
Personalized Service
The crown jewel of credit union 

membership is the benefit 

of the Synergent partnership



INTRODUCTION

As an organization owned by credit unions, and serving only credit unions, Synergent understands 

credit union goals, needs and the mission of member service. Every Synergent employee is a team 

player who advocates for their credit union partners each day.  From the initial discovery visit, to the 

conversion process, to the continued relationship, the commitment to service is evident throughout 

the organization. This white paper looks at how Merrimack Valley Federal Credit Union uses 

several Synergent divisions to provide superior member service while discovering operational efficiencies.

DIFFERENTIATION THROUGH ENGAGEMENT

Credit unions on the industry-leading Symitar Episys® core processing platform through 

Synergent’s service bureau can expect constant contact with the organization. Each year, 

Synergent’s Senior Leadership Team conducts dialogue visits at each of our credit union partners 

to assess service. Visits by the credit union’s Account Relationship Management (ARM) Team are 

also periodically conducted to ensure all needs are being met. Quarterly user surveys are 

distributed, and show a 99% satisfaction rate from users over the past nine years.   

To ensure that credit unions are taking advantage of all Episys has to offer, System Utilization 

Reviews are performed by a member of the credit union’s Account Relationship Management Team 

after the credit union has had experience using the platform. A Technology Workshop is held 

annually to introduce new products, services, and third party vendors, and a Technology Services 

Users Committee consisting of credit union representatives works to help determine what products 

credit unions are looking for, and help determine direction for the division.

SERVICE FROM THE START

With Synergent, the solution is tailored to the credit union—not the other way around. Therefore, 

when a credit union is considering the Symitar Episys core processing platform, Synergent 

conducts a comprehensive discovery process, in which we survey the credit union on their needs 

for solutions. The focus is not on sales, but on helping credit unions meet their member service 

goals and credit union growth objectives. 

Nick Chasse, Director of Sales Support, and Fred Barber, Account Executive for Synergent, work to 

ensure that credit unions are able to share their needs and understand available solutions through-

out the process. “Our goals over the course of the visit are to learn as much about the credit union 

as possible, ensuring the core demonstration will be tailored to meet the individual needs of each 

credit union, and to learn about additional products and vendor relationships that each credit union 

has. Our number one goal in providing a new core system is to deliver as many efficiencies as 

possible. Establishing integration to third-party vendor products and services is one great example 

of how we do this through the Episys core system. It makes day-to-day tasks more efficient by 

cutting back on duplication of data entry.” 



THE PHONE CALL THAT STARTED IT ALL

When Merrimack Valley FCU’s core system went down in 2010, they discovered it would be two 

days before a boot tape could be sent to get their system up and running—too long to go 

without this important component of member service. One call to Synergent provided a 

solution that was a foundation for a lasting partnership.   

THE VALUE OF PARTNERSHIP

Merrimack Valley FCU is a true example of how Synergent’s engagement benefits all areas 

of a credit union. While the credit union had utilized the Episys platform in house for more 

than 10 years prior to moving to Synergent, they experienced numerous new efficiencies as a 

result of the partnership. Peter Matthews, President and CEO of Merrimack Valley FCU, said 

their goals for better service were realized as soon as they contacted Synergent. “We were 

seeking more timely and customized service. We have great software and customized 

service now with Synergent—the best of both worlds.”

“We called Synergent and told them of our predicament. Without hesitation, 

and without us being a client of theirs, Synergent drove the two hours down 

from Maine. Our system was up shortly thereafter.”

                           ~Don Croteau, Vice President of Finance, Merrimack Valley FCU
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MAKING A STATEMENT!

Following Merrimack Valley FCU’s implementation of Synergent Technology Services, 

they experienced efficiencies from the synergy of both Technology Services and 

Direct Marketing Services through the organization’s statement processing offering. 

Today, the credit union continues to work with Synergent to enhance this important 

member service with marketing graphics and messaging.



CORE PROCESSING: BUILDING EFFICIENCIES

In addition to the experience that comes with having converted more than 50 credit unions to 

the Episys platform since 2004, Synergent provides an open environment that allows for easy and 

thorough integration of desired third-party solutions and services, and experienced staff that can 

make solutions fit your credit union. This is one reason that while the core platform itself did not 

change, as Merrimack Valley FCU remained on Episys, they experienced many changes in how the 

platform was utilized as they made the transition to a service bureau environment.  

These efficiencies began with extensive training, raising the staff skill level. Every single credit union 

employee received hands-on training, and learned many new things about their core, from tricks 

and tips to better utilize all Episys has to offer. 

