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PROBLEM DEFINITION 
 
It is a typical Thursday afternoon with members contacting the credit union to inquire on the status of 
their loan or perhaps to see if their tax refund has been deposited.  Jane, a call center representative, 
has noticed that she has received more calls than usual asking if there is a problem with the credit 
union’s web site and wonders if there might a problem.  Taking a closer look the call center is 
receiving a large influx of incoming calls and the hold queue is building at a steady rate. The 
electronic representatives are also experiencing an influx of chat requests and sees this hold queue 
rising as well.  The credit union social media staff are trying to triage member inquires in social media 
of web site problem reports.  Meanwhile, Information Technology has received a notice from the 
credit union web site vendor that they are experiencing technical difficulties. This communication has 
been shared with within the management team, but has yet to filter out to member facing employees.  
The credit union is now experiencing an interruption in the web site and a degradation in their ability 
to triage and respond to the incoming member complaints and inquiries.   
 
This scenario occurs frequently and highlights that corporate communication is a challenge in even 
the most successful organizations.  Communication not only between employees of the same 
organization, but also between the credit union and their membership.  Often times when the credit 
union experiences an issue or outage incoming requests for assistance quickly escalate resulting in 
backlogs that further degrades the situation.  This problem and poor experience is witnessed by both 
employees and members alike.  With the increasing reliance on technology and vendor partnerships 
within the credit union industry this presents several opportunities for improvement in both 
organization communication and member communication. 
 
With consumers demanding real-time access and status updates and employees trying to triage a 
multitude of incoming requests, what solution is available to solve this blatant issue of 
communication?  How might the credit union industry provide real-time, self-service, status 
information to both credit union members and staff on credit union systems and services? 
 
 
INNOVATIVE SOLUTION 
 
It is common to see real-time status availability in many industries and organizations such as Apple, 
SalesForce, and the University of Phoenix.  This level of transparent communication has yet to be 
seen within the credit union industry. 
 
StatusTrack connects members and employees by providing a central self-service location for status 
updates.  Each system status is tracked and communicated using a simple red, yellow, and green 
metaphor. Green indicates the system is available, yellow indicates a partial service interruption, and 
red indicates an outage.  Credit union employees maintain the status by updating StatusTrack to 
show the appropriate system indicator.  In addition to providing status at a glance, details are 
available to both employees and members during system incidents to further enhance 
communication.  This process helps alleviate incoming communication requests both from members 
to the credit union and among credit union departments by providing the status and updates in one 
central location; achieving a proactive and convenient form of communication. 
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PROTOTYPE 
 
StatusTrack is as a web-based application that provides the current status of various credit union 
operations to members while providing the credit union the tools needed to maintain and 
communicate the statuses and events for the systems.  This web-based application is optimized for 
both status viewing and administrative functions on both a desktop browser and from a mobile 
device, allowing for ultimate convenience and flexibility. 
 
 
TEST 
 
StatusTrack launched into pilot with a group of three credit unions.  The pilot phase included using 
StatusTrack as a tool to communicate the status of credit union operations between the credit union 
and members and between internal credit union departments.  Each credit union has a cobranded 
version of StatusTrack that includes both a public facing portion and an administrative section. 
 
Testing the effectiveness of StatusTrack unfortunately required the occurrence of service interruptions 
to credit union operations.  During the pilot period 14 outages with enough severity to warrant the 
change of a system status occurred.  The first outage occurred within the credit card portion of the 
credit union’s online banking system.  StatusTrack was used to communicate a partial interruption of 
service (the system turned yellow) and provide an ongoing log of updates for general credit union 
staff and technical staff.  Another outage was used to initially communicate an upcoming 
maintenance window, but was subsequently used to indicate a partial outage within online banking in 
the remote deposit capture area.  Subsequent outages that were tracked occurred within components 
of the core processing system, virtual banking, and websites. 
 
Figure one displays how StatusTrack was used to communicate a service interruption internally to 
staff.  StatusTrack provides staff with details on the service interruption through the internal notes 
section while also providing a consistent message to members through the public note.  Staff have 
the flexibility to see both internal messages and member messages while members would have 
access to the public notes. 
 
Figures two and three display how StatusTrack was used to communicate a service interruption to 
members via a posting on the credit union homepage referring members to StatusTrack.  In addition 
to displaying the member view of StatusTrack, figure three illustrates the mobile view of StatusTrack. 
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Figure	  1	  

	  

	  
Figure	  2	  
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Figure	  3	  

	  
	  

Figure	  4	  

RESULTS, COMMENTS, AND NEXT STEPS 
 
For the service interruptions that occurred during the pilot phase the use of StatusTrack was well 
received.  It provided a central location for updates during incidents and for those who were aware of 
the program StatusTrack did serve as a self-service communication mechanism.  To change behavior 
and provide substantial relief during interruptions in credit union operations, training both employees 
and members to review the system status before making contact is a challenge.  To become 
effective, the tool must be highly visible and the use and intent communicated early and often.  It is 
also important to identify credit union employees who are responsible for updating system statuses 
and providing regular updates during service interruptions. 
 
A very positive benefit of the system is the ability to track outages overtime and use the system 
outage information to report on system availability and vendor reliability.  The information gathered 
during events serves as an important resource for root cause analysis and effective communication 
with credit union partner vendors. 
 
Prototype Expansion 
 
Additional functionality is being added to StatusTrack over the next four to six months to enhance the 
effectiveness of the tool.  This functionality includes: 

• Integration with Google Analytics. 
• Advanced reporting options that will allow the tracking of system uptime and vendor 

performance. 
• The ability to communicate scheduled maintenance windows. 
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Allowing members and staff to subscribe to alerts on system status changes that will include a SMS 
option.  
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ABOUT FILENE 
 
Filene Research Institute is an independent, consumer finance think and do tank. We are 
dedicated to scientific and thoughtful analysis about issues affecting the future of credit 
unions, retail banking, and cooperative finance. 
 
Deeply embedded in the credit union tradition is an ongoing search for better ways to 
understand and serve credit union members. Open inquiry, the free flow of ideas, and debate 
are essential parts of the true democratic process. Since 1989, through Filene, leading 
scholars and thinkers have analyzed managerial problems, public policy questions, and 
consumer needs for the benefit of the credit union system. We support research, innovation, 
and impact that enhance the well-being of consumers and assist credit unions and other 
financial cooperatives in adapting to rapidly changing economic, legal, and social 
environments. 
 
We’re governed by an administrative board made up of credit union CEOs, the CEOs of 
CUNA & Affiliates and CUNA Mutual Group, and the Chairman of the American Association 
of Credit Union Leagues (AACUL). Our research priorities are determined by a national 
Research Council comprised of credit union CEOs and the President/CEO of the Credit 
Union Executives Society. 
 
We live by the famous words of our namesake, credit union and retail pioneer Edward A. 
Filene: “Progress is the constant replacing of the best there is with something still better.” 
Together, Filene and our thousands of supporters seek progress for credit unions by 
challenging the status quo, thinking differently, looking outside, asking and answering tough 
questions, and collaborating with like-minded organizations. 
 
Filene is a 501(c)(3) not-for-profit organization. Nearly 1,000 members make our research, 
innovation, and impact programs possible. Learn more at filene.org. 
 
 
“Progress is the constant replacing of the best there is with something still better!” 
 
 

—Edward A. Filene 


