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NACUC 2021 Chair’s Roundtable Forum
DISCUSSION GUIDES
As a participant of the Roundtable Forum, these Discussion Guides are essential to helping you prepare for the exchange of information and strategies that takes place during the sessions.  Please follow the instructions below to complete the guides:

1. Read the background for the five rountdtable discussion topics

2. Answer the questions that follow each guide in this document (space has been provided to type in your answers)

3. Email a copy of your answers to nacuc@nacuc.org by Friday, September 24 to be shared with other attendees electronically
4. Print out and make 10 copies of each set of answers to distribute during your roundtable groups ONLY IF you have substantive information to share.
NOTE: If attending with others from your credit union you can prepare one set of answers. However, each of you should plan to bring your own set of 10 copies to distribute since you will be in different roundtable sessions.
Questions: E-mail celeste@nacuc.org or call (888) 987-4247
Discussion Guide: Roundtable 1

“Best Practices for Establishing Liquidity Goals in a Volatile Market”
The Federal Financial Institutions Examination Council (FFIEC), working in accordance with NCUA, issued guidance for all financial institutions on funding and liquidity risk management. The guidance, which is by asset size, describes sound practices to manage funding and liquidity risk and strengthens overall liquidity risk management.

To have a meaningful discussion on this subject requires a board to have a solid definition of liquidity.  Such definitions are wide-ranging, but all include language such as “…the ease with which an asset or security can be converted to meet the demand for funds from both depositors and borrowers…”  The definition should serve as the basis for your credit union’s liquidity policy.  The policy does not need to be elaborate, but must cover certain basic elements that are fundamental to all depository institutions, including all of the following elements: Purpose and goals of liquidity management, Thresholds or limits for liquidity measures and reporting requirements, Primary and secondary sources of liquidity, Tools for liquidity risk management, and Periodic review and revisions, as needed.

It is a part of the board’s fiduciary responsibility to ensure that reasonable liquidity goals are established and maintained for your credit union. As a reference, NCUA expects each federally insured credit union to manage liquidity risk using processes and systems that are commensurate with their own credit union’s complexity, risk profile, and scope of operations. This has been a particular challenge in the volatile market of the past few years.  To help manage the process most credit unions have developed a computation formula that highlights areas of concern.
CLICK HERE to answer Roundtable #1 questions
Discussion Guide: Roundtable 2
“Remote Employee Policies to Safeguard Member Data and
Deliver High-Quality Service”

Traditional workplace policies are designed to protect the interests of both the credit union and its members while employees are engaged at the workplace. Due to the results of COVID, the new mantra is having policies that focus around remote work and protecting confidentiality of all transactions. 

There are many potential issues and considerations to take into account when crafting remote policies as the home environment of every employee is different and different precautions at each residence must be taken to assure compliance with general policy rules and provisions. Key contents must include documented procedures outlining the steps needed to be taken to assure security of member data while providing seamless and quality customer service. 

Additional steps that may be required to assure compliance may include the installation of remote fire walls and providing credit union-owned hardware and software. For some positions, confidentially-assured remote workstations must be available at the remote site and some physical modifications may have to be made at the remote site to assure compliance as well as physical sign-offs by the employee assuring continued compliance with remote policies.


CLICK HERE to answer Roundtable #2 questions

Discussion Guide: Roundtable 3
"Lessons Learned to Prepare for the Post-Pandemic Economy"
The COVID-19 pandemic was a complex and devastating shock to the global economy.  The virus spread around the world and our reaction to combat the pandemic shut down large portions of the economy.  The pandemic roiled the stock markets, upended oil and other commodity markets, created mass unemployment, disrupted trade, resulted in shortages of food and medical supplies, and threatened the solvency of businesses and governments around the world, according to a report prepared by the Congressional Research Service.

The public health, economic and social challenges prompted by the pandemic may require some level of strategic reassessment and possible reset for credit unions.  Today, many credit unions have begun to implement operational transformations that were required as a result of the pandemic.  Many credit unions created new, immediate changes: Rapidly transitioning to remote work, serving members with reduced branch availability, reallocating branch staff to address increased call center traffic while supporting members in financial distress through deferments, emergency lending and more creative, tailored arrangements.
Credit unions across the United States answered that call, and by relying on their strengths, they were able to keep their focus on the members. Demonstrating a remarkable ability to stay flexible and nimble, credit unions put their communication skills, policies and disaster plans to the test