often is your marketing content
actually changing? Is it frequent enough?

Should it be more or less?
[2017 pAiLy PRODUCTION = 543,473.99 /114 CUs = $381.35]

48. Does your credit union participate in the cooperative campaigns? Why or why not?

49. Are you using Request Center to be an internet retailer? Why or why not? What forms could be
built for Request Center to raise your internet retailing game? See the forms gallery at
https://irsc.cuanswers.com/pages/portfolio/forms-gallery/

. ___________________________________________________________________________________________|
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Appendix - Concepts & Mockups

The following are some concepts and mockups created by the CU*Answers Teams.

Remember the tip-of-the-iceberg t-shirt from the 2017 Leadership Conference? These concepts are
superficial and there are multitudes of technical details to be worked out on the delivery.
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Concept — Index Page
Showing a traditional credit union index page.

~ |NOas

O D00 = ]
=R == i oo | B [ o203 o
wha Gffored. & MmEMBELT (kdp [Cosrcder [fuMsLW |

1| | e

. ___________________________________________________________________________________________|
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Concept — Action/Sales Engine

Showing a credit union index page with side-by-side welcome back and account quick reference and

sales engine concept.
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Concept — Tabbed content for Logged In Action vs Logged Out Marketing content

Showing a tabbed interface for logged in action versus logged out marketing content. This allows the
member to view both.
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Concept — Related Promos in Transaction History
Showing related promotions inline in the transaction history.

- feet T

» OO

NOTES

i aiva: 52 ¥ S2px

. ___________________________________________________________________________________________|
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Concept - Mint.com —in transaction listing promotions

Showing mint.com’s version of transaction history promotions.

All Cash & Credit Accounts

You have added & accounts.
Add another?

Q

TOTAL CASH TOTAL DEBT

$1595.02 -$112.95

Earn 100,000 Bonus Points

. Earn 100,000 Hilton Honers Bonus Points with the Hilkon Honors American Express
Mscend Card after you use your new Card to make $2,000 in eligible purchases within

the first 3 months of Card Membership.

LEARN MORE Paid Advertizer Dizclosure

+ TRAMNSACTION

Deascription

» Pending (5)
Amazon Shopping -£130.32
Potbelly Sandwich Works David's Lunch -$5.67

Precision Driver Testing lnc Education -$50.00

Unlimited 1.5% cash back with Chase Freedom Unlimited®
- Unlimited 1.5% cash back on every purchase - it's automatic! Plus, earn & $150 Bonus
sfter spending $500 on purchases in the first 3 months from account opening. No

annual fee.

APPLY NOW Paid Advertizer Diaclozure

Amazon Shopping -$158.97

Meifer Groceries -$158.27

. ___________________________________________________________________________________________|
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Concept — Screen Real Estate

Showing a break down of screen real estate for a side-by-side quick account access and sales engine
content blocks.

Super MNav / Social Media

Branding

MNavigation
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Concept — Not Logged In — Transfer Money

Showing side-by-side quick account reference, member has not logged in, therefore marketing content
is shown in the body.

fasmprimss @O 00O

i e s oo [ &

Haading | Headngl  Headng3  Headngd  Headigs g

L Alice™
Welcome Back Alice! ot Alice?) Congratulations Alicel

Log In current balances

Based en your credit histery, you are

| e it et

Making Transfers between Accounts is Easy!

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Sed et evismod sem. Curabitur semper auctor lorem id
sodales. Proin faucibus velit quis turpis venenatis, ut faucibus dui dignissim. Maecenas ut sagittis est. Sed nisl
ligula, tempus in fringilla id, commeodo ac mauris. Praesent ac tincidunt felis, viverra varius ipsum. Donec mattis,
Telis non tempar pulvinar, metus nisl suscipit urna, at vestibulum neque sem sed turpis. Vivamus vestibulum,
augue ac luctus sodales, diam nisi tempus lorem, et feugiat nibh risus in libero, Mullam tempus id ex elementum
varius.

