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Serving Members From Any Device, Anywhere

Client Profle

Q PYH IHDFKHUV IRUPHG WKH %DIRQ SRXJH 7HDFKHWV )HGHUD) &UHGLH 8QIRQ ZLIK WKH\ KDG
VIRUHG 1Q D VKRHER[ . QRZQ IRGD\ DV LHL.IKERUV YHGHUD! &UHGLI SQIRQ IKH LQVILIXILRQ LV IKH IDUJHVII
FUHGLI XQLRQ 1Q WKH %DIRQ 5RXJH /$ DUHD ZUWK  ELMIRQ LQ DVVHIV XQGHU PDQDIHPHQI 7KH RUJDQLIDILRQ
VHUYHV PRUH IKDQ PHPEHW IIRP  EUDQFKHV DQG D (HQGLQJ FDI) FHQIHU DV ZHN DV RIHUQJ
PHPEHW EDQNLQJ DFFHVV IIRP DQ\ZKHUH XVIQJ GLIUD) IRRIV

Challenge

1HLIKERUV ZDQWHG IR FRQVRILGDIH WKH QXPEHU Rl SURGXFIV DQG YHQGRUV WKDW L UHILHG RQ WR VHUYH W PHPEHWV ,7 (HDGHUWV
ZDQWHG WLIKWHU LQIHIUDILRQV EHWZHHQ IHZHU SURGXFIV IR PDNH FRQUDFI FHQWHU RSHUDWLRQV PRUH HIPFLHQW DQG HDVLHU IR
PDQDJH ZUWKRXW FRPSURPLVLQJ RQ VHFXUWIN RU FRP SILDQFH

Solution

1HLIKERUV VHIHFIHG FRQUDFN FHQIHU DV D VHUYLFH &&DD6 FDSDELIMHY DQG K\EUG FRP P XQLFDILRQV VRIXILRQV LQ /LQN/LYH
IURP )LVHUY IR VXSSRUW LIV FRQWDFW FHQIHU DQG PHPEHU LQWHUDFILRQV  ZLQN/LYH GLIUWDI FXVWIRPHU VHUYLFH = &6 LQWHJUDWHV
ZWWK 1HLIKERUVp FRUH EDQNLQJ SIDWIRUP DQG XVHV DUILPFLD) LQWHNLJHQFH %, IR HQDEMH VHFXUH FURVV FKDQQHI FRQYHUVDILRQV
1RZ 1HLIKERUV XVHV RQH SIDNIRUP IR WHLW FKDW FDN HPDW DQG YLGHR FRQIHUHQFH ZUIK PHPEHUV

Proof Points

-~ 1HLIKERUV DIHQWV FDQ XVH RQH SIDWIRUP WR FDO FKDW WH[W VHFXUHO\ HPDL DQG YLGHR FRQIHUHQFH PHPEHUV DQG
VFKHGXIH PHPEHU DSSRIQIPHQIV

> 7TKH &&DD6 VRIXIRQ LQ ZLQN/LYH PDGH SK\VLFD) SKRQHV QHDUN\ REVRIHWH DERXW Rl LHLIKERUVp GHVN SKRQHV ZHUH
HILPLQDIHG EN ZLQN/LYH

—~  1HLIKERUY HPSIR\HHV FDQ ZRUN DQG VHUYH PHPEHUV IURP DQ\ (RFDILRQ WKDW KDV VHFXUH LQWHUQHW DFFHVV LQFIXGLQJ IRP
IKHW PREWH SKRQHV

