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Improving the New Member 
Onboarding Experience



2

Can You Hear Me?

We are audio broadcasting so please plug in your headphones or computer speakers to listen in.

If your audio is choppy or slow, you may wish to dial into the teleconference:

Telephone: US: +1 646 558 8656
Webinar ID: 856 2759 5806
Passcode: 466780993



Slide Link

Today’s slides can be found online at:

http://bit.ly/2021-05-27-MLG

http://bit.ly/2021-05-27-MLG
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We Encourage Questions

Use the 

Questions Box
located on the bottom of your screen to type your comments or questions.
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Tell Us What You Think!

Please take our post-event survey. We value 

your feedback!
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Improving the New Member 
Onboarding Experience
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Member Loyalty Group is 

a CUSO created to provide a 

common member experience 

measurement across the 

credit union industry and to 

provide collaborative 

programs and services to 

support a range of member 

loyalty initiatives.   
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Member Loyalty Group

$
380B 22M

7.0M 

145+ 
CUs 

36%

34%

20%

10% $2 Billion +

$1 - $2 Billion  

$500M –

$1B

< 500M







New 
Member 
Experience
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New Member – Net Promoter – All CUs
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New Member – OSAT – All CUs
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New Member – Member Effort – All CUs
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New Member Channel - OSAT
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New Member Channel – Member Effort
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New Member Drivers



19

What are high performing CUs 
doing to create a great New 

Member Experience?



Quick Access
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▪ Fast debit card delivery

▪ Fewer holds on deposits

▪ Access to account number

▪ Immediate online access

▪ Ability to transfer in funds



Easy On-line/Mobile Applications
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▪ Easy to find information

▪ Clear next steps

▪ Fast approval & funding

▪ Mobile 



Knowledgeable People

22

▪ Clear channel for Members to reach 
someone

▪ Reps can answer most questions

▪ Welcoming and engaged

▪ Follow-up calls



memberloyaltygroup.com

Thank You



JESUS GARCIA
MAY 2021



AGENDA

❖WORLD TOUR

❖EPIC CHECKING

❖MICRO MEMBER EXPERIENCES

❖QUARTERLY TRAININGS

❖MEASURE SUCCESS



WORLD TOUR

❑ NEW MEMBER CHECKLIST

❑WALK-THROUGH OF BRANCH

❑MEET & GREET TEAM

❑ KEYS TO THE CASTLE



EPIC CHECKING

▪ CELL PHONE PROTECTION
▪ ROADSIDE ASSISTANCE
▪ LOCAL & NATIONAL DEALS
▪ IDENTITY THEFT PROTECTION
▪ CREDIT MONITORING
▪ CASH BACK PER SWIPE
▪ EXTENDED WARRANTY
▪ ADDED BRANCH SERVICES



ALWAYS GETTING BETTER

❑ WEDNESDAY MORNINGS

❑ EVERY OTHER THURSDAY

❑ QUARTERLY

❑ INTERNAL CULTURE



MICRO MEMBER EXPERIENCES



UNIQUE EXPERIENCE



MEASURE SUCCESS

❑ GOAL IS 75% OR HIGHER

❑ DAILY UPDATE

❑WEEKLY RECAP

❑ STRATEGIC GOAL

❑ BONUS  



CELEBRATE ALL WINS

2020 - 84%

BRANCH OF THE YEAR

BRANCH OF THE QUARTER

EMPLOYEE OF THE 
QUARTER/YEAR





New Member 

Onboarding

Presented By:

Vanessa Villescas

Gigi Elmasry



Discussion Items

OCCU Overview

Our NPS Journey

What works well?

Overcoming Challenges

Lessons Learned after COVID

Focus Areas



• Who are we?

Members:  120K Assets:  $2B Charter



Geographic Location



Our New Member Journey –Benchmarks
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Our New Member Journey – Benchmarks
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How do we onboard New Members?

Relationship Owner Reaching out to Members         
via their preferred contact 

(phone / email)



NEW Member Onboarding



Onboarding Tracking

Contacts: (Phone/email)

• Within 1st week – Thank you card

• 10 days - follow-up call

• 3 months – follow-up call / check-in

Synapsys tickler

• Automated email reminder



Deepening Relationships

• Set expectations

• MSR / Associate buy-in 

• Developing confidence

• Consultative approach

• Emphasis on email address

• Follow-ups / Closing the Loop



Lessons Learned after COVID

✓ Driving Member and  
Associate behavior

✓ Connecting with Members

✓ Elevating Associate Skills set



Focus Areas

• Member Growth / Retention

• Closed Membership Survey

• Strategic Initiatives



Positive Member Comments

“From the moment I started the process of joining,

everyone at the bank has such a great demeanor and 

professional attitude, even the phone call to make the 

appointment gave me a good feeling. The staff seemed 

genuinely happy and friendly, not because they had to be, 

but because they wanted to be. As a former Bank Manager 

from a different company, I can tell this was a very well 

managed Credit Union.”



Positive Member Comments

“Everything about opening an account has been 

super easy, comfortable, and comprehensive. 

Applying, acceptance, switching banks, direct deposit, 

receiving of paper work, checks, and debit card have all 

been an easy and pleasant transition.”



Positive Member Comments

“Extremely easy account opening process and staff 

was very friendly both online and in person. 

They were interested in helping me.”

“The online access was easy and every team member 

I spoke with was friendly and genuine.”



• Contacts:

• Orange County’s Credit Union:  714-755-5900

• Gigi Elmasry – gelmasry@orangecountyscu.org

• Vanessa Villescas – vvillescas@orangecountyscu.org

Thank you!