Simply login and get started!
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Concept — Logged In — Transfer Money

Member has logged in. Main body content is now transactional online banking and quick account

reference is shown.

CCE

DU
credil union

Voadng!  Meadngd  Meading3  Headngd
Welcome Back Alice! inot Alice?)

Current Balances
A A

Mavin' My Money Around

fasmprimss @O 00O

Frdafanch  ConactUs  forms  Shop MQ

Haadding 5 "

Congratulations Alice!

Based an your credit histery, you are
pre-approved for a Success Credit Union Credit Card!

Feom here i ilats e
the timeframe of the trarsfer, select the source d

faur easy steps. Specty

firvshed! All that's keft & telling us haw much 1o trassfer. AL 2y paint in the process yau can track

yaur pragress using the summary on the right.
Set up my transfer:

What | have so far:

I sous wanit this to happen right away, pick Right Away.
O, you can schedule it to happen t a later date and

© Weekly

Step 2. Where am | gatting the maney?

[ Step 3. Where's it gaing?

| Step 4. Maw much da | want to transfer?

Memg;

[

[l Shaw on the “Ta™ account akso

When?

From Where?
To Where?
How Much?
Memo:

49
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Concept — Drawer Slide Out Online Banking (closed)

Showing a slide out drawer concept for online banking. The drawer is currently closed.

M | 516-555-1234 | ROUTING & TRANS

Success credit Union o.;;g.:g.

eedSome’H

HOME EQUITY LOANS

Home Improvements, Vacation, Debt Consolidation

Check out our greaf rates

SERVING KENT COUNTY
SINCE 1882

Student-

e \.‘r\ Run
Cyber \S€curity Month Credit
\ redit
181

Union

New Mobile App Cyber Security Welcome Back,

. ___________________________________________________________________________________________|
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Concept — Drawer Slide Out Online Banking (open)

Member opens the drawer to view online banking. Drawer is context aware of which page of the
website the member is on.

- — Search
Success Credit Union Snline i 2
j aﬂ 1 [ =
Welcome Back David! Message Center
Your Account Summary Filter Messages: | Unread Message: - Previous || Next
Checking:  $1,502.02
\:::2: Fynd: mm | Password Change Notification :;;mn
Worfgage Loan:-$135.444.0¢ | Password Change Notification 08/07/2018
- Password Change Notification 1114/2018
1 Password Change Notification 07/30/2015
] -1 Password Change Notification 07/28/2015
You're Due for an Upgrade! I Password Change Notification 07/28/2015

Hey David, you're preapproved!
Sales message about our great new loan rates. Apply Now!

Enroll in Bil

SINCE 1882

Student-

ey ‘\“-’\ Ly Run
Credit

% - \nion

er Security Month

==

New Mobile App Cyber Security Welcome Back,
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Concept — Partial Authentication — First Visit

Showing first visit, or unauthenticated visit to a website. Once authenticated a cookie is set on the
browser for future visits.

Borrow Business Learn Why FFCU

FIRST FINANCIAL
‘ CREDIT UNION Bank

If you have not setup your username, please
enter your account number.

ey I
S — oo

Online Banking Secure Login gl

Get rewarded with our new
credit cards. Learn more >

What would you like to do?

Learn About FFCU Save Money Talk to our Team

Get a Checking

m o P & 1 A

Buy a Car Buy a Home

. ___________________________________________________________________________________________|
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Concept — Partial Authentication — Welcome back
Showing a return visit. Member does not need to reauthenticate to view quick account reference.

FIRST FINANCIAL ;
ot B bl Bank Borrow Business  Learn Why FFCU

Welcome Back David! (Not you?)
YOUR ACCOUNT SUMMARY

Checking: $1,592.02 :
Savings: $999,999.02
Vacation Fund: $2,222.01 \ ¢ 4 Y
Mortgage Loan:-$136,444.04 L : . 'y 3 -
Hey David, you're preapproved! 2 \ . . i 5
- w -
Sales message about our great new loan rates. 5 % ! —

Get rewarded with our new
credit cards. Learn more >

What would you like to do?

