


MAP to Success Page2

Executive Summary
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demographic including members and potential members of Client Credit Union. MAP to Success takes you step

by-step through the process of attaining quality members, developing an electronic meeting space, establishing

a curriculum for meetings, and facilitating discussion between your panel and CU denisikers.

The purpose of a Young Adult Member Advisory Panel is to engage and connect with the target demographic by
gathering members together in a manner that will allow the free exchange of ideas, comments, and can
generate productive and actionable results.

Contained within the MAP to Success Client Credit Union will find various component tools including:
¢ Product overview
¢ General Timeline
* Recruiting and interview strategies
+ Staffing and Budget suggestions
¢ Tracking and metrics
¢ Electronic delivery
¢ Sample promotional strategy
¢ Sample proposal for Board of Directors approval
 Sample marketing strategy
* Appendix of Supplementary Documents including:
« Proposed Board of Directors Guidelines
« Sample Interview Questions
« Sample Introduction Letter
« Sample Member Profile Sheet
=« Sample Orientation Meeting Agenda
=« Sample Follomup Meeting Agenda
= Sample Meeting Evaluation Form

= MAP for Success Contact Information

Expected results include increased involvement and connection with young adults, stronger targeted branding,
and increased awareness and advocacy within the target demographic. Other results may include a deeper
product relationship, increased young adult membership, adaptation of new technology.

*Expected results are based on BETA testing of a Member Advisory Panel (open demographic) and the planning and recruiting of
a Young Adult Member Advisory Panel at WARRgtit Credit Union, Dayton Ohio as of0B) Young Adults were recruited,
interviewed and involved in various projects. WPCU is currently implementing the Young Adult Member Advisory Panel.
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Product Overview

Client Credit Union will implement a Young Adult Member Advisory Panel (MAP). This panel will consist of up to

14 members between the ages of-#6f AT A OADPOAOGAT O OAOEI OO OOACAO 1T &£ 1 Al A
least once per quarter in person and periodically participate via an internet group. Panel members will be

required to participate in group discussions, brainstorming, product review, and provide insight into the

demographic.
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The implementation package includes templates for Board of Directors proposed guidelines, recruiting and
interviews, marketing and branding, quarterly and Interdedsed meetings, as well as information regarding

budgeting, staffing, and tracking.
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market with limited means or manpower.

Proposed Guidelines for Board of Directors

See Appendix DocumenProposed Board of Directors Guidelines.

Goals

The MAP has the following specific goals:
+ Engage the Young Adult Demographic
¢ Connect with the demographic in a meaningful and genuine way
» Drive marketing through interaction with the demographic
+ Create an opportunity for ad hoc focus groups, surveys, and opinion collection
¢+ Collect data as needed
+  Collect opinions regarding marketing, products, and other items as needed
¢ Create advocates that will effectively spread buzz about Client Credit Union
¢ Create volunteers that will spread buzz and increase awareness and interest
+ Drive fundamental change within the organization
+ Use the panel to drive marketing and branding efforts
+ Use the panel for events, promotions, and other marketing efforts

* Actively seek ways to make the credit union more appealing and viable to the young adult demographic
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Obijective

Establish a connection and clear link to the young adult market by gathering and listening to the opinions of
members within the demographic. The MAP to Success will drive change to help the credit union remain viable
to a new demographic of members.

Target Audience

The target audience is 184 year old members for the panel. The secondary audience is potentiz4 ¥6ar old
members that may be affected by marketing efforts.

The target market for the product bundle is all credit unions that are forwthidkers looking to differentiate
and connect with young adults.

Marketing Strategy

Panel Marketing

Marketing will be driven through branch channels such as signage, banners, floor stickers, and mailers. The
internet will play a key role as well. Advertisements will run on the main home page, in home banking
applications, and through social sites such as Facebook and MySpace. The primary source for initial members of
the advisory panel will come from recommendations from the branch staff.

In order to collect recommendations, the branch managers and district managers will be held accountable for a
certain number of nominations in excess of the total required panel members. From this set of nominations
initial interviews will determine the final set of nominees and recruitment will begin. A process of selection and
interview will determine the best candidates to represent Client Credit Union.

Potential MAP members will be incented to participate with premier pricing levels at Client Credit Union. This
may include but is not limited to ATM fee waivers, loan rates, or other pricing benefits. A scholarship
component may be introduced to incent members to participate. In this case, Client Credit Union may consider
partnership with area high schools, colleges, trade schools, or organizations. Client Credit Union may also
consider promotion of an opeended scholarship component.