The many automations provided by Synergent allowed the credit union to save time and resources, 

and truly see the value of the service bureau.  These efficiencies include automatic posting/reversal 

of loan interest and accrued income, report automation, automated file movement and file refresh, 

IRS distribution records, and batch posting automation.

Synergent goes beyond implementation to truly ensure that Merrimack Valley FCU’s operations are 

running as smoothly and effectively as possible.  For example, when Synergent identified errors with 

the credit union’s current credit bureau reports during a discovery visit, they corrected the issues 

and upgraded them to the latest credit bureau reporting with all bureaus.

Synergent’s strong and extensive collection of SymForms also greatly benefited the credit union.  

Not only did Synergent provide their standard Symform package, but also enhanced and corrected 

current forms. This allowed for a more professional image to be presented to members through an 

enhanced teller transaction receipt, share certificate agreements, collection letters and more.  

Merrimack Valley FCU’s professional image was also enhanced through their new online banking 

platform.  Logon messages and the ability to broadcast member messages through this platform 

introduced a new and convenient way to communicate with members. The addition of eAlerts also 

improved communication between members and the credit union. The ability to alert members 

when an account had been used had value not only for the member, but for the credit union as well, 

as the credit union had experienced situations where such functionality could help to detect fraud.

Also unique to Synergent users are PowerOns—programming that enables staff to meet 

members’ needs and inquiries faster and more efficiently through reports and screenshots, 

without having to exit out of their core processing platform.  PowerOns used by Merrimack Valley 

FCU include Mini Statements, Date Utilities, Share and Loan List, Social Security Number Profile, 

Certificate Summary, and Share and Loan Type Summary.



WHAT MAKES IT WORK

Synergent streamlines efficiencies as an extension of credit union staff 
A conversation with Kim Turner, Account Relationship Manager for Merrimack Valley FCU

Synergent’s engagement with the credit union resulted in both finding the best 

solutions for the credit union, and satisfying their need for better service. In Kim’s 

words, here are some of the key differentiators experienced by Merrimack Valley FCU.

Core Engagement 

“The approach that Synergent used before, during and after their migration was 

different from their experience with other vendors because we definitely took a hands-

on approach. We engaged with them as soon as we could to identify 

products that they currently had, enabling us to offer products—such as reports, 

member-friendly SymForms and even automation that they didn’t have—at little or no 

cost to the credit union, resulting in additional layers of efficiency for their staff.” 

Core Experience 

“Our primary goal during the migration process was to make sure that this was as 

seamless to their staff and membership as possible. They were already using Episys, so 

it wasn’t about starting from scratch but rather about what we could do to make their 

job easier. Episys is very robust and there are many ways to do various events— such as 

opening a new account or performing a basic transaction—and we wanted to share our 

knowledge and experiences to enhance their current day-to-day activities.”

Core Developments 

“I personally think that the most notable benefit from the credit union’s migration 

to Synergent is the ease of deploying new products and services, whether it is a 

new Episys software release, a regulatory-related enhancement or a customized 

solution to Merrimack Valley FCU. In addition, Synergent has a close network of credit 

unions, all of which are open to sharing their experiences in working with 

Synergent to deploy new products and services.

Kim Turner 
Account Relationship Manager



FLEXIBILITY BY DESIGN

Synergent’s open environment makes finding the best third-party solutions simple. Merrimack 

Valley FCU saw the benefits of this as they implemented Verafin to successfully manage risk, 

anti-fraud and compliance.

“Verafin has taken our BSA process from a very time-consuming manual process to a much more 

efficient automated process. It has provided us with more details and information than we were 

looking at previously,” Tracy Mermet, AVP of Human Resources and Training for Merrimack Valley 

FCU, said. “It is also allowing us to develop risk ratings and analysis for our membership that we 

would not have been able to do otherwise. It has allowed us to incorporate all the BSA activities 

into the daily work of two employees instead of separating the activities among three different staff 

members who never cross-referenced their information. The implementation was seamless. 

I never had to interact with the technological pieces at all!”

Not only do relationships with vendors such as Verafin make it easy and cost efficient to imple-

ment products, Synergent’s strong relationship with our users makes it possible for credit unions to 

see the product in action before deciding to purchase it. “Merrimack Valley FCU was interested in 

deploying Account Cross-Sell to assist with their sales environment. They wanted to see it live at a 

credit union, and we were able to facilitate a visit at a nearby branch of a credit union that utilized 

the product. This was a great networking opportunity, and it gave Merrimack Valley FCU an idea of 

the possibilities available within this product,” Kim Turner said.    