Learn About FFCU Save Money Get a Checking Buy a Car Buy a Home Talk to our Team

o P =
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Concept — Partial Authentication — First Visit

Concept for a partial authentication scheme, where members are shown basic information but must
reauthenticate to perform any transactional actions. On first visit, or if partial authentication is reset,
the member must log in to online banking.

Username l" Password =l Login E"ﬁ"‘be'

Its:247

line Banking

US ON FACEBOOK!

© 2018 Western Districts Members Credit If you are using & screen reader or other auxiliary @ Equal ing Oppartunity

Union aid and are having problems using this website,

36th St Branch - please call 616-214-2516 for assistance. All prod- m ) )

Phone: 616-241-2516 | Fax ucts and services available on this website are e nszsnm‘:“:;:d':?g ';’r"_: “d
B L 1 e an ull faith an

616-241-4730 available at all Western Districts Members Credit crmdit of the Urited o

Plymouth Branch - Union full-service locations.

Phone: 616-450-0716 | Fax
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Concept — Partial Authentication — Returning Visit

Concept for a partial authentication scheme, where members are shown basic information but must
reauthenticate to perform any transactional actions. On return visit, basic account details are shown.
Member must log in to perform any transactions.

Welcome back, John Doe (not you?) Your Account Summary Upcoming Payments Continue To
New Messages: 0 Checking: $1,592.02 Mortgage 12/4: -§1,192.02 It’ 4?(247
Bills Due: 0 Savings: $999,999.02 Water Bill 12/8: -§36.04 fine Banking

Vacation Fund: $§2,222.01
Mortgage Loan: -§136,444.04

¥ f

US ON FACEBOOK!

& 2018 Western Districts Members Credit If you are using a screen reader or other auxiliary @' Equal Housing Opporunity
Union aid and are having problems using this website,

36th St Branch - please call 616-214-2516 for assistance. All prod- m
3 : © . iz enr “Vaur sanings federally insured t

55 CU*ANSWERS



DESIGNING THE FUTURE FOR ONLINE AND MOBILE TOOLS 10/01/2018

Concept — Partial Authentication — Log In

Concept for a partial authentication scheme, where members are shown basic information but must
reauthenticate to perform any transactional actions. Log in to perform transactional online banking.

Login Success, John Doe ..redirecting to online banking

v f

Loans Savings Self-Services Member Services AboutUs Live Chat

US ON FACEBOOK!

& 2018 Western Districts Members Credit If you are using a screen reader or other auxiliary @ Equal ing Opgariurity

Union sid and are having problems using this website,

36th St Branch - please call 616-214-2516 for assistance. All proc- m ; <

Phone: 616-241-2516 | Fax: ucts and services available on this website are iy “smm‘:“:’"h’;fd':':l'ﬁ ':’F"_':‘““d
2 e # =a: an ull faith any

616-241-4730 available at all Western Districts Members Credit crexiit of the Uinited &

Plymouth Branch - Union full-service locations.

Phone: 616-450-0716 | Fax:

616-450-0243
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Concept — Partial Login — Dark Panels

Showing all three partial login panels - stacked, but with a matching color scheme.

Remember
Username Password

Login Success, John Doe ..redirecting to online banking

Welcome back, John Doe Your Account Summary Upcoming Payments Continue To

( ) Checking $1,592.02 Morigage 12/4 -§1,192.02 w/}ﬁ,

New Messages 0 Savings A Water Bill 12/8 -$36.04 nline Bé"‘l}".iﬂg

, Search Western Districts

Bills Due ] Vacation Fund
Morigage Loan -$136,444.04

CREDIT UNION

Loans Savings Self-Services Member Services AboutUs Live Chat

Follow us on Facebook & Twitter!

. ___________________________________________________________________________________________|
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Appendix - Optics Events — It's Me 247 Desktop

Optics statistics for It’s Me 247 Online Banking Desktop version from 4/1/2018 to 8/3/2018.

