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CREDIT UNION BUILDS FOR THE FUTURE

Background

Two minutes is an eternity, says Aaron Hicks, supervisor of

the credit union's member assistance center, which handles
customer calls. When a call comes in, the center must answer as
quickly as possible while still maintaining a high level of efficiency.

“If amember waits forever just to talk to us, and they wind up
speaking to someone who feels rushed because their queue is
backing up, that member is not going to be happy, Hicks says. "*And
the employee feels bad as well, so we risk losing both of them."”

To prevent customer loss and employee burnout, GreenState
decided to leverage technology to make member calls aless
stressful process. The organization wanted to reduce its average
speed-of-answer time from 250 seconds to 120 seconds.
Eliminating more than two minutes from their average response
was an ambitious project, and the credit union needed help.

Creating a new system

GreenState consulted with RSM, its managed IT service
provider, for help building more sophisticated queues for the call
center. Hicks says that routing customers quickly and efficiently
was a top priority of the project. "We don't want to make our
members listen to a million options in a phone tree,” Hicks says.
"Once we learn the reason for their call, we have to get them to
theright personright away."

RSM linked the new queues with the organization’s database
of members, creating a system where key information about
the customer helped funnel the call rapidly to a specialist. For
example, members interested in a mortgage would be routed to
skilled professionals who focused on those types of loans.
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"Wire transfers notoriously take a long time,” Hicks says,
offering another example. "But our new system identifies
callers who need a wire transfer, and it sends them to a specific
team member who is trained in that function. It's a much better
approach than having these long, complex calls sit in the general
queue alongside shorter, routine calls.”

RSM implemented an additional menu option for members

to leverage self-service. This allows members to check their
account balances, transfer funds or perform other simple

tasks without having to wait in a queue. RSM also introduced
messaging within the main menu and queues that encourages
members to use the online chat function, freeing up phone lines.

Utilizing these developments helped GreenState reach its goal
of reducing call times while maintaining a high level of service.

The ripple effect

The new system also greatly improved productivity and
customer service. Beyond these positive developments,
however, there was also an indirect effect on the organization's
staff members.

"“Previously, there was little room for people to move upward in
our department, and we had employees who considered leaving
because their career options were limited,” Hicks says. “But as
we added more sophisticated queues and advanced functions,
we developed new opportunities for our people, and we moved
them into highly skilled positions. People we might have lost to
other organizations are more interested in staying with us now,
because new career paths have become available.”

Hicks says that retaining organizational talent is a direct result
of leveraging technology and working with RSM to optimize the
call center's functions. He says that RSM has been a valuable
partner throughout the process, adding that the firm has offered
guidance beyond the direct scope of the engagement.

"We recently implemented an out-of-the-box system to fulfill

a specific function, and it was not RSM's responsibility to handle
it,'" Hicks says. "But we knew they would give us the best advice
possible for anything related to our systems. We rely on RSM for
that guidance.”

The future

Although GreenState's call center is functioning at a high level,
the organization has further improvements in mind. Hicks says
that he and his team are perpetually asking how they can best
assist their members by leveraging technology, and he adds that
RSM will be a big part of any future developments.

"Working so closely with RSM helps us to come up with our
own ideas about what we want to do next,"” Hicks says. “The
opportunity to be innovative is almost limitless.”

Among thoseideas is creating a system that displays messages
about the caller that might be relevant. So if the GreenState
team member sees, for example, that the caller recently paid off
her car loan, he could then ask the caller if sheis in the market
for a new car, and therefore a new loan. Hicks believes that as
GreenState opens additional locations or acquires other financial
institutions, technology will be the key to onboarding new offices
and new members in an efficient manner.

He also thinks that working with RSM to develop more
sophisticated systems will help to expand a new market—namely,
native Spanish speakers. RSM helped GreenState build a specific
queue for members who prefer Spanish, and the organization also
implemented a callback queue for Spanish speakers.

"“We are making a huge effort to ensure that our Spanish-
speaking members can access their preferred language,” Hicks
says. "Our goalis to establish a system that looks at a phone
number and tells us, ‘Hey, this member prefers Spanish, so put
themin a queue where a Spanish speaker answers the call." And
if a Spanish speaker isn't available, the member would get a
callback from a team member who speaks the language.”

Hicks points out that all of this is possible only if GreenState
and RSM maintain clear and open communication. So the teams
hold regular meetings and have frequent discussions about
technology, new applications, and ideas for improvement.

“There was no way we could build this system on our own," Hicks
says. "This was all done entirely because of our relationship with
RSM. The fact that RSM has helped us in every capacity that we
have ever asked of them is amazing.”
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