-~ $, FDSDELLILHY KDQGIH DERXM RI URXILQH LQTXWLHY VR RQI\ LQWHUDFILRQV WKDW UHTXWH KXPDQ VXSSRUIl DUH URXIHG WR
DJIHQIWV KHISLQJ 1HLIKERUV RSHUDWH DW SHDN HIPFLHQF\ DQG PDLQUDLQ KLIK VHUYLFH (HYHIV ZWIKRXW DGGLQJ VIDII
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BIHYH 6FKH[QD\GHU VIDUIHG ZRUNLQJ Dif 1HLIKERUV
YHGHUD) &UHGL 8QIRQ DERXH  \HDUV DJR bUVH DV D HHOHU
DQG IIKHQ DV D IRDQ RIPFHU $URXQG WKH FUHGLI XQLRQ
VIDUIHG LIV PUVIl gFRPSXIIHU RSHUDILRQV GHSDUVPHQI r DQG
6FKH[QD\GHU ZDV IDSSHG IR (HDG IKH JURXS

7RGD\ 6FKH[QD\GHU LV &,2 RI IIKH IDUJHVIl FUHGLI XQLRQ LQ
WKH 9%DIRQ 5RXJH /$ DUHD $QG IKH FUHGLI XQLRQpV GLIID)
VIUDIHI\ KDV H[SDQGHG IR [QFIXGH PHPEHU DFFHVV
GLID) SD\PHQIV PRELH EDQNLQJ RQIQH (HQGLQJ DQG
IUDXG SURIHFILRQ DPRQJ R¥KHU GLIUWD) FDSDELIILHY

$V GLIWIDI EDQNLQJI HYRIYHG  1HLIKERUV DFFXPXIDIHG D
QXPEHU Rl SURGXFIV DQG YHQGRU UHIDWILRQVKLSV IR KHIS LW
VHUYH PHPEHUW  (YHQUXDIN\ WKH PXMILSILFWN R VRIXILRQV
EHFDPH IRR PXFK IR PDQDJH

g: H ZHUH LQUILDI\ IRRNLQJ IR DGG FKDW FDSDELIILHV IR RXU
KRPH EDQNLQJ SURGXFI EXW ZH GLGQpW ZDQW WR FUHDWH
DQRWKHU UHIDILRQVKLS ZLIK DQRWKHU SURGXFI DQG DQRIKHU
YHQGRU r 6FKH[QD\GHU VDIG q: H GHFLGHG R VWHS EDFN
DQG VHH LI ZH FRXIG FRQVRIGDIH LQVWHDG r
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More Positive Member Interactions
With Less Staff

1 HLIKERUV (RRNV DWW W\SLFD) FDI) FHQWHU PHIULFV R JDXJH
SHUIRUPDQFH VXFK DV FDU WPHV DEDQGRQPHQN
VHUYLFHYHYHIV DQG PUVII FDO UHVRIXIRQV W DIVR XVHV
PHPEHU VXUYH\V DQG gqP\VIHU\ VKRSSHUVr IR HYDIXDIH
KH FDO FHQUHU

7KH FDO FHQUHU VIDUIHG WR LPSURYH RQ HYHU\ SHUIRUPDQFH
PHIULF DIWHU LPSIHPHQILQJ ZLQN/LYH 6FKH[QD\GHU VDIG
IKH FUHGLI XQLRQ DGIXVIIHG IHHV DQG PDGH EXVIQHVV
FKDQJHV WKDW DIHFWHG ERWK iKH PHWILFV DQG FXVWIRPHU
VDILVIDFILRQ %X LW ZDV DIVR FOHDU WKDW ZLQN/LYH KHISHG
IKH FRQUDFI FHQIHU RSHUDIH PRUH HIPFLHQWO\

YRUH[DPSIH LHLIKERUVp FRQIDFH FHQIHU KDV IHZHU
HPSIR\HHV IIKDQ Uil GLG D IHZ \HDUV DJR t EXIi LipV
EHHQ DECH IR PDLQIDLQ DQG LPSURYH VHUYLFH IHYHOV
ZUIK}/LON/LYH

