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Service has always been the
true differentiator between
credit unions and other
financial institutions. Building
on this distinctive strength,
the Creating Member
Loyalty™ System of Training
is designed to help credit
unions serve members
better and increase
bottom-line sales.

Currently used by more
than 200 credit unions,
Creating Member Loyalty™
uses exceptional service
to drive sales. It initiates a
change of both individual
and organizational behavior
throughout your credit union,
helping you cultivate a sales
culture that exceeds your
members’ expectations.

More than just a single
training session, the program
includes training and
implementation services,
and provides long-term staff
development.

What You Can Expect

TRANSFORMATION

Helping you create a new culture

The days of waiting for a member to walk in or call are over. Competing
and thriving in today’s market requires anticipating members’ needs. And
when those needs are met, true loyalty is formed. Our training systems
and solutions will help initiate a complete transformation of your
employees and your organizational focus.

Your Employees
Before After

Order-takers Consultative service providers

Product-focused Member-focused

Reactive Proactive

Your Organizational Focus

Before After

Cross-sales ratios Profitable relationships
Member satisfaction Member loyalty

Volume-driven Value-driven

RESULTS

A positive impact on your bottom line

Without tangible benchmarks, it’s impossible to evaluate the success of a
training program. The Creating Member Loyalty™ System of Training was
created to generate specific, measurable results so that you can see the
positive effects on your bottom line.

Take a look at the overall results reported and measured by one credit union.

At Start of Training 20 Months Later

30% Profitable Households 58% Profitable Households

2.96 Services Per Households 3.07 Services Per Households

“We saw a 6% increase in check card penetration, an 11% boost in online
banking use, and an 18% increase in the number of households with vehicle
loans. Much of the increase relates to the concept — reinforced by training —
that sales is service and service is sales.”

e Sonya McDonald, VP Sales & Business Development
Randolph-Brooks Federal Credit Union, Texas



How it Works

THE SYSTEM

Three components designed to transform your culture

The Creating Member Loyalty™ System of Training is
segmented into three competency areas: Sales
Strategies, Sales Leadership, and Service Strategies. Each
competency area consists of multiple programs, each
containing a process overview, video model, and
hands-on skill practice exercises. The system’s flexibility
enables you to tailor the training to your specific needs,
and allows your staff to put their new skills into
practice immediately.

Sales Sales Leadership Service

* Core e Sales Leadership o Staff

* Referral Strategies * Managers
* Advanced Sales e Call Center:

e Call Center Coaching

e Aisle Promoting ¢ Sales Accelerator

Additional components allow you to build on the core
skill sets:

Product Knowledge — A software-based training
system that helps you construct profiles on each of your
products and services. Once created, the program helps
you develop your staff’s ability to communicate the
value of the products and services in a clear, consistent
manner.

Selling to Small Businesses — A comprehensive
system for creating opportunities with small-businesses,
involving everything from prospecting to managing
relationships.

Consulting and On-Site Implementation
Services — Our team of consultants are available to
provide on-going support for your credit union —
before, during and after your training. Services include
organizational analysis for support of sales/service
culture, implementation planning, key stakeholders
meeting facilitation, and much more.

Trainer Certification — Your trainers attend a 5-day
certification session for an in-depth understanding of
the program content and skills. They also practice and
receive coaching on facilitation skills necessary to
deliver these programs successfully.

THE LEARNING DESIGN & METHODOLOGY

From the classroom to the credit union

Creating the essential techniques that make this
program a success begins in the classroom. Employees
will observe and practice proven methodologies that
deliver both service and sales to members. They’ll
work closely with a trainer and their peers in
simulating job-related situations, incorporating
performance feedback, and refining skills.

Learners receive tools to transfer these techniques
into their everyday performance. Managers receive
training and tools to sharpen their skills and to
continue staff development on the job.

THE IMPLEMENTATION

A customized, three-phase approach

Achieving your credit union’s ambitious goals requires
a sound implementation strategy. The general program
implementation process involves three phases, guided
by your Creating Member Loyalty™ System consultant.
Planning

A key stakeholders meeting begins the process, and is
followed by assessments and field research to help
clarify the training focus. Support issues are then
addressed, and the program’s roll-out strategy and
validation criteria are established.

F1 Implementation

In this phase, internal credit union trainers are
certified. Internal marketing and communications
plans are created and distributed, and a detailed
training schedule is developed. Baseline information
is gathered for ongoing evaluation, and training for
targeted groups is delivered.

Evaluation and Revision

The final phase ensures the quality of the program’s
delivery. An ongoing management review of the
organization support is completed, and results are
validated. An action plan for continued improvement
is developed and implemented.



How to bring the

program (o your
credit union

The first step is to

contact us by visiting
training.cuna.org/cml,

calling 800-456-0543,

or e-mailing cml@cuna.com.
We'll be happy to answer
your questions and show
you how easy it is to bring
the training system to your

credit union.




Peer Review:

Fellow credit unions
are the ultimate
barometer of success.

™

The Creating Member Loyalty
System of Training generates
impressive results. It also has
produced high praise from your
colleagues in the credit union
movement.

“Two years after our Sales
Strategies Training, we
continue Lo see dramatic
results at the front-line.”
— Service Credit Union

“We began tracking services per
new household one month after
the training. The numbers
continued lo improve, month
after month. The account
execulives wenl from a
single-produict focus to a
cross-business approach.”

— University of Iowa Community
Credit Union

“At one of our new offices, we
went from an average of 15
loans per month for January
and February totaling $273,000
to an average of 64 loans for
March and April worth about
$800,000.”

— First Capital Federal Credit Union

See more credit

union testimonials at
training.cuna.org/cml
Call us at 800-456-0543

or e-mail at cml@cuna.com.
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Creating Member Loyalty”

Converting Service
into Sales

The Creating Member Loyalty™ System of Training provides research-based training and
consulting customized for credit unions and is designed to increase organizational and
individual sales effectiveness. Credit unions throughout the U.S. have successfully integrated
this training to improve sales, service, and sales leadership within their organizations.
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