BY RON POLANIECK, CAE

orecasting the future of retail delivery is an inexact

process. But, as with so many things in life, it all starts

with some very simple steps.

Doug True, president of FORUM Solutions, LLC
(www.forumsolutions.com), a wholly owned subsidiary of
$1 billion FORUM Credit Union (wwow.forumeu.com),
with 100,000 members, Fishers, Ind., and SVP/ lending and
technology at FORUM CU, says credit unions seeking
breakthroughs in retail delivery should spend time working
the teller line, member service desk and call center. In each
area, ask: “What technology would make the job easier?”

“We recently did this,” says True, “and discovered
three ‘pain points’ or ‘needs.”

1. Simple information, all in one place, to depict a
member’s entire account relationship. This information
allows front-line staff to provide an experience that
“wows” the member.

2. A central location for notes about the member,
plus a method to informally gauge the member’s happi-
ness with the credit union.

3. An automated and streamlined referral process to
connect business units. True explains: “Suppose a mem-
ber comes in with a large check to open a certificate and
is not pleased with the rates. The teller asks if the mem-
ber would be interested in talking to the CU’ invest-
ment advisor. If ‘yes,” a referral system could be used for
scheduling, follow-up and tracking employee incentives.”

“You don’t need an expensive CRM system to alleviate
the pain,” says True. “There are many technology options
with varying prices that can help fill these needs,” he adds.

Very importantly, True continues, it’s critical to look
at member-centric technologies that make doing busi-
ness easier for members, not CU staff. Among conven-
ience-oriented technologies, True sites remote deposit
capture, the technology that provides members the
capability to make deposits from outlying locations by
capturing check images using inexpensive scanners or
multi-function printers. With this capability members

Your credit union’s next retail
delivery menu options should
consider the true needs of your
membership.

can make deposits based on simple images of checks to
be deposited rather than the original checks themselves.

Like many, FORUM CU faces the challenge of an
aging membership. “Younger members do not just want
new technology. They also want innovation on the
product level,” says True.

The new reality, he continues, is that specialized
providers such as ING Direct (wwuw.ingdirect.com),
with its focus on high-interest savings products, and
Capital One (capitalone.com), with its focus on credit
cards, are offering single product lines that can’t be
matched by the average full-service financial institution.
The market is being fragmented in new ways, says True.
It’s a hurdle as credit unions prepare budgets for not
only next year, but also for the budgets in rolling five-
year plans. “It’s hard to predict the impact of these new
one-product providers,” he says.

True keeps on the lookout for innovations, and reports
about some on his blog, True Story (wwiw.dougtrue.net).

At FORUM CU, says True, “We're looking at how
members manage, gather and spend their money, and
then we’re developing a new product based on what
we're learning.”

As a backdrop to the focus on new products and
services, True reminds that fraud detection will contin-
ue to be of import. “There are many ways to mitigate
risk, and like other areas, the ideal solution depends on
each credit union’s unique situation.”

Terence Roche, a partner in CUES Supplier member
Cornerstone Advisors (wwiw.crnrstone.com), a strategy
and technology consulting firm for financial institutions
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