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Information

INTRODUCTION

As a credit union service organization, CU*Answers has put many systems in
place to record important information about our clients’ preferences and
special needs, and to help us keep track of your contacts with us. Because
some of these tools can be as helpful to credit union leaders as they are to
our own staff, we are pleased to give clients access to three of our most
critical client service tools:

CSR HELP DESK CALL TRACKING

As a credit union leader, do you know when, why, and how often your
employees are calling CU*Answers for help? If one key issue keeps popping
up over and over again, is it time to plan for some employee education? Or is
there a topic causing regular frustration to your staff? What may be a “hot”
service issue to your credit union might be sitting on a back burner at
CU*Answers. Is it time to escalate your special need to someone in authority
at CU*Answers? This system can help CU managers keep a handle on the
topics and frequency of calls into the CU*Answers CSR department.

HELP DESK TRACKING ON THE WEB USING THE CU*ANSWERS
ANSWERBOOK

With the release of the Answer Book in October of 2003, we now track your
call activity via the web. This provides access to call activity for both online
and self processing credit unions, and gives credit union leaders a complete
picture of staff contacts with CU*Answers. Questions that are submitted via
the Answer Book will be included, as well as all phone contacts added by our
Client Service staff as they work with you over the phone.

Refer to the separate flyer, “Using the CU*Answers Answer Book” for
complete details. Or just click the Answer Book icon in the upper-right
corner of any CU*BASE GOLD screen, then click the “Past Questions”
button. You will need to log in your own email address and password. If you
have not used the Answer Book before, you can quickly register using the
links provided on that screen.

For an updated copy of this booklet, check out the Reference Materials page of our website:
http:/ /www.cuanswers.com/client_reference.php
CU*BASE" is a registered trademark of CU*Answers, Inc.




CUSTOMER MASTER DATABASE (ONLINE CLIENTS)

Being “in the know” is crucial in today’s business world. How your business
partners contact you or your organization at any given time might be
paramount to your success. When decisions must be made, can the proper
information be communicated to the proper people in a timely manner?
What happens when a vendor or business partner has the wrong contact
name, calls the wrong phone number, or faxes an important document to the
wrong branch? If a CU*Answers operator needs you to make a crucial
decision about dividend postings at 3:00 a.m. in time for business to open
the next day, can the right decision-maker be reached?

Allowing credit union clients to view the same contact information that we
use to communicate with your credit union will help ensure that our data is
up to date and that we can get in touch with the right person at the right
time. Your staff may also find it helpful as a quick on-line phone directory,
too!

VIEWING YOUR CREDIT UNION’S PROFILE INFORMATION

MNMAST #6 “Your Customer Profile”

% CUPBASE GOLD - Customer, Profile

esor*rve®@®
Customer Profile

Customer # CU name Credit Union culip
System speed dial # of locations 3 Xtend 2 ARU/home banking ID 112

Mailing Address Shipping Address

Address 1 580 N Main St Address 1 580 N Main St
Address 2 Address 2

City City

State MI State MI

ZIP code 48 oooo ZIP code 48 Booo

Email address cu.org CU*BASE Features Used

Main phone -1600 Fax # -1661 After hours Ext

Cancel F7 Branch Information
m Monday Tuesday Wednesday Thursday Friday Saturday Sunday Time zone

Branches F9 [l opensat 09:00 10:00 10:008 10:00 09:00 09:00 00:00  EST

[ [FILY Closes at 05:38 a5:30 05:38 85:30 06:00 12:30 00: 00
# of members 14,237 Asset size 101,400,000 As of Sep 01, 2004
Charter Conversion date Sep 07, 2002
Routing & transit # 272480131 TIN
Customer type

Leam About This Feature

This screen shows the name, address and basic information about your
credit union as it is stored in our master database. (Only your credit union’s
data is available here; no other credit union can see these details about your
organization.)

NOTE TO SELF PROCESSORS: Access to this database is available to online
clients only at this time. However, we will be happy to provide a copy of the
data we have on file for your credit union. Just contact a Client Service
Representative.

The address shown here is for the branch designated as your credit union’s
“main” branch (branch 001 as shown on Page 5). Notice that a separate
mailing and shipping address is stored, with the shipping address used only
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for items sent by UPS or another shipper. Mail sent via the US Postal Service
uses the mailing address.

PLEASE REVIEW THIS INFORMATION CAREFULLY. One of
the reasons for making these details available to you is so
that we can be sure we have the most accurate, up-to-date
information about your credit union for our staff to use and
for mailing purposes. If you notice a discrepancy, or have a
question about how the data is used, please contact a
Customer Service Representative or send an email to
csr@cuanswers.com.

+ To see the list of branch locations which are used for mailings and client
service contacts, use F9-Branches. The screen shown on Page 5 will
appear.

+ To see the list of staff contacts which are used for mailings as well as
client service contacts, use F8-Staff. The screen shown below will
appear.

+ To see your credit union’s settings as they will be presented in the Peer
Analysis worksheet, use the CU¥*BASE Features Used button (or press
F10). The screen shown on Page 6 will appear.

