CUSG MARKETING SOLUTIONS LLC
Back to Business Webinar Series

HOW TO MAXIMIZE MEMBER ENGAGEMENT DEEP DIVE
July 2020

ACUsolutions.




CUSG MARKETING SOLUTIONS LLC

| BACK TO BUSINESS SERIES

) ==
. ® ® ® [
Back to Business The Importance of How to Maximize Marketing in the
Series Intro Member Feedback Member Engagement New Normal
WATCH ON WATCH ON July 23rd August 6th
WEBINAR PAGE WEBINAR PAGE

REIMAGINE MARKETING |

2



CUSG MARKETING SOLUTIONS LLC | AGENDA

8c§8 WHAT WE MEAN BY MEMBER ENGAGEMENT
% MEMBER ENGAGEMENT PHILOSOPHY

MARKETING ENGAGEMENT CHANNELS

mﬁ) MESSAGING, TONE AND PERSONALIZATION

)

MEMBER ENGAGEMENT RESOURCES

3 REIMAGINE MARKETING |



INTRODUCTION



CUSG MARKETING SOLUTIONS LLC

| INTRODUCTION
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Agnostic Development o _ _
. Logo and * Digital » Social Media
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: Marketin Communication
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Tracie Reihm
Marketing Consultant
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CUSG MARKETING SOLUTIONS LLC | WHAT IS MEMBER ENGAGEMENT?

EY S
R 7

Member engagement is the ongoing
interaction between a member and an
organization in exchange for
meaningful value*.

Ongoing Interaction
Meaningful Value
80% 71% 53%
of shoppers said Of people will of customers
they grew to love break up with a expect a business
a brand over brand after a bad to respond to their
time* experience* reviews in 7 days**

https://blog.accessdevelopment.com/what-is-member-engagement-and-why-your-membership-growth-depends-on-it
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CUSG MARKETING SOLUTIONS LLC | WHAT IS MEMBER ENGAGEMENT?

Best Ways to Engage with Consumers

Free of discounted offers and gifts

Efficient processes and issue resolution

Information and education

Acknowledgement

https://blog.accessdevelopment.com/2019-customer-loyalty-statistics
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CUSG MARKETING SOLUTIONS LLC | WHAT IS MEMBER ENGAGEMENT?

Benefits of Engaged Members!

Member engagement = member loyalty

Engaged members spend more

Engaged members serve as brand Ambassadors

4 22%
How many more How much more engaged
years a member members spend compared
stays if engaged* to non -engaged members*

An engaged customer brings 37% more in
income than an unengaged one.
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CUSG MARKETING SOLUTIONS LLC | WHAT IS MEMBER ENGAGEMENT?

'Y'e -
-
Different Strokes, For Different Folks = o o
28% 21%
DIGITAL STARS PROS =
Don't treat all of your members the - Prefer to manage many Ef-cth digilta”v and &
= ts of their li inanci 5
same way & apssihete ancialy sawy
i— £
=L =
=
— &
Leverage your member data to = 2
O () (o) 2
ceate amode 2| 34% 17% |-
TRADITIONALISTS FINANCIAL STARS §
= Least in control of finances Comfortable with financial -
It's OK to begin with a simple = and least comfortable self-management, but
i transacting online don't particularly favor
model 5 using digital channels
=
T’ N -

anotsavey  FINANCIAL MATURITY SAVVY p
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CUSG MARKETING SOLUTIONS LLC | WHAT IS MEMBER ENGAGEMENT?