Aggregators have been removed.

Activity

Viewed Transaction

Count

Activity
Percent

Without
Login/Out

also
without x
details

per day

10/01/2018

Comments

0, 0,
Details 18,028,152 30.8753% 57.1451% 144,225.22
(o)
Logged In 16,842,667 2o84°1% 134,741.34
0,
Logged Out 9,099,426 171252% 79,995.57
H 0, 0, 0,
Submitted A Transfer 3,119,536 5.3426% 9.8882% | 23.0737% 24,956.29
Visited Bill Pay 5 932 650 3.8237% 7.0770% | 16.5138% 17 861.20
:’n'g;’:d A Check Lare 3z 31278%  5.7891% 13.5085% . o
Viewed Credit Card 0 0 0
Account Information 1,339,161 2.2935% | 4.2448% | 9.9051% 10,713.29
::f;"r’:’;:‘;?]" Account 11g7es 1O160%  35463%  82751% o
Downloaded o 9 o
Transaction Details 957,619 1.6400% | 3.0354% | 7.0831% 7,660.95
Jumped To An 0 0 0
Account 665,330 1.1395% 2.1089% 4.9211% 5322.64
H H 0, (o) 0,
Paid A Bill 656,600 1.1245% 2.0813% @ 4.8566% 5.252.80
H (o) 0, 0,
Viewed eStatements 411,764 0.7052% 1.3052% @ 3.0456% 3294.11
Forgot Password 160.902 0.2756%  0.5100%  1.1901% 1287.22
\I\Ilfv‘:lvs(i:t-il:-:re 147,540 0.2527% 0.4677% 1.0913% 1,180.32
3‘::;‘:“ A Smart lu3azg 02457%  04547% 10609% .
Viewed Tiered
1 H ) [v) 0,
Services Point 81211 0.1391% 0.2574% @ 0.6007% 649 69
Summary
Viewed Credit Score 73 547 0.1260% 0.2331%  0.5440% 538,38
Viewed Loan Rate o o o
Board 69,807 0.1196% 0.2213% 0.5163% 55846
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S e 0.0907%  0.1679%  0.3918%

Account Information 52,970 423.76
Viewed
o e [0) o) 0,
Dividend/Interest 49367 0.0845% = 0.1565% | 0.3651% 394.94
Summary
0, 0, 0,
Scheduled An AFT 45,438 0.0778%  0.1440% 0.3361% 363.50

Clicked A Customized 0 0 0
Launch Point Link 38,187 0.0654% | 0.1210% | 0.2825% 305.50

Viewed Shares Rate o 0 0
Board 36,182 0.0620%  0.1147%  0.2676% 289.46

Submitted An A2A 0 o o
Transfer 33,450 0.0573% 0.1060% | 0.2474% 267,60

Viewed New Loan o 0 0
Details 29 164 0.0499% 0.0924%  0.2157% 23331

Viewed Mobile Web 0 0 0 5999
Banking Information 27,726 0.0475% 0.0879% | 0.2051% 221.81 S eee

0 0 9
Created A Payee 26,676 0.0457% 0.0846% 0.1973% 213.41

Changed Personal 0 0 o
Information 23,497 0.0402% 0.0745% | 0.1738% 187.98

Changed Security 0 0 0
Questions 22,268 0.0381%  0.0706% 0.1647% 178.14

Viewed Certificate 0 o o
Rate Board 19,285 0.0330% 0.0611% | 0.1426% 154.98

Viewed @ 0 0
MoneyDesktop 18,592 BB HBstns | EhAe/ois 148.74

Viewed New Share 0.0312%  0.0577%  0.1347%

Details 18,218 145.74
Went To PIB 12,283 0.0210%  0.0389%  0.0909% 98.26
Enrolled In Bill Pay 11,834 0.0203% 0.0375% | 0.0875% 94.67
Printed Loan Coupons 10,878 0.0186% 0.0345% 0.0805% 87.02
Sent A P2P 8,929 0.0153%  0.0283%  0.0660% 71.43

