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Serving Latines:
A Midwest
Credit Union’s

Journey

“Case study” —Consumers Credit Union
Hal Coxon

CCU Background

¢ Chartered in 1930
* 50,000+ Members
* Assets = $500+ M

» 5 branches
— 6" branch set to open February 2009
— Also have one High School branch

* 14-person Contact Center




A Market In Transition

» Older Members are predominately Caucasian
» Rapidly growing Latino population
— C. 85% of Latino population is from Mexico
— Latinos now = nearly 60% of Waukegan
— We have 2 branches in Waukegan, our historic “home

» Typical of many markets in Midwest
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Population Shift Since 1930

Yeat Total (number) 2 .
s e <% ° Highlights
Negro 1,017 3.00% .
i : oae + CCU chartered in 1930
Mexican = e e 1930 - 1960: Latino population
1960 55,719 1960 shrank from1.6% to 0.0%
White 51,036 91.60%

Negro 4,485 8.00%

Siher Races it 000k e 1990 - 2000: Latino population
1090 69,392 1990 grew from 22.7% to 44.8%

White 44537 64.20%
Armetean \ndian £ e » 2008 estimate: c. 60%
Asian/Pacific Islander 1,974 2.80% .
__other__ 8,525 12.30% e 1990 - Present: African
Hispanic Origin 15,755 22.70% . .
- — — American pop. remains stable
White 44,073 50.10% o s .
Black or African American 16,890 19.20% e Total minority (non-WhltE)
American Indian/Alaska Native 471 0.50% ) .
_____hsian__ 5146 ELN population (estimated ) = 75%+
Native Hawaiian/Pacific Islander 57 0.10%
Some other race 20,185 23.00%
Two or more races 3,079 3.50%

Hispanic or Latino 39,396 44.80%
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Challenges

» Continue to serve existing Members
* Provide services to new Members at their level of need

» Create “balance” to avoid alienating either group (or
other ethnic groups, such as African-Americans)
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Phase 1 —
“In The Beginnimar

People
Community Involverment
Making Connections
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Where We Were In 2001 . . .

Recognized market in transition
» Understood the need to adapt
* Primary goal: create a foundation

* Approach
— People
— Community involvement
— Educational/informational

People

* Role of Human Resources
— Started in 2001
* Goal
— Reflect the community
* Outcome
— Bilingual capability
— All offices and all departments
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Community Outreach

» Seek new types of opportunities

» “Stretch” where you look

— Communities we may not have
considered in prior years

— Organizations serving minorities

» Ask for input from Staff

Making Connections

* Seek out community “influencers”

— These are often someone other than traditional
business and political leaders

— More likely are community organizers

— Often found in church and social organizations
» Make a personal commitment

— YOU are the credit union!

— Get involved
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Obstacles

Credibility
Outreach begins with giving
— Reciprocity cannot be an expectation
— That's difficult for some people to grasp
» Creating a sense of urgency
— Missing from our goals: TIMELINE
— Suggest you create one!
» Keeping perspective
— “This is a marathon, not a sprint”
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Phase 2 —
“Let There Be Light*

Planning
GAP Analysis
Management & Staff Involvement




Planning

» Hired consultant (2006)

» Worked with Senior Management to create
consensus and commitment “at the top”

» Listened, listened, listened
— Natural similarities
— Cultural differences

+ Acted on recommendations

GAP Analysis

» Compare Consultant’'s recommendations to
Consumers Credit Union’s level of “readiness”
* Local research
— How are Latinos served and what are their needs?
— Other local Fls
— Other businesses (e.g., supermarkets)
» National research
— How are other CUs serving this market?
e Goal
— Identify “gaps” we needed to fill
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Management & Staff Involvement

* President’s Council

e Communication

— Keep employees “in the loop”

— Create sense of openness and inclusion
* Equipo Prosperidad

— “Orientation” program

— “Commitment” agreements

]
Putting The Plan To Work

* Education
— Show & Tell: “Advertorials”
e Community outreach
— Make a commitment
— Demonstrate sincerity
» Earn credibility and respect
— Recognition and awards will follow
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Phase 3 —
“Changing the

Culture”

Staff and Board
Non-Latino Members
Patients & Persistence

Products
e Matricula « Citizenship Loans
— Started in 2003 — Adopted October 1, 2008
e ITIN e Low-dollar signature
— DFl approval in early (“payday”) loans
2008 to make loans — Under consideration
— Exploring becoming an * ACH Network

“Acceptance Agent” to
issue ITINs/accept for
deposit accounts

— Cross-border to Mexico and
Canada approved




Process

» Re-think everything, with emphasis on
— Membership qualifications
— How we look at credit

e Timing
— Now underway; will evolve over time

» Still needed
— Become comfortable with process changes
— Evaluate “experience”

More “Ps:” Patience & Persistence!

* It won’t happen overnight

* You WILL be challenged
— Members
— Staff (current and retired)
— Management
— Board

* Keep focused on your “end-game”
— Reflecting the credit union spirit
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Why Bother?

* Opportunity
— Fastest growing demographic in market
» Political
— Banker attacks
— Examples: Tax-exempt status, CRA, etc.
* It's the right thing to do!
— Credit union philosophy of “people helping people”
— Serving our field of Membership” is what we’re all about!

Managing Differences

» Diversity = differences
— This is how we grow

» Family = differences
— CU is like a family, isn't it?

» Keep the differences “in the family”
— We'll never please “everyone”
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Phase 4 —
“Where Do We
Grow Frorn rlere?”

Long Term Goals

» Grow Members

Meet needs of all Members

— Consistently in all channels

— With bilingual capability

* Meet needs of Latino community

— Effectively and efficiently

— Same as for other credit union Members

Develop better metrics

— We have purchased data append to track account activity
— Not perfect — but OK for tracking trends




]
Adapt and Grow

e Observe

e Listen

e Learn

* Adjust

« Take action

Example: Citizenship Loans

* Prior to July 10, 2008: never thought of ‘em

* Proposed to Credit Committee and BOD in August

» Negotiated arrangement with “partner” in September
» Started the program on October 1, 2008

* Reminder: the ability to respond to opportunities and
act quickly is one of our best competitive advantages
as credit unions. It has been, it is now and it always
must be an integral part of our DNA!
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In Surnrmaeation . ..

Are you serjous?

Miscellaneous Issues

e Immigration

— “Legals” vs. “lllegals”

— 287-G
* Issue is cyclical

— Same as early 1900s and 1960s
 It's all about perspective!

— Don't ever lose sight of your end-game
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Key Points

» Start with recruiting and hiring

* Getinvolved with the community

» Focus on education

» Prepare for change

« Overcome objections and “nay-sayers”
e “Justdoit!”
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Contact Information

John H. (Hal) Coxon
Consumers Credit Union
2626 N. IL HWY 83

Round Lake Beach, IL 60073
847.265.5530; 224.234.1853
halc@myconsumers.org
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