F8-Staff

@ Session 0 CU*BASE GOLD - Customer Staff List

eSoSr*Pve®®
Customer Staff List Western Districts Members CU

Phone Number Ext.

Backup

Leam About This Feature

Miscellaneous Notes

+ “Title” represents the employee’s actual job title, if known.

+ Phone numbers are listed only if they are different from the main branch
number.

¢+ Select any name and use View to see additional details such as email
address or home phone (home phone is generally known only for the staff
designated as emergency contacts).
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Staff ID Codes

ID codes are used so that we can direct mailings as well as personal contacts
to the appropriate person within your credit union.

You'll notice there is often overlap between the different IDs, in situations
where a credit union employee wears multiple “hats” as far as your
relationship with CU*Answers. For example, the data processing coordinator
often serves as the librarian as well.

ID Code

Description

DP

Data Processing Coordinator

This person will receive mailings and faxes concerning day-to-day
processing requirements, special requests for information about your
credit union’s processing needs, and announcements regarding problems
or planned down times. In addition, we may also direct reports,
microfiche, supplies, check copies and other Item Processing paperwork,
and other similar system information using this title.

LB

CU*BASE Librarian

This person will receive copies of newsletters, release summaries and any
mailed booklets or flyers. This person should be responsible for
distributing these materials to all appropriate staff.

PR

CU Leader

This person will receive any mailings which require a manager’s input or
decision, including announcements about new services, administrative
issues, and planning for the future.

E1l

First contact for emergencies

E2

Second contact for emergencies

AC

Accounting manager or leader

LN

Loan manager or other lending leader

Z1-Z8

Other employees

Z9

Item Processing contact

01-99

Other employees
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F9-Branches
4 Session 0 CUBASE GOLD - Customer Branches
@eco*rVeR®®@
Customer Branches Western Districts Members CU View

HALN b1b-

2 Branch b1b-: 1[Andy

Backup

Miscellaneous Notes

+ The Description is the term that your employees typically use to describe a
branch location. In most cases, the MAIN branch is generally your
“corporate headquarters” and usually is wherever the CU CEO or
President is located, but may also be designated as “MAIN” due to the
location of your data processing coordinator, according to your credit
union’s wishes.

The branch numbers here DO NOT correlate to any
branch/location numbers you may configure in your
CU*BASE Chart of Accounts. These branch numbers use a
simple sequential numbering system.

+ Select any item and use the View option to see complete mailing/shipping
address, hours, and other contact information.
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CU*BASE Features Used

@ Session 0 CU*BASE GOLD - CU*BASE Features Used

est*Poe®®
CU*BASE Features Used

Customer # 51

Customer name _ Credit Unian

Product/Service Used Category

¢ ACCOUNTING / BACK OFFICE

¥ ACCOUNTING / BACK OFFICE
uto Check Reconciliation ACCOUNTING / BACK OFFICE
[“] Auto Non-Returns (CourtesyPay} ACCOUNTING / BACK OFFICE
[J*Blocked Persons/Fraud Databse ACCOUNTING / BACK OFFICE
[FICASS Certification ACCOUNTING / BACK OFFICE
[#1CD-ROM Statement Storage ACCOUNTING / BACK OFFICE
[“*Coded Account Adjustments ACCOUNTING / BACK OFFICE
[ Your Customer Profile ACCOUNTING / BACK OFFICE
[l Dormancy Monitoring ACCOUNTING / BACK OFFICE
[#1Employee Account Security ACCOUNTING / BACK OFFICE
“Employee Activity Audit ACCOUNTING / BACK OFFICE

Backup F3
Clear All F4
Cancel F7

m mployee Time Card Processing ACCOUNTING / BACK OFFICE
GL Balancing Tools {Inquiry} ACCOUNTING / BACK OFFICE

[1*GL Purpose & Procedures Text ACCOUNTING / BACK OFFICE

[l Indirect'Dealer Loan Tracking ACCOUNTING / BACK OFFICE

This Feature

This screen lists all major CU*BASE products and services, grouped by
category. Products that your credit union has implemented and services
your credit union uses are marked with a checkmark. This information is
used to compile the annual CU*BASE Peer Analysis worksheet, a great
reference for credit unions leaders showing how your credit union peers use
CU*BASE features and services. Our main intent with the Peer Analysis is
three-fold:

+ For evaluating new features you might want to pursue in the future,
+ For reviewing the features your peer credit unions are using, and
+ As areference guide for your educational planning.

This information can be updated by any CU*BASE representative. If you
implement a new feature, or make a switch that affects your settings in the
Peer Analysis, just let us know and we can make the change immediately for
inclusion in the next published edition. With the latest enhancements, these
features can now be updated directly by on-line credit unions.

The most current edition of the Peer Analysis, including a
description of all products and services listed on this
screen, is available on our web site at
wwuw.cuanswers.com. (In CU*BASE GOLD, click the NET
icon and choose cuanswers.com. Click the “Clients” button,
then Docs & Information, then Peer Analysis.
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Descriptions of all products are also available via CU*BASE
GOLD On-Line Help. (While on this screen, choose Help for
this Topic from the Help menu.)
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