Transactional Relationships

Levels of Member Engagement Ve ranc et a4 ace whare oy v ey

; Status Levels Primary Relationships
Highly engaged 2 P
gnglpd
ﬁ'ﬁi"’mﬁ‘.n &
- Rl s s Agiman sarane s et e s
Mlddle Of the road :n-;ﬁ:‘:num b bl ‘T:.:,mmmwu
Empty

Folbonshp has 2oro
products n the ons

Lending Relationships Savings Relationships
N Ot e n g ag6d View the fnancial .r?!&\h.r'm as a place un'Eru Vow e I’?mncuﬂ instlubon as a p-fEn:u wherg
they borrow money. they save money.
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CUSG MARKETING SOLUTIONS LLC

Levels of Member Engagement

Product Engagement

Digital Engagement

Communications Engagement

Advocate

4+ products

Uses multiple digital products

- Opens emails
- Completes surveys
- Follows all social media

Positive review/NPS of 9

-10

| WHAT IS MEMBER ENGAGEMENT?

Middle of the Road

2-4 products

Uses 1-2 digital products

- Sometimes opens emails
- Completed one survey
- Follows one social media platform

No review; NPS 7 -8

Not Engaged

2 products

Doesn’t use digital products
-Rarely open emails

- Does not complete surveys
- Doesn't follow social media

Negative review; NPS 6 or under
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CUSG MARKETING SOLUTIONS LLC

| WHAT IS MEMBER ENGAGEMENT?

(https://brandkeys.com/portfolio/customer

¥

-loyalty -engagement _-index/ )

A Plan Without Action is Just a Wish

Member engagement requires commitment

Proactively plan for engagement

Review acquisition spend vs. member
engagement spend

Brands spend up to 11 times more on
recruiting new customers than retaining
existing ones

13
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CUSG MARKETING SOLUTIONS LLC | MEMBER ENGAGEMENT PHILOSOPHY

Member RESPECT Marketing —
Respect Rules of Engagement

1. Thank me

2. Ask about my needs

3. Work for my trust by adding value; don’t just sell to me

4. Demonstrate you know me

5. Apologize quickly

REIMAGINE MARKETING| 15



CUSG MARKETING SOLUTIONS LLC | MEMBER ENGAGEMENT PHILOSOPHY

Rule 1: Thank Me

New member welcome

Unanticipated rewards and recognition

Periodic check -ins

REIMAGINE MARKETING | 16



CUSG MARKETING SOLUTIONS LLC | MEMBER ENGAGEMENT PHILOSOPHY

WELCOME FOLLOW-UP CROSS-SELL Rule 1: Thank Me
ﬁ Robust onboarding campaign
Welcome; educate; follow -up; then cross -sell
Welcome Letter(s) Outbound Contact Cross-Sell Outbound Contact
dl=le 6§ [o|=
Customer Satisfaction
- Post Survey Follow-Up - Personaized Folow-Up Digital Survey
- infrocuce Online Banking - Satisfacton Digital Survey
—_— - Aodtional Servce MNeed - Recommandatons | ReleTas i
(Promaent) h Fapj - Ouestions / Concerna? Relovant Offers
& 0000 0-9
20 (-] 90 180
i 5 =" n
Initial Experience Digital Survey Cross-Sell Opportunities Anniversary
- Preferrad Contact Method? [Checking. Savings, CDs. Money Market, HELOC, eic) Phone Call
Mm*ﬁ Satatacscn
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CUSG MARKETING SOLUTIONS LLC

Rule 2: Ask About My Needs

Relationship and needs surveys

Experience surveys

Communication frequency and channel
preferences

Allow member to opt  -out of select
communications

"F1 MEMBER XD

L

‘2" B8 COMPLETE MEMBER EXPERIENCE SUITE

| MEMBER ENGAGEMENT PHILOSOPHY

(((((

PSS Matters.

How would you rat

é%g Your

Voice

Not atall Mot very much Somewhat Mast Completely

& your overall experience in obtaining this loan?

eeeeee
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CUSG MARKETING SOLUTIONS LLC | MEMBER ENGAGEMENT PHILOSOPHY

Rule 3: Add Value —Don't Always Sell

Provide educational content

Offer real help

APPY
BIRTHDAY

HAPPY

E&ﬂﬁ—zﬁaf/

Don’t always sell

0 mlllenmals said ] their

9 2 /0 rec ||r|_1 b!l‘thda’f“
greet:ng
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CUSG MARKETING SOLUTIONS LLC | MEMBER ENGAGEMENT PHILOSOPHY

