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Editor’s Note

Alix Patterson | Editor
editor@creditunions.com

con·ven·ience [kuhn-veen-yuhns]
n. anything that saves or simplifies work, adds to one’s ease or comfort. 
Synonyms: utility, handiness, availability. 

Understanding how members define convenience is the holy grail of financial 
services. At least it seems that way.

Some members demand physical proximity; others want constant access. Still 
more just don’t want to talk to another human being.

One year ago, we launched Technology@CU as a quarterly supplement to 
Credit Union Strategy & Performance with a similar discussion. Just like then, 
this 3Q edition covers the touch points that members correlate with convenience. 
Elements such as the branch, the call center, and other more dispersed services 
such as remote teller systems and remote deposit capture.

For the majority of members, convenience still includes access to physical 
buildings and polite, helpful member service reps. But people need support 
systems, and the member service networks covered in this edition are an essential 
component of the “convenience factor” members value when determining their 
primary financial institution.

Steven Reiders’ piece, “The Role of the Branch in the Age of Mechanical 
Banking,” explores the issue more completely. It starts on page 9.

Branches and call centers are a platform not only for delivering a high level 
of service but also for expanding relationships through dialogue. Technology is 
enhancing the efficacy of member-credit union interaction by providing front-
line staff with the information and tools needed to better assist members.

Once regarded as a back-office cost center, the call center has evolved into a pillar 
of an effective member-service strategy. Peter Schmitt offers helpful tips and tricks 
in “7 Ways to Measure A Credit Union Contact Center,” which starts on page 26.

In this edition’s final section, the Callahan researchers take a look at some 
non-traditional branching options that are becoming mainstream. Aaron Pugh 
showcases how Palisades is delivering a branch to members’ front doors — a 
decidedly useful strategy for SEGs with mobility concerns. Thomas Cullen writes 
about a relatively small credit union that is delivering uncommon ease and access.

The definitions and incarnations of convenience are irrelevant. All you really 
need to know is that members want what they want, when they want it, how 
they want it. And they want it now. 

These pages will help you figure out the most effective way to give it to them. 
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