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Online and Mobile Banking: Moving from Legacy Channels to Self-Service Options

Online and mobile delivery channels have become crucial in meeting members' expectations, which are driv-
en by emerging technology advancements they see in every aspect of their lives. At the same time, this
demand must be balanced with credit unions' budgets. Without unlimited funds, credit unions must choose
carefully which technologies they embrace and incorporate into their planning. 

Consumers have grown to expect the ease and convenience of mobile devices from their primary financial
institution. It is difficult today to find an individual without one or even multiple mobile devices within arm's
reach at any given time. With the constant connectivity afforded by mobile devices from virtually any location,
members now want the ability to conduct virtually any financial transaction at any place and time of their
choosing. 

At IMM, the demand for diverse channels among our credit union client base has been growing. Therefore, we
have remained focused on delivering eSignature and document presentment solutions across all channels,
making it possible for credit unions to provide members with more options. With our TotaleAtlas solution, cred-
it union members can easily and securely view and sign documents electronically either in-person or remote-
ly via the Web - whichever method is most convenient. 

Offering this level of member flexibility and convenience is essential to ensuring ongoing satisfaction. A recent
TotaleAtlas advancement allows credit unions to place member-facing forms, such as loan payment deferral
(skip-a-pay) requests, stop payment requests and change of member information forms on the CU's website

or home banking site. Now, members have on-demand access to remotely complete,
electronically sign and submit these forms.

At IMM, we believe the role of mobile devices will continue to grow for both consumers
and businesses. As of June 2012, 75 million U.S. consumers used tablet devices
according to research firm Frank N. Magid Associates, a number it expects to reach 120
million, or 47 percent of the Internet population, by the end of 2013. Based on these sta-
tistics, credit unions must provide mobile-oriented solutions to maintain their current
member base and successfully engage the increasingly important Gen-Y market.
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John A. Levy is the executive vice president of Integrated Media Management® (IMM), a com-
pany specializing in paperless technologies that improve a financial institution's transaction
process by automating the space between its core host system and imaging backend, including
digitized signatures in-branch or remotely. His core responsibilities at IMM encompass oversee-
ing the day-to-day operations of the sales, support, development, quality assurance and design
teams. Levy's vision for IMM is to continue to be the leader in delivering quality software to the
financial industry that increases productivity and reduces operating costs by streamlining the
typically paper-centric financial institution output processes. Teamwork, excellent service and
the development of a strong infrastructure are the foundation of Levy's daily operating style.
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Progressive credit unions have already deployed tablets in-branch to improve service and better appeal to more
tech-savvy members. IMM's TotaleAtlas leverages the power and flexibility of the iPad as another portable signa-
ture device that can be used in-branch and shared among credit union employees. At the same time, credit unions
continue exploring new ways to use tablets to enhance general business operations and communication, such as
viewing and working with board reports.

When it comes to new devices, Apple's rumored iWatch might be an indication of what could lie on the horizon;
however, it is difficult to clearly define the limitless possibilities that will be available for members to use to shop,
communicate and bank in the future. Regardless of what new technology is developed, providing true convenience
today means delivering flexible transaction channels that are compatible with any smartphone, tablet or PC device
- or any other gadget that emerges. IMM has embraced this philosophy in the design and development of our
eSignature solutions.

Consumers are already used to interacting with other businesses digitally, and therefore a precedent for online and
mobile banking has been established. This expectation was pioneered by some of the industry's largest financial
institutions. And, Internet service vendors continue to promote the speed and convenience of online access to sup-
port the widespread availability of business services. Based on the ground swell of consumer demand, we suggest
that, "if you build it - they will come." Essentially, by offering these services and capabilities, members will rapidly
adopt and appreciate these channels. 

Implementing self-service, mobile channels allows credit unions to meet member expectations and effectively com-
pete with larger institutions. If these channels are not available, members could look to other institutions that do
provide these options. The appeal of a local, trusted credit union remains for many members; however, additional,
convenient online and mobile touch points are now equally as important. 

IMM believes that credit unions are well served by embracing mobile, self-service solutions
that already have a track record for successfully attracting members and building loyalty.
These solutions will continue to be important for credit unions to remain competitive - wait-
ing too long to implement these banking options will let other financial institutions surpass
them and take their members along. Growth always requires credit unions to stay relevant
- and today, this means addressing consumer expectations with new channels that give
them the choices they demand and can adapt to the future's inevitable technology advance-
ments. Credit unions' future success relies on their ability to adapt just as quickly as both
members' preferences and the changing technology around us. 
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