Rule 3: Add Value —Don't Always Sell

Simple messages are valued

Martin Luther King President's Day Memorial Day independence Day Labor Day Holiday Reminder of other services
Holiday Closure Holiday Closure Holiday Closura Holiday Closure Closure

11 l I L] I I & '

Columbus Day Veterans Day Thanksgiving Day Christmas Day New Year's Day
Holiday Closure Holiday Closura Holiday Closure Holiday Closura Holiday Closure
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CUSG MARKETING SOLUTIONS LLC | MEMBER ENGAGEMENT PHILOSOPHY

Rule 4: Demonstrate You
Know Me

Segment and communicate based on
needs and interests

Don’t over communicate

Respond to their actions

-

el Wl o) Ea ) W kﬂ-ﬂ&‘!
I Yl PU L BT B
AL "ol A EE N AR
EN@PEEE o " aa 2 BEHEE
e 50 ﬁ e | f;l S| S [385Y - |3 [ PO

B A2
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CUSG MARKETING SOLUTIONS LLC | MEMBER ENGAGEMENT PHILOSOPHY
: Rule 4: Demonstrate You Know Me
Campaign COoNnversions : :
—Behavior Based Cross Selling
& "l Courtesy congratulations call on auto loan
L payoff —demonstrate value

317 12.0% > 1.02M Asked about additional loan needs

Communications Sent Conversion Rate Mew Loans Generated —
39 new auto loans at 125% conversion;
Over $1m illion in auto new loan originations

311 Phone Calls 39 Total Conversions $ 0.00 Cost Per Conversion

ovative
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CUSG MARKETING SOLUTIONS LLC | MEMBER ENGAGEMENT PHILOSOPHY

Rule 5: Apologize Quickly

Quickly respond when things go poorly

Consider their negative comments a gift

- (M SORRY fOK

g what- o st
P - /]
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CUSG MARKETING SOLUTIONS LLC | MULTI -CHANNEL MARKETING ENGAGEMENT

Don’t Rely on One Channel

Members are busy; be where they are

Use different channels at different times

Outbound MEMBER

Need to hear your message multiple Phone Calls
times and in different formats

\
Several digital channels allow you to Display OTT/_
target your specific member list Strea(;nlng
Radio

S
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CUSG MARKETING SOLUTIONS LLC | MULTI -CHANNEL MARKETING ENGAGEMENT

Baader -Meinhof Phenomenon
—The Frequency lllusion

Get their attention

The more mediums the more chances for
awareness

‘ The rule of 7 in advertising

Continuous marketing (retargeting,
reviews, etc.)

REIMAGINE MARKETING | 26



CUSG MARKETING SOLUTIONS LLC | MULTI -CHANNEL MARKETING ENGAGEMENT

Social Media Penetration Worldwide
’ Social, Social, Social
7
6
5 On average, people have 7.6 social media accounts
a
3 I
. . The average daily time spent on social Is 142 minutes
’ 7.7 Billion Worldwide 4 ABillion Worldwide 3.499 Billion Worldwide
Population Internet Users Active Sodal Media . o
' e Facebook is the true leader in terms of
users/subscribers
Socia Media Users (in Billions)

2.5

2
1.5

1
0.5

. . [ ] Source: BrandWatch June 2019

Facebook YouTube Instargram LinkedIn Twitter Pinterest
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CUSG MARKETING SOLUTIONS LLC

Facebook Specifically

74% of Facebook
users check it
every day--1.47

The average user
spends 38
minutes on

Facebook a day

billion users/day
- 46% men; 54%
women

Source: BrandWatch June 2019

Seversl timesaday Aboutonceaday Lessoften :ari:y
- 2w
Twitter 26 83 46
YouTube 55 45

Half of internet Of
users who do not those, 24% say
use Facebook that they look at
themselves live posts or photos
with someone on that person’s
who does account