The MAP to Success can be promoted and implemented with grassroots marketing efforts with little or no cost
to Client Credit Union. The purpose of the MAP to Success is to engage the demographic in the most effective
and costefficient manner. Worebf-mouth marketing has been the most

Selected members will participate in various advertising efforts through branches, mailers, newsletters, and via
the internet that let young adults know they are being represented. This will help drive participation.
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Timeline

Pageb

Preliminary Steps
Month 1

Month 2- 3

Month 3

Month 4

Month 4

Ongoing

Ongoing

End Year One

End Year One

Board proposal and approval, internal partner selection and planning
Internal development of website, logistics and key component
Member search process

Member interview and selection process

Invitation and announcement of members

Quarterly meetings with selected members

Ongoing monthly activities

End of year wrap up and review

New member search begins

Recruiting Guidelines and Process

Recruiting will differ based on size and organizational structure of Client Credit Union.

Recruiting will be based on a nomination system implemented to district managers and branch staff. Branch
staff will recommend members on the following recommended categories:

+ Relationship with Client Credit Union

* In goodstanding

¢+ Holds an active account and uses other services provided by Client Credit Union

+ Personablez seems to work well with others and enjoy team activites

¢ Forwardthinking z demonstrates creativity or interest in improving Client Credit Union

+ Loyaltyz Willing to become and advocate and remains dedicated to Client Credit Union

Interview Template

See Appendix DocumenBample Interview Questions.

Meeting Template

See Appendix Documen®ample Member Profile Sheet

See Appendix Documen®$ample Orientation Meeting Agenda

See Appendix Documen$ample Follovwup Meeting Agenda

See Appendix Documen$ample Meeting Evaluation
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Suggested Budget

Suggested First Year Budget $4,000

Printing $500

Advertising (pre and post marketing) $2,000

Meeting Materials $500

Meeting Refreshments $1,000

Member Rewards (pricing, promos, etc.) Varies based on Client Credit Union
Staffing Staff compensation will vary

Suggested Staffing

Executive Sponsor: Vice President or Executive that supports the program
Implementation: Representative that puts the plan into action and handles logistics
Administration: Handles Meeting notes, correspondence, and other needs
Support Staff: As needed

Tracking and Metrics

*+ Meeting notes

* Year one evaluation

* Meeting evaluation forms
*+ Feedback

+  Member Center tracking numbers

Electronic Delivery

MAP to Success will be your guide to creating an electronic workspace for your panel to communicate.

Implementation is out of the box and straight forward. Hé@vmaterials are available upon request. Google
Groups Tour and Setup links follow:

Google Groups

Tour of Google Groups

Recommended social media sites include:

Facebook, MySpace, YouTube, Twitter, Blogger, and other popular social media sites available for use.



http://groups.google.com
http://groups.google.com/intl/en/googlegroups/tour3/index.html#?lnk=hptt
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BETA Testing as of 10-08

Beta testing has occurred at Wrigitatt Credit Union (WPCU) of Dayton, Ohio. WPCU conducted preliminary
testing of one collegdocused and one nowollegefocused panel. WPCU recruited panelists through
nomination of branch staff and will provide briefs on which materials and examples can be made.

WPCU will provide members with premier pricing to reward participants. WPCU will provide tracking and data
to the project accordingly, and is currently moving though implementation.

Branding

The brand of the panel reflected in advertisements will have a clean simple appearance. The brand will be
specific to the Client Credit Union and will reflect the CU logo. It will be important to contain a clean appearance
in all advertisements, online materials, and other collateral that is distinctively young. Templates of various
advertisements are available on request.

Promotions

Online and Social Media sites
¢ Facebook

¢ MySpace

*+ Google Groups

¢ YouTube

+  Twitter

Promotional Signage and Notifications

+ Banners

* Signs

* Floor Stickers

+ Television screens if applicable

¢ Eventsz battle of the bands, video game tournaments, other event promotions
* Mailers

* Newsletter articles and advertisements

Scholarship or other rewards
* Partnership with local area high schools, colleges, or organizations as available
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Appendix of Supplementary Documents

The appendix includes templates to be used in various steps of the implementation of a Young Adult
Member Advisory Panel. The enclosed documents may be edited to suit the Client Credit Union.

The Appendix includes the following:

¢ Proposed Board of Directors Guidelines
+ Sample Interview Questions

+ Sample Introduction Letter

« Sample Member Profile Sheet

+ Sample Orientation Meeting Agenda

« Sample Follovup Meeting Agenda

+ Sample Meeting Evaluation Form

+ MAP for Success Contact Information
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Proposed Board of Directors Guidelines

Client Credit Union
Young Adult Member Advisory Panel (YA MAP) Guidelines
General

Client Credit Union (CU) management established a Young Adult Member Advisory Panel (YA MAP)
comprised of 14 Membe®wners in good standing ages-P4.