7KH FUHGL XQLRQ UHFHQW\ DGGHG DQ DUILPFLD) LQWHNLIHQFH
$, ID\HUWR /LQN/LYH IR KHIS W UHVRIYH PRUH LQTXWLHY
ZUIKRXI DGGLQJ VDI 7KH $, SURGXFIl FDQ UHVRIYH PRV
URXWLQH UHTXHVWV DQG LI LQWHILIHQUON URXWHY FDOV WKDW
DEVRIXIHI\ QHHG D KXPDQ DJIHQI

S$IWHU DERXW IKUHH ZHHNV 6 FKH[QD\GHU VDLG WKH $, IRR0
ZDV DEH IR DQVZHU RI PHPEHWp FDIV : WK PRUH
ILPH DQG VRPH DGIXVWPHQWV KH DQILFLSDWHV W ZL1) EH
DE(H WR DGGUHVV DURXQG RI FDIV

K ZRUNIRUFH PDQDJIHPHQW GDVKERDUGV DQG LQVLIKIV
IURP ZLQN/LYH W ZL0 EH HDVLIHU IRV 2HLIKERUV WR FDOFXIDIH
KH ULIKW VIDIPQJ (HYHI DQG WKH ULIKN VNLIVHIV IR KLUH

6FKH[QD\GHU H[SHFIIV WKH FDI FHQIHUpV HIPFLHQF\ IR
LQFUHDVH DV PRUH PHPEHUV DGRSW GLIWDI WRRIV 7R
HQFRXUDJH QHZ FRQUDFW RSWRQV KH VDLG WKH FUHGLI XQLRQ
LV IHDWXULQJ PREWH FDSDELIMWHY LQ WV PDUNHILQJ

2YHUDI 6FKHLQD\GHU VDLG EHLQJ HIPFLHQW PDNHV
1HIKERW PRUH FRPSHILILYH LQ WKH PDUNHW

g: KHQ ZH RSHUDIH PRUH HIPFHQIN\ ZH FDQ EULQJ EHINHU
SURGXFWV VHUYLFHV DQG UDWHV IR RXU PHPEHW r KH VDLG

Plug and Play
1 HIKERUV GLGQp H[ SHUHQFH DQ\ VHUYLFH GURSV GXULQJ

LPSIHPHQIDILRQ 6FKH[QD\GHU VDLG W ZDV giiNH EHLQJ
RQ RQH VAVIHP RQH GD\ IIKHQ ZLQN/LYH WIKH QH[W W ZDV
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&RQOHFII : LIK 8V

)RU PRUH QIRUPDILRQ JLVHUY LV GULYLQJ LQQRYDILRQ LQ 3D\PHQIV
DERXI = LJD) %DQNLQJ 3URFHVWLQJ 6HUYLFHV SLVN  &RPSIDQFH
VRIXILRQV IURP )LVHUY &XVIRPHU  &KDQQH) ODQDJIHPHQW DQG

QVLIKIV -+ 2SILPLIDIRQ  2XU VRIXILRQY
KHIS FILHQIV GHILYHU PQDQFLDI VHUYLFHV Dii
@ IIKH VSHHG RI (LIH IR HQKDQFH IKH ZD\

<] JHIVRIXIRQVABVHUY FRP SHRSIH (LYH DQG ZRUN IRGD\

@ QIR (LQNILYH DL BVHUYB 9V Fserv.com IR (HDUQ PRUH

SUHIHWHG

)LVHU\[V'H%'; - UYH LVHUY ,QF RU LIV DIPADIHY HLVHUY LV D IDGHPDUN RI YIVHUY ,QF UHJLVIHUHG RU
) XVHG 1Q IKH SQUIHG BIIDIHV DQG IRUHLIQ FRXQILHY DQG PD\ RU PD\ QR EH UHJLVIHUHG
%URRNPHIG : , 1Q \RXU FRXQIU\ $1IUDGHPDUNV VHUYLFH PDUNV DQG WDGH QDPHV UHIHUHQFHG LQ UKLV
PVHUY FRP PDIHULDI DUH WKH SURSHUIN RI WKHLU UHVSHFILYH RZQHUV
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