60 million active

| MULTI -CHANNEL MARKETING ENGAGEMENT

Facebook
has over 5
million active
advertisers on
the platform

There are over

business pages
on Facebook

REIMAGINE MARKETING | 28


https://www.pewresearch.org/fact-tank/2019/04/10/share-of-u-s-adults-using-social-media-including-facebook-is-mostly-unchanged-since-2018/
https://www.entrepreneur.com/slideshow/306136
http://www.pewresearch.org/fact-tank/2014/02/03/6-new-facts-about-facebook/
http://www.pewresearch.org/fact-tank/2014/02/03/6-new-facts-about-facebook/
https://venturebeat.com/2016/09/27/facebook-60-million-businesses-have-pages-4-million-actively-advertise/
https://www.forbes.com/sites/kathleenchaykowski/2017/04/10/sheryl-sandberg-facebook-hit-5-million-advertisers-by-turning-users-into-marketers/

CUSG MARKETING SOLUTIONS LLC | MULTI -CHANNEL MARKETING ENGAGEMENT

Facebook Considerations

‘ Status updates, boosted post vs. paid ads

Static ads, carrousel ads, video

Buy Instagram easily at the same time

Upload member email addresses to target
them effectively; and retarget site visitors

REIMAGINE MARKETING | 29



CUSG MARKETING SOLUTIONS LLC | MULTI -CHANNEL MARKETING ENGAGEMENT

wgpe Libarty Bay Credit Union
- @

IT5 UeTal 10 EXDETIETI0 A D Syl :i':-\.'ll'ul“'\l‘_}

-
ad with you
el L o, Parkside Credit Union
Sponscrsd - @
D ety Say Crac Union

Low rates and no fees make Parkside Credit Union the best chaice for a new Sow How People Wil Expariencs Your Ad
home equity line of credil!

I's Bime: 0 expenience a befer style of banking
: h Salected Ad Placements

Once you conlimm that you wanl o sed the ad, i
D will show U in &l selechsd placaments for 24
home equi

lines of credit cecine [

HTTRS ML A RCRTIA
First-time Homeabuyer Program
G i 0 5000 el

oom

iy Like () comment £ Share
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CUSG MARKETING SOLUTIONS LLC | MULTI -CHANNEL MARKETING ENGAGEMENT

Paid Social Results

Average for Finance Industry Marketing Objectives Tactics
Facebook Website Clicks with Facebook Website Retargeting with Lookalkes, Facebook Website
Detailed Targeting Clicks with Detaled Targating
Demographic Targeting
Click thru average is .56% Age: Gender Estimated Audience Size:
18-65= ALL 83,000

Recommended Investmant with Average Campalgn Statistics®

Average cost per click: $3.77

Dally Reach:
3,600 - 5,800
Impressions:

27807 - k4 861

Conversion rate: 9.09% Clicks:

3893 - 522

Coat par Thousand Improssions:
29 - 336

Cast par Click:

$1.91 - 52.54

Cost per action average: $41.43

1,000

REIMAGINE MARKETING| 31



CUSG MARKETING SOLUTIONS LLC | MULTI -CHANNEL MARKETING ENGAGEMENT

Direct Mail is Still Relevant

Most households still check mailbox daily

Mail must be handled —it’s tangible

Direct mail achieves an average 4.4% response
rate versus email of .12% (source: DMA)

Cost per action average: $41.43

36% 95%
of people under 30 look of 19 to 29 year olds have
forward to checking a positive response to
their mailboxes every receiving personal cards
day* and letters*

REIMAGINE MARKETING | 32



CUSG MARKETING SOLUTIONS LLC | MULTI -CHANNEL MARKETING ENGAGEMENT

OTT and ConnectedTV

Display and video through streaming services

Pre -roll or mid roll options

Immersive, non -skippable and high
completion rates

Household level targeting

64% 74%
of US consumers have of 18-34 year old US
never had cable, are
planning to cut the
cord, or have already
cut their cable
subscriptions*

consumers never had
cable, are planning to cut
the cord, or have already
cut the cord*

REIMAGINE MARKETING | 33
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CUSG MARKETING SOLUTIONS LLC | MESSAGING, TONE AND PERSONALIZATION

Watch Message and Tone
Now More than Ever

Don’t act like things are normal

Be careful of humor; and too casual
content

Chase &
DChase

You: why is my balance so low

Bank account: make coffee at home

Bank account: eat the food that's already in the fridge
Bank account: you don‘t need a cab, it's only three blocks
You: | guess we'll never know

Bank account: seriously?

