











By Kim Sponem, President/CEO,
Great Wisconsin Credit Union

Great Wisconsin Credit Union, Madison,
Wisconsin—$397 Million in Assets

The Design Concepts study gave us information about our members
and other credit unions’ members that we never had before. The staff
at our branches hear bits and pieces from members every day and
probably collectively have the information presented in this research,
but that doesn’t filter to a comprehensive look at members. The
several hours of interviews gave us a deep dive into how credit union
members think about their credit union, their finances, and their
financial past and future. It also gave us a deeper understanding of
the way credit union members manage their finances. This is the type
of information we were missing when gathering information using
written surveys.

Another interesting twist was learning how our members view our
credit union compared to how they would like to see our credit
union. The staff was also interviewed to compare against member
perceptions. The research also presented a new segmentation strategy
that was based on life stages and life changes rather than age and
income. We discussed this segmentation strategy at length to deter-
mine which segments we serve well and which we don't do as well
on. It was clear from the interviews which members fell into which
segment.

After obtaining these insights, we thought it was important to share
them with everyone. The written study and the video interview clips
were shown to all of our staff at a staft meeting and to our board of

directors and management team during our fall planning sessions.

The management team took the themes we heard from our members,
the new segmentation scheme, our existing segmentation system, our
member surveys, the work done from the book Good to Great, and
exercises we did from Blue Ocean Strategy to create a new direction,
target market, and corresponding strategy for our credit union.

Without this study we could not be proceeding as confidently as we
are with our new direction for our credit union. For us, it is not just
about changing a product or adding a product; it is about chang-
ing direction and fundamentally differentiating ourselves in the
marketplace.
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Appendix 3

Interview Protocols

Over the course of this study we interviewed approximately 40 credit
union members and an equal number of credit union employees. The
following is a summary of the interview protocols researchers utilized.

Protocols for In-Home Interviews of
Credit Union Members

How long have you lived here?

Do you rent/own?

Do you belong to a community?

What groups are involved in your community?
Does that matter to you?

Does supporting “local” business matter to you?

You and Your Finances

Can you tell me about your financial life?

Describe it.

Thinking back . . . How did you manage money before—and how has it changed over time?
Were there big transitions or changes?

What are your first memories of money?

Routines

Who does bills? What is the routine? Show me.

What other routines do you have around money?

Does someone take responsibility for managing the money?

How well do you communicate about money with others in the household?

Budget

Do you have one?

How would you describe it?
Do you follow it?

How do you keep track?

Let’s list out your accounts.
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Short Term

How does money come in and out of your daily life?

How do you keep track of what you've got and what you spend?
How often do you check in on what is going on?

How did you come up with the way you do things?

When did you start doing it this way?

What works for you? What doesn’t?

Do you go back to your budget and check?

Do you know at the end of the month how you did?

If you find yourself over your budget, what happens?

Does anyone help keep your family on a budget?

Long Term

What are your financial milestones?

Do you have different goals for short and long term?
How are you trying to reach them?

What do you wish you were doing for the long term?
Do you have any financial worries?

What is an investment?

Do you have any?

Is your home an investment?

Do you track what is going on? How?

Debt—what is good debt?

Bad debt?

How well are you doing?

How do you get out of debt, and how do you stay out?
If your financial life could speak, what would it say?
Savings—what’s it for?

What'’s enough?

What makes you comfortable?

How do you know what the correct amount is?

Describe your parents’ approach to finances.

Credit Union and Banks
What is a credit union?
What do you expect to find there?

What do you know about your credit union?
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Who are they?

What do they stand for?

Are they involved in your area? Is that important?
Choose three words to describe a credit union.

What is a bank?

What do you expect to find there?

Choose three words to describe a bank.

What do you think about your credit union?

What would you change?

What should a credit union offer? What shouldn’t it offer?
If your credit union were a car, what kind would it be? What kind should it be?
Who needs help from credit unions?

Do you go to a branch? Why or why not?

Did you ever need to talk to someone?

How did you find them?

Did you look for help online, at a branch, or at an ATM?

Wallet

What are you a member of?

Let’s see your wallet. What do you have?
Why did you choose each card?

When do you use it?

What is the cutoff for cash/ATM/credit?

Life Situations
Describe a challenging life event.
Who helped you?
What do you wish you had to help you?
Examples:
Baby
College
lliness
Accident
Taxes

Moving
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Favorites

What is your favorite thing and why?

What is the best service experience you have had?

What are your favorite Web sites?

What are things you check on regularly? How do you check on them?

What are you passionate about?
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Protocols for In-Credit-Union
Interviews of Credit Union Employees

Working at a Credit Union

How long have you worked at credit unions?

How long have you worked here?

Have you ever worked at a bank?

Why do people work at this credit union?

What is the credit union’s mission?

What is your role in helping this credit union achieve its mission?
What are this position’s opportunities for advancement?

What should be the entry-level position at this credit union?

Defining a Credit Union
What are three words you would use to describe credit unions?
What are three words to describe your credit union?

What are three words to describe banks?

Your Credit Union

What company or organization would you compare your credit union to?
Which company or organization do you wish you could compare it to?

If this credit union were a car, what kind would it be? Why?

What kind of car should it be?

Do you feel your credit union is focused on building relationships or selling the product of the

month?
What type of people do you think your credit union serves best?
What type of group does your credit union target?
If you were president of this credit union, what would you stop doing today?
If you were in charge of planning, what would you do to get new members?

Do you have accounts at this credit union?

Members

Who is your typical credit union member?

Who should be your typical credit union member?
What does membership mean to your members?

Does your credit union react to the needs of all members or is it targeted to a specific group?
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