Purpose

The purpose of YA MAP is to advise management on how to better meet the needs of young adult member
owners and the cooperative. YA MAP members will provide qualitative analysis pertaining to specific
market groups and/or products and services.

Objectives
The objectives of the Member Advisory Panel are:
+ Review and provide input on current products and services
+ Advise on new, or enhancements to existing products and services
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Make recommendations on new marketing campaigns

Provide general input for the benefit of all CU members and the organization

YA MAP will not establish or oversee company policy or procedure, and has no fiduciary responsibility.
Sample questions for input could include: thoughts on rewards programs; process/paperwork reduction
ideas; and opinions about a member incentive promotions.

Expectations
Active Participation

All members of the Advisory Panel are encouraged to be active participants in the quarterly and internet
panel meetings and other events for which they are invited.

Time Requirements

Panel members will have four-person meetings (or more as necessary) per year that will last between two
and three hours. Members must attend a minimum of three of the four meetings per year. In addition,
Advisory Panel members are required to attend the orientation meeting. Additional online meetings will be
held monthly with suggested participation.




MAP to SuccessAppendix Pagel0

Page 2

Member Advisory Panel

Confidentiality and Participation Principles

Members of YA MAP must agree, in writing, to observe the confidentiality of CU information, as well as
agree to the WPCU Member Advisory Panel Participation Principles.

Liability
- Al AAOO 1T &£# OEA | AGEOT OU 0AT Al AOA AT GAOAA O1 AAO OEA
ATT A Al OAOACAS 0OAO "T AOA o011 EAU AAEETEOEITH 9! -10

will be considered volunteers. This coverage protects YA MAP volunteers from liability arising out of their
duties performed for the credit union.

Membership
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following suggested (which may vary by location) membership segments:
» Five (5) College Students

» Five (5) Norcollege students

* Four (4) High School students

Appointment and Service Term
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shall appoint volunteers to serve on YA MAP.

With the exception of the initial panel, the CU YA MAP term of service shall be 24 months. The CU

President shall make the appointments in November for terms expiring the coming January. The initial

panel of 14 volunteers shall begin January 1, 2009. To establish rotating terms and to create continuity,

seven of the fourteen initial volunteers will serve a tweffibyir month term; seven will serve a twelve month
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President will appoint seven volunteers to a twerfour month term. Volunteer terms shall run as follows:

¢ Seven (7) volunteers January 1, 2009 to December 31, 2010

¢ Seven (7) volunteers January 1, 2009 to December 31, 2009

¢ Appointment of seven (7) volunteers January 1, 2010 to December 31, 2011

+ Beginning in 2009, all expiring terms will beappointed for 24 months

A volunteer may serve no more than two consecutive tvfieatynonth terms. A volunteer may not serve
concurrently on the CU board and YA MAP. Employees are not eligible to serve as YA MAP volunteers.
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Member Advisory Panel

Leadership

The Marketing Representative for Young Adults is responsible for the organization, relationship
management and YA MAP meeting minutes and resultant reporting.

Vacancies

The CU President will fill vacancies based on recommendations of the assigned representative and staff.
Volunteers may fill a vacancy and then serve two consecutive twémiy month terms.

Meetings

YA MAP meetings will be held four times per year or as the CU President deems necessary. Meetings will be
held at the CU Corporate office or other equally accessible and convenient location.

Volunteer Incentives
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service to the cooperative. These benefits shall begin the first day of service and end on their last day of
service. Benefits will vary by location but may include: Premier status in relationship pricing as applicable;
preferred pricing on selected loans as applicable; a Corporate Logo shirt; and other appropriate benefits that
might become available.

General Guidance

The assigned representative will oversee and facilitate the YA MAP under direction of an executive level
staff and the CU President.

The assigned representative will ensure all administrative functions are preformed such as: recording of
minutes, distribution of meeting notices, and maintenance of other records.
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The Member Advisory Panel serves at the pleasure of CU and therefore its procedures, operations and/or
composition can be modified or discontinued at the discretion of the CU President.
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Sample Interview Questions

Are you currently attending college?
If so, where?

If graduated, from where?

Are you currently working?

If so, where?

Are you working and attending college?

What does your job entail?

What products and services do you use at your credit union?

What would you tell a friend who is looking for a financial institution?

How would you describe your credit union?

How has your credit union helped you?

What other hobbies or interests do you have?

Where do you typically spend your weekends?

What suggestions can you offer about your credit union advertising?

Do you know the difference between a credit union and a bank?

What are your banking habits?

Why did you choose your financial institution?
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