TABLE OF CONTENTS

CHAPTER T: INTrOAUCTON .ottt ettt e e e snaaae s 1
After the Crisis ... After the TranSTErS...... st sssens 1
The CornerstoNE SCOMECATA™ ...t sessss s ssss st st ses bbbt st ssssssss s s st sssses 7
SEUAY MELNOAOIOGY .ottt ettt sttt seb s 17

CHAPTER 2: Branch SAles ANd SEIVICE .....coouiiiiiiiiiiiiiieeeceeeeeeeeee e 19
Branch Volumes and Staff COUNTS ... ssssssss s s ssssssssens 19
Branch Time AlIOCAtION ...ttt ss sttt b sttt ss s ssse s s st enstns 20
NEW ACCOUNTS/PIAtFONM ... oottt ss s sss st et s st 23
Product and Service PENELIAtION ...ttt ss st sass s 24
Checking ACCOUNT GrOWEN ...ttt st 24
TRIIET ettt AR 25
Product Management, Sales Management and Regional Staff........c.ccorionrinnrrcnnrionninenns 26
Retail NON-INtEreSt INCOME ...t bbbt 28
Shared BranChing TranS@CtiONS ... sssssssssssssssssss s sssssssssssssssssssssssssssssssssnsses 29
OVETAll RELAI TrENAS...oeieeeeeeerisiie sttt ss bbb st ss bbb s sssses .29
Credit Union ComparisSON t0 BanKS..........ieiieinssssniesie et sssssssssssssssssssssssssssssssssssses 31
Branch Sales and Service BESst PraCtiCeS. .. ssssssssssssssssssssssssssssssssssssans 33

CHAPTER 3: CAll CONTEI ittt e e 35
OVETAIl Call VOIUMES ..ottt st ss st ss sttt 35
SEATT PrOQUCTIVITY cooovveeere ettt st ss sttt .36
UBIITIZATION ..ottt sttt e st 37
Call Center Loan and Deposit OrigiNatioN..........coocinrinriernrinsieesiesssisnesssssssssssssssssssssssssssssssssssssssssssssnns 38
SEFATEGIC ISSUBS ..ottt ettt 39
Call CENTEN BESE PraCliCOS ...t ssissssssssss st ssssssssssssssssss st ssssssssssssss st sssssssssssssssssssssssnsssanes 40

CHAPTER 4: Web and Mobile BANKING ... 4]
INTEINET BANKING oottt sssse sttt ss s sttt ss st s 41
Bill PAY oottt ss st ss st s s A RSt 42
MODIIE BANKING w.vorieeierieeiierie ettt st sssss st st ss sttt ss st .. 43
SEIATEGIC ISSUBS ...ttt bbbttt 44
Insights/Trends for Web and Mobile Banking ...........coceenmrinniinseennsinnsinseisssessssssssesssennes .. 44
Web and Mobile Banking Best PractiCes......cooiririenerinrineeisssisssssssssssssssssssssssssssssssssssssssssssssssssness 46

CHAPTER 5: Retail Cards and PAYMENTS.....vueeeeeeeeeeeeeeeeee e 47
USBQB ottt eb st st e e b sttt 48
BUSINESS DEDIT.....o.oeoeee ettt sanees .. 49
ATM TraNSACTIONS.....oeceeecetetee ettt bbbt bbb s s ae bbbt basbas s s s e sassansntens 49
ATIM DEPOSIES «.coreverreeerinrienrisesisesiessse s sesessssessses s ssase s ssesesssss s ssasesesse st sesessssssssessssessssssssessasesssssasesssnenssesns 50
Retail Cards and Payments Best PractiCes ... sssssssssssssssanens 53

CHAPTER 6: CoONSUMET LENAING ...ttt e e e 55
DiFECE LENTING .ttt ss sttt ... 55
INAIFECE LENAING covteee ettt st e ekt essees 57
UNAEIWITEING oottt ettt ekt 58
SEFALEGIC ISSUBS .ottt ettt ss et e s e e ettt 59
Consumer LENAING BESt PraCtiCesS.......overeeeieeeeeeeee et eeese et ssssssssses et ssssesssss st sssssssssssesssssssesssns 62

THE CORNERSTONE REPORT: BENCHMARKS AND BEST PRACTICES FOR CREDIT UNIONS



Il THE CORNERSTONE REPORT: BENCHMARKS AND BEST PRACTICES FOR CREDIT UNIONS

CHAPTER 7: MOrtgage LENAING ....eeeiueieiiieeiieeeeeeeee et 63
WED APPHCALIONS. ...ttt bbbt bbbt bbb 64
OFIGINATOTS .ottt ettt eesse e e bbb 8888t 65
Processing and UNAEIWITEING ... seseessse s sssessssessss s sessssessssssssesseseesssssssssssnsessnesssnees 66
Mortgage LeNdiNg BESt PraCliCeS ...t seseeisseesssesssessssesssse e ssssessssssssssssssssssses 69

CHAPTER 8: Member BuSINESS LENAING ...ccoeeiiiiiieieeeeieeee e a
SErAtEGIC QUESTIONS......eeieeeeerie ittt sttt s bbb bbbt 73
Member Business Lending Best PraCtiCes ........coorirenrrensinsennensississesesesssssssesssssssssssssssnns o 74

