STRATEGIC PROCESS MANAGEMENT

What Makes a Credit Union a Steward of the Community?

Stewardship is assumed. Very few can prove it.
Part 2 of a 3 Part Discussion

Day of Discovery # 37

Visit: www.StrategicProcessManagement.com/Contact
to request your complimentary strategic planning guide.
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http://www.strategicprocessmanagement.com/Contact

Most credit unions deeply

believe they are stewards.

It is described in mission
statements, reinforced in
marketing, and assumed

In leadership discussions.
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Thatgapis
the strategic H

opportunity.

Very few can answer:

Are our members
measurably better off
because of us?

Can we prove that
improvement over time?

Is our entire organization
aligned to deliver it?

Bl L5 R llTllIllllllllll llllllllllllllll Illlllll

.

llllllllll

L1l

Copyright Strategic Process Management, LLC 2026



The Risk of the Unmeasured
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...The market will , ‘
not recognize it. /)

The institution defaults to competing
purely on rate and convenience.
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You are forced to play the numbers game—an arena

where trust is replaced by temporary pricing.
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The Strategic Shift
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Stewardship must move from a
message to a measurable outcome.
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Defining the True Market Steward

STRATEGIC PROCESS MANAGEMENT

Improves member

financial trajectories.
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Recognition is a Behavioral Signal

If stewardship
isn't recognized
by the market, it

isn't functioning as
stewardship.
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'Members start with you.
(High application rates vs. inquiry rates).
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without being asked).

Referenced in community decisions.
1 (Realtors and employers recommend you -
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Relationships deepen organically.

1 (Products per member increase without

heavy promotional dependency).
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Reduced rate sensitivity.

1 (Members choose you because they trust
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the outcome, even if slightly higher priced).
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Stewardship is Felt in Moments, Not Messages

| appreciate.)

Strata 1

30

Guidance: They helped me make a better decision.
(Structuring correctly, preventing overextension)

! | Strata 2 - '
g | Progress: They made something possible. | 8
: (First home, debt recovery, starting over) il o
g d r: : ] % & &
i Strata 3 |
2 , Coordination: They were consistent everywhere. . Z
i (Branch, call center, and digital all aligned) ] aer
f== - —- F—r
Strata 4 " // ,,,,,,
8 Reliability: They were there when it mattered. % —
(Hardship moments, time-sensitive needs) | VA _
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The Measurement Gap

Proxies do not answer: “Are our members better off because of us?”

The lllusion (Proxies) The Reality (Proof)

Net Promoter Score (NPS) @ ll% Member Financial Progression

@Q Outcome Quality
9

Product Penetration % [g’\\ Trust Behaviors & Retention

Satisfaction Scores i ray

Loan Volume Lﬁ/ﬂﬂ 'Q’) Relationship Depth with Purpose
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Introducing the Stewardship Index
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Core Concept: A single composite score (0-100) that definitively answers: “To what extent is this
credit union measurably improving member outcomes and being recognized as a steward in its market?”
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The Five Pillars of Proof

Progress

Measures actual
improvement in
member condition
(% improving credit
scores, reducing
high-interest debt,
progressing to asset
ownership).

| Member Financial |

|
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Outcome
Quality

Measures quality of
decisions, not volume
(Loan performance
vs. risk tier, debt-
to-income
improvement post-
loan).

Trust &
Behavior

Measures member
reliance (First-call
rate vs. external
search, retention after
issue, referral rate
without incentive).

Market
Position

Measures external
recognition (Employer
partnerships,
Realtor/advisor
referrals, segment
dominance).

Relationship
Depth

STRATEGIC PROCESS MANAGEMENT

Measures aligned
relationship growth
(% members with
multi-product
alignment, deposit +
loan pairing
ratios).
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= // 74 (|| compounding year

over year.

~
—~ /_/"
ey -

Strong measurement
| sysiem in place; visibly
recognized in the
local market.

Some measurable
. outcomes exist, but
T4 lack enterprise-wide
| alignment.

Y Stewardship exists,
ey ~ & but is not consistent,
- — SIS governed, or
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The Missing Enterprise System

Stewardship is already
happening inside your
your institution.
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' However, today it operate
' - Occasional

- Inconsistent
- Department-dependent
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eated as a cultural trait, not governed ¢
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Dynamic Strategic g = |
NG | Strategy Phase |
Governance \ SN / " Every initiative must 9
o ¥ | explicitly tie to a
(DSG) : # i = 1/ | | Stewardship Index \
% A / = ;metrlc. |

| (Governance 1 SrS
' Phase

' Resuits are tracked
and governed
quarterly. V7

unbreakable link between
strategy, execution, and

.' | measurable s'tewardship._J '

- N S | Expected movement
g  is defined (e.g., +5%
credit

improvement in -
segment).

Execution Phase

R ' Departments are
N L | aligned entirely ,
/\\\ . around these specific

KO outcomes. —
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The Compounding Result

F

o Stewardship becomes
visible to leadership.

e Measurable and

—

governable by the board.

* Recognized independently

by the market.

e Valued fundamentally by

he members.
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Governed Stewardship
via DSG

" The Numbers Game
(Competing on Rate) |
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Value compounds year over year, creating an unfair advantage that cannot be replicated through marketing.
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SPM

STRATEGIC PROCESS MANAGEMENT

Stewardship is not what you intend.

It's what you can measure, govern,
and prove over fime.
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Strategic Process Management (SPM) implements
Dynamic Strategic Governance ™ (DSG)
as an institutional operating discipline.

STRATEGIC PROCESS MANAGEMENT

If your board and C-Level Team are serious about governing strategy
— not just approving it —
It's time to elevate the model!

Request a Strategic Governance Briefing: Info@SPM.Consulting

™

ProStrategy.ai ™

@
PI‘OSt rCItng.CII The enabling platform for Dynamic Strategic Governance ™

Al POWERED STRATEGIC INTELLIGENCE

v Enterprise-to-department alignment.
Prostrategy.al LS. Patent Pending «/ Governed ideation and sequencing.
v Metric-guided pacing.

v Continuous strategic clarity.

SPM defines the discipline. DSG™ s the model. ProStrategy.ai™ enables the system.
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