Viewed My Virtual 0 o o
StrongBox 7795 0.0133%  0.0247%  0.0577% 62.36

Used A Skip-A-Pay 0 0 0
Program 6,640 0.0114%  0.0210%  0.0491% 53.12

Viewed New o 0 0
Certificate Details 3,875 BB QORI 31.00

Viewed Investment o 0 0
Account Information 3,710 0.0064% | 0.0118% | 0.0274% 29.68
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g::;tizﬂt?:n‘\c“ 314 00057%  0.0105%  0.0245% Je51
i‘f}ed”'ed An A2A Lgog 00032%  0.0060%  0.0140% 1514
ﬁ:‘:f';gr::ci‘;“t“t L3z 00028%  0.0052%  0.0121% 13,06
Added A Check Stop 0 0 o

Payment 932 0.0016% @ 0.0030% | 0.0069% 7 46

P o—

Members

H 0, 0, 0, 1

Logged In via API 546 0.0009% 0.0017%  0.0040% 437 coming

over from

MAP/MOP

Created A Promise 0 0 0

Deposit 265 0.0005% = 0.0008% | 0.0020% 512

Check

Fund

Transfer -

Scheduled A CFT 0.0002%  0.0003% 0.0007% mail a
97 0.78

check to a

specified

address
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Appendix - Optics Events — It's Me 247 Mobile

Optics statistics for It’s Me 247 Online Banking Mobile Web from 4/1/2018 to 8/3/2018. Aggregators
have been removed.

Activity Without also without

Activity per day Comments

Percent Login/Out X details
Viewed Transaction

Details 41,573,539 48.6700% 84.2623% 332,588.31

Logged In 15,999,404 18.7304% 127,995.23
<-- Mobile

Logged In via API 12,920,956 15.1265% 103,367.65 App Users

Logged Out 7,160,664 8.3830% 57,285.31

Submitted A

Transfer 3,955,594 4.6308%  8.0173% 50.9432%  31,644.75

Viewed A Check

Image 901,859 1.0558% 1.8279% 11.6148% 7,214.87

Visited Bill Pay 869,803 1.0183% 1.7629% 11.2020% 6,958.42

Viewed Loan

Account Information 790,901 0.9259% 1.6030% 10.1858% 6,327.21

Jumped To An

Account 392,652 0.4597%  0.7958% 5.0569% 3,141.22

Viewed eStatements 207,932 0.2434% 0.4214% 2.6779% 1,663.46

Forgot Password 163,298 0.1912%  0.3310% 2.1031% 1,306.38

Paid A Bill 141,294 0.1654%  0.2864% 1.8197% 1,130.35

Viewed

Dividend/Interest

Summary 133,789 0.1566%  0.2712% 1.7230% 1,070.31

Viewed Shares Rate

Board 33,966 0.0398%  0.0688% 0.4374% 271.73

Viewed New Share

Details 28,535 0.0334%  0.0578% 0.3675% 228.28

Submitted An A2A

Transfer 21,689 0.0254%  0.0440% 0.2793% 173.51

Changed Personal

Information 15,829 0.0185%  0.0321% 0.2039% 126.63

Viewed Certificate

Account Information 15,255 0.0179% 0.0309% 0.1965% 122.04

Viewed Loan Rate

Board 13,684 0.0160%  0.0277% 0.1762% 109.47
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Scheduled An AFT 12,540 0.0147%  0.0254% 0.1615% 100.32
Viewed Certificate

Rate Board 11,916 0.0140%  0.0242% 0.1535% 95.33
Viewed New Loan

Details 9,618 0.0113%  0.0195% 0.1239% 76.94
Sent A P2P 9,078 0.0106%  0.0184% 0.1169% 72.62
Viewed New

Certificate Details 8,735 0.0102% 0.0177% 0.1125% 69.88
Changed Security

Questions 8,426 0.0099%  0.0171% 0.1085% 67.41
Used A Skip-A-Pay

Program 5,792 0.0068%  0.0117% 0.0746% 46.34
Created A Payee 5,575 0.0065% 0.0113% 0.0718% 44.60
Enrolled In Bill Pay 3,973 0.0047% 0.0081% 0.0512% 31.78
Changed Contact

Preferences 1,669 0.0020%  0.0034% 0.0215% 13.35
Scheduled An A2A

AFT 891 0.0010%  0.0018% 0.0115% 7.13
Added A Check Stop

Payment 423 0.0005%  0.0009% 0.0054% 3.38
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Appendix - Current It's Me 247 Navigation

For reference

1.