#MondayMotivation

‘ Give hope; be inspirational

Watch words: events; gather;
viral; spread; killer deals

1:67 PM - Apr 29, 2019 . Twitter Web Client

‘ And, be mindful of the images

you use
REIMAGINE MARKETING | 35



CUSG MARKETING SOLUTIONS LLC | MESSAGING, TONE AND PERSONALIZATION

Focus on Providing Value and

| : Positivity
; ) ~ o SAVE I:)]WIN Leverage programs that can bring positive
‘fj . a ARTEST issages and value to members
o 0 SAVE Find ways to continuously celebrate

and reward members

®\‘®\\‘\\\ ;erate excitement and positivity

Love My Credit Union®

rewards

REIMAGINE MARKETING | 36



San Mateo CU
@SMCU ,

Each year, SMCU looks
forward to showing our
appreciation for our
County hospital
employees for
#nationalhospitalweek.
Today our Half Moon
Bay branch supplied
the County #Coastside
Clinic with lunches for
their staff. We thank
you, County, and ALL
health workers!
#cudifference

CUSG MARKETING SOLUTIONS LLC

@
Hare at TruMorth we ars working hard to get our lobbles opaned in the

eniming wesks P lonowr that during this ima we s taking aotra
precautions by marking floors and common areas with social dstancing
guialings. \Ve are taking this time to peepare and pronvida tha hest possiils
membeer senice. Check back 1o this page for more recpening updates. We
loak frward 10 serving you in person!

008« 2 Coerenonts 12 Shares

o Like 3 Comment A Sharo &~

wwe  3€TVICE Credit Union
S @Senvicecu ,

As we navigate the
"new normal” together,
we are so grateful for
your support. A huge
thank you goes out to
our Nashua member
who dropped off these
stickers for our staff!
#HereForYou
#EssentialWorkers
#CUDifference

| MESSAGING, TONE AND PERSONALIZATION

L‘ Mission Fed ,
@MissionFed

This is what happens
when goodwill &
service meet at
@interfaithcs. Here's
our Escondido Branch
team delivering a trunk
full of food in high
demand by the
community ICS serves.
Proud to support a
nonprofit essential to
the region’s well-being.
#SanDiegoStrong
#CUdifference
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CUSG MARKETING SOLUTIONS LLC | MESSAGING, TONE AND PERSONALIZATION

The Power of Personalization SEPHORA

Emails with personalized messages are
26% more likely to open

Emails that employ personalization have
5.7 times higher revenue

ng 20% olf all eye shadow

Follow Up emails increase chances of
email being open by 21%

REIMAGINE MARKETING | 38
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CUSG MARKETING SOLUTIONS LLC ENGAGEMENT RESOURCES

Marketing Automation Platforms increase nopen
Higher emall click-through rate

Increase In sales

Free vs. paid Email, website and
resources even traditional mail s abae i
Increase In returning website traffic

A o Other
Data triggers, Opportunity to close
audience building the loop SR
and conversion
tracking " Creditunion usage of CRM systems

(by asset size)

‘1‘1 !