Since moving to Synergent, Merrimack Valley FCU has had the opportunity to be on the 

other side of sharing the Synergent experience, hosting Synergent’s Technology Open House 

in November 2011. There, credit union representatives were able to see the many efficiencies 

experienced by the credit union first hand.

SUPERIOR SERVICE IN THE ATM/DEBIT CARDS

After experiencing the benefits of Synergent service, Merrimack Valley FCU soon extended 

their relationship with Synergent to their cards program by moving their ATM and debit card 

processing to Synergent’s Card Services department. “We conducted a discovery meeting during 

which we learned as much about their existing card program as we could and shared information 

about our card program. One of the components uncovered during this visit was that some of the 

issues they were having with their current program would be eliminated by working with Synergent 

due to the compatibility of Episys and the cards program,” Jean DeStefano, Account Executive 

for Synergent Payment Services, explained. “Overall they were impressed with the depth of our 

ATM/debit card program and knowledge, and since they were familiar with our level of service they 

were enthusiastic about moving their cards program to us.”

Rebekah Higgins, Assistant Vice President for Synergent Card Services, explained that the 

synergy that comes with partnering with Synergent can also be seen in the support provided by 

Card Services staff. “Their positive experience with our Technology Services staff definitely led 

them to move their program,” she said. “In addition to ATM and debit card processing, 

Merrimack Valley FCU now has access to the latest in fraud protection services through Verifin, as 

well as comprehensive compliance assistance.” 

Rebekah Higgins
Assistant Vice President 
Synergent Card Services



Gary Glenn, Senior Vice President for Synergent, said the growth of the organization’s relationship 

with Merrimack Valley FCU is an example of how Synergent streamlines credit union operations 

through its complete solutions offerings. “Each department at Synergent, from Technology Services 

to Payment Services, offers the latest technology paired with superior service.  Merrimack Valley 

FCU benefits from the experience and expertise of each department, as well as from the synergy of 

many solutions working together to bring the best services to the credit union.”  

“There was a lot of manual labor that the staff had to perform that was eliminated once they came 

on board with us due to the automation between Card Services and Episys,” DeStefano added.  

“The compatibility between these two services and having them under one roof with the same 

vendor also adds a level of convenience to the credit union that they can then pass on to their 

members.”

PERSONALIZED DIRECT MARKETING SERVICES, DISTINCTIVE DESIGNS

The credit union also has a long-time relationship with Synergent’s Direct Marketing Services 

department, where Erica Vachon, Direct Marketing Service Representative, collaborates with 

Merrimack Valley FCU Assistant Vice President of Marketing, Jennifer Grenier-Spiecker, on 

marketing materials such as posters and advertisements. “Merrimack Valley FCU has a very well-

established brand, which makes the creative process very streamlined and efficient,” Vachon 

explained. As Grenier-Spiecker effectively serves as a “one woman” marketing department, Vachon 

provides any support that is needed. “When working with Jen, my role is support, facilitation and 

implementation. I also give my input on design when needed or asked. I know she values my 

opinion,” she said. 

“It’s always a pleasure to work with Erica. She’s insightful, thorough and honest. I value and trust 

her opinion and expertise and consider her an extension of the Marketing department,” Jennifer 

Grenier-Spiecker said. “I work with Synergent because of their service, quality, efficiency and price.  

Synergent doesn’t make the mistake of over-promising and under-delivering, which is vital to 

someone who works on deadlines.”

The many ways that Synergent has engaged with Merrimack Valley FCU throughout the 

organization show the strength of the partnership, as well as the credit union’s potential for 

continued growth and efficiency enhancement. “Synergent is truly a synergy of distinct divisions  

working together to provide the best solutions to our credit union users,” John Murphy,  

President/CEO of Synergent, explained. “As Merrimack Valley FCU continues to deepen their 

relationship with Synergent, so will their ability to bring their already exceptional member service 

to an even higher level.” 

40 YEARS OF CREDIT UNION CONNECTIONS 

“Synergent knows credit unions and how to serve them. Our focus is 

therefore on offering a level of sophistication and support that makes for 

a very good solution for credit unions.”

                                                  ~John Murphy, President/CEO, Synergent

Erica Vachon
Direct Marketing 
Service Representative



www.synergentcorp.com

800.341.0180
PO Box 1236, Portland, Maine 04104

SYNERGENT offers solutions and  
services exclusively to credit unions. 
Our delivery is designed to increase 
operational EFFICIENCY, CAPITALIZE 

on credit union growth opportunities, 
ease regulatory compliance, and enable 

the electronic services your members 
are demanding. We are a single 

organization composed of different 
service divisions, all located UNDER 

ONE ROOF, in a state-of-the-art facility 
in Westbrook, Maine.
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