‘ Info Center

‘ Info Center

‘ Info Center

‘ My Accounts

‘ My _»"Eco unts

‘ My Accounts

New Accounts

Products And Services
Message Center

Contact Preferences
eAlert Subscriptions
Login History

Password Change History
Helpful Links

New Accounts

Account Summary

My Other Memberships
ACH Transactions
Cleared Checks

Pay & Tr,

Pay & Transfer

ansfer My Documents

Site Options
Username

Password

Security Questions
Personal Information
Qverdraft Services
eStatement Options

My Documents

Schedule Check Transfers
Check Stop Payment
Check Withdrawal
Promise Deposits

Dividend/Interest Summary  Test Launch Point

Downloads

tyle.

ng a new
car or
une
help you!

More Loan Info

Your Status

Open a certificate online
erm that works
ount to
en add a
ne. Your new
ning

More Certificate Info

Personal Finance ‘ Go Mobile ‘

Ti

Point Summary

My Benefits

How Do | Get Points?
Rewards History

Personal Finance ‘ Go Mobile ‘

Nicknames
Overdraft Services

Organi

your mor

you! With |

can Open a New sz

checking account or

transf ey to it from one
f your other accounts right

63

CU*ANSWERS



‘ Info Center ‘ ; Accounts ‘ New Accounts Pay & Tgansfer My Documents rsonal Finance ‘ Go Mobile ‘

©

your money between your accounts or to other members of the credit union.

Transfer Money

‘ Info Center ‘ | ccounts | Transfer My Documents ‘ Go Mobile ‘

O

Schedule and pay all your bills online, Move your money between your accounts or to
electronically or by check. other members of the credit union.

Enroll in Bill Pay Transfer Money

Accounts New Accounts ay & Transfer My Dgguments sonal Finance ‘ Go Mobile

months worth of statements online, whenever you want, from
ou ar ements are not only more conve

Go To eStatements
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Transfer My Documents ‘ Go Mobile ‘

View months worth of My Vlr‘tual StrongBox is the
statements onlin ever yt ; blend of online

ant, from wherever y¢ { c¢ and safe deposit
; not only maore

e safer than 3

sending prmtud statements |rnpor‘tant documen
through the mail. Tt C mortgag X
better for the e ! much, much rnor L

Enroll Now! Go to Virtual StrongBox

Info Center ‘ My Accounts New Accounts y & Transfer My Documents ersonk Finance ‘ Go Mobile ‘

financial information into one place, so you can .
finally get the full picture. MoneyDesktop for iPhone

MoneyDesktop for Android
moneyd

Access Now
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Appendix - Additional Reading

1. Technology and Real-Time Data Give Marketers the Personalization ‘Golden Ticket’
a. https://thefinancialbrand.com/74183/technology-real-time-data-personalization-
banking/
2. Personalized Experiences Are The Only Way Banking Brands Can Differentiate
a. https://thefinancialbrand.com/75689/banking-marketing-personalization-ai-targeting-
trends/
3. Personalization: Moving From Optional to Necessity in Banking
a. https://thefinancialbrand.com/75321/digital-banking-personalization-strategy/
4. Power of Personalization in Banking 2018
a. https://www.digitalbankingreport.com/trends/power-of-personalization-in-banking-
2018/?2018-september-s
b. Digital Banking Report — August 2018
5. Form Design Patterns
a. https://www.smashingmagazine.com/2018/10/form-design-patterns-release/
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