S The Financial Brand

aciates © March 201

Multi-Channel Communication Platform

mailchimp 727 i COrS
Constant Contact

SOURCE: Callahan & Asso

ovative

LESS THAN $1o0M $500M $1BTO OVER
$100M TO $500M TO$18 $108 $108
®YES @NO

https://uplandsoftware.com/adestra/resources/report/the -state -of-digital -personalization -in-2016/
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CUSG MARKETING SOLUTIONS LLC | ENGAGEMENT RESOURCES

odae ot Reputation Management Platforms

Total Reviews

Social media management

785 6§ 6 —
Online review management

B

PODIUM Hootsuite-

B Google
B Facebook

41
REIMAGINE MARKETING |



CUSG MARKETING SOLUTIONS LLC | ENGAGEMENT RESOURCES

Member Feedback
Management Platform

Collect member feedback

Gain Insights

Take Action

L& MEMBERXXP 5

2" I=8 COMPLETE MEMBER EXPERIENCE SUITE SurveyMonkEY”
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CUSG MARKETING SOLUTIONS LLC ENGAGEMENT RESOURCES

E MemberXP X + == X
< - C & memberxp.com aQa %« 0 :
HE Apps M Home - STAR Report 6 Weekly Report for... Articles From Trend... f CMS Sales Reports e Standard Consumer... @ Social Media Links E MemberXP  E MemberXP Sales -... »

Schedule a Live Demo! Login 5

il MEMBERXP"

3 FLEd COMPLETE MEMBER EXPERIENCE SUITE

ABOUT ¥ SOLUTIONS ¥ RESOURCES ¥  BECOME A SHOPPER ¥  MEMBER EXPERIENCE BLOG CONTACTUS UPCOMING EVENTS

How are your Free COVID-19 Member Feedback Survey Now Available

COVID-19 has changed how you support and communicate with members. Asking them how they're
I I II I I be rs doing will help you deliver on your brand promise. MemberView's COVID-19 Feedback Pulse Survey

. _? is the first start and is now free!
doing-

Start Here

Member Experience. Your Credit Union's Only
Brand Differentiator.

We help credit unions create brand-defining member experiences through Voice of Member
feedback collection and a powerful, industry-specific analytics platform.
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CUSG MARKETING SOLUTIONS LLC | ENGAGEMENT RESOURCES

Generate and Evaluate Content

S'ORY%e
Freelancers, agencies Grammar and . CO-0OP
copywriting services

CREDIT UNIOIN

. Templated A MESSAGE FOR OUR
e o MEMBERS AND COMMUNITY

get you started

manager, %2 Friendly

@ oramiT cube 'I‘V)

manas studios

Optimistic
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CUSG MARKETING SOLUTIONS LLC

| ENGAGEMENT RESOURCES

e

P VIDFUEL | Turnkey Marketing Vic X +
c & vidfuel.com
25 Apps W Home - STAR Report @ Weekly Report for... Articles From Trend... r CMS Sales Reports @ Standard Consumer... @ Social Media Links

FREE COVID-19
RESPONSE VIDEQS

To access a free video, click on a video below and a download icon will appear in the

lower right-hand side of the video frame.

Free COVID-19 Response Videos

A Trusted Financial Partner 60 Su Credit Union esta Aqui para Open for Business :63

arle .60

= X

Q% 0@ :

% MemberXP

S MemberXP Sales -... »
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CUSG MARKETING SOLUTIONS LLC | MEMBER ENGAGEMENT SUMMARY

Member engagement is a two -way commitment involving value exchange

A member engagement strategy will drive positive ROI

All members are not equal —segment your members

Member engagement should have respect at its foundation

Multi -channel marketing is important even with member engagement

When engaging watch the message and use personalization

Leverage available tools to create a more robust engagement

REIMAGINE MARKETING | 47
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CUSG MARKETING SOLUTIONS LLC | BACK TO BUSINESS WEBINAR SERIES

Marketing Tactics in
the New Normal

August 6th | 11:00 EST

C—
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CUSG MARKETING SOLUTIONS LLC | BACK TO BUSINESS WEBINAR SERIES

Next Steps

webinars your team

Send us any questions Schedule a marketing
you may have discussion

Andre.Mello@cusolutionsgroup.com

Tracie.Reihm@cusolutionsgroup.com

REIMAGINE MARKETING |
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THANK YOU!
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