CHAPTER 9: Business Cash MANAGEMENT ......uviiiiiiieiiieiee e 75
Business Cash Management BeSt PractiCes ... sssssessssesssssssssssssenns 77

CHAPTER 10: Wedlth MANAGEMENT .o 79
PEISONAI TIUST..ooriiiereceireeeiecetiee it esse it s bbb bbb 80
BrOKErage/INVESTMENTS ...ttt ss st s st ssn bbbt ssnssssss s 81
PrIVAte BANKING .....overeerieeiiriie it ss st sssssssssss st ssss st ssssss st st s sssnssssssssnsssnes . 83
TIUST oot reseersse s sssss s sesessssesiseessneesns et 83
INSUTANCE c.ovirriicrci et sse i st e e it ettt 83
TOTAl WRAITN oottt bbb bbb 84
Wealth Management Best PractiCes ... iinrieicciisisssssssssssssssssssssssssssssssssssssssssssssssnes 86

CHAPTER 11: Deposit Operations and Ifem ProCessing .....cceeeeeeveeevvvvevveeveereereeeeneee. 87
DEPOSIt OPEIATIONS......ueeeicriecriceierietieeriee et sssse s ssse st sasessase s ssssesasessenes .. 88
[EEM PrOCESSING ...corvercecricrircinerieeeie e ssse st ssase e ettt sttt saess 89
SErAtEGIC QUESTIONS ...ttt et 91
Deposit Operations and Item Processing Best PractiCes.........cecenecenecenneceneeeronee. 94

CHAPTER 12: Loan Operations and ColleCHONS .....coooveeeiieeiieieiveeeeeeeeeeee 97
LO@N OPEIATIONS. ...eereereetr ettt et ae sttt ss s e st 97
Loan Operations Functional SPeCialISTS ...t eesse s ssseessseens ... 99
Loan Operations Strategic QUESTIONS .......ocvuriereeeeeeeeeeeiereeessecesseeseseseeesssesseessses s s s ssss s sssssssesssnees 100
COMIECLIONS ..ottt se e e8RSkt 101
Collections Strate@gic QUESTIONS. ...ttt ses st ss st ss et ss et ssesssssneeas 103
Loan Operations and Collections Best PractiCes.......ccourncenecenseeneeeseeeneeesseeessecesseeeseeeonee .105

CHAPTER 13: Information TECNNOIOGY ..cccceeeiiiiieee e 107
Information TEChNOIOGY SPENING ...ttt seeassesess st ss st sss 107
Information Technology Staffing ..ot . 112
TeChNOIOGY DEPIOYMENT ...ttt es st 116
Information Technology Staffing Versus Banks ..........coenrenneeneeennseeesseeessseeesseseees . 121
Information TeChNOIOGY BESt PractiCes ... seeesseseseeesssss s sessessssssssssssssssssssas 122

CHAPTER 14: Enterprise Risk MANAGEMENT .......ociiiiiiiieiee e 127
Risk Management — StaffiNg ...t sss st ss sttt ss st ssnnes 127
RiSK MaNagemENt — LOSSES......vuriiereiriseieiiseisssisesse s s s s sssssssssssssss st s ssssssssssssssssssssasssssssssssssssssssanssans 129
ERIM SOFEWATIE ..c.ooeer ettt etee st e s8R0 129

Enterprise Risk Management Best PractiCes......cinninninninninsiseisesesssesssesssssssssesssennns ... 130




THE CORNERSTONE REPORT: BENCHMARKS AND BEST PRACTICES FOR CREDIT UNIONS

CHAPTER 15: Administration, Finance and ACCounting ......ccccvveeeeeeecciiieeeeeeeeee 131
AGMUINISTIALION oottt ebs e bbbt e bbb bbbt 131
Finance and ACCOUNTING STAfING ...ttt ses st st ss st e 132
Other NON-INTErEST EXPENSES ...t ssssssssssss s sssss st sssssssssssssssssssssssssssssssssssssssssssssssssnsses 133
SEFALEGIC QUESTIONS. ...ttt ettt b st bbbttt 134
Administration, Finance and Accounting Best PractiCes.........oconcneenneeneceneceeenenecenne. 137

CHAPTER T6: MAIKETING ittt e e e e e aaaa e e e e e e e anns 139
TraditioNal MEASUIES ...ttt e s .139
StrategiCc MarkEtiNg FOCTUS ...ttt sttt st ssss s ss s st sssnns 140
Major SPENAING CAtEQOTIES..... et sss bbb ss st ssss bbbt ssss bbb 141
Marketing BESt PraCtiCeS ...ttt st ssss s sssssss st sssssssssssssssssssssssssssssseses 144

CHAPTER 17: Human Resources and TrAINING .....cceeccvivieeeeeeeeiiieeeeeeeeieee e e e e 147
HUM AN RESOUICES......ouirieeeeiieteeteis sttt sss s s st ss s st s s s s s s s s s nsssssssnsenssssassnsensnsns 147
Training c.ecoeceveeeveereereeseeeienenne ettt ee e e AR R AR AR AR SRR bbbt 148
Human Resources and Training Strategic ISSUES .....o..ovverirrrvnreeerinnsinssisessessssssssisesssssssnssens .149
Human Resources and Training Best PractiCes.......cocnninrinesinesissssessssesssssssesssssssens . 152

CHAPTER 18: CONCIUSION. ..ttt ettt e et e e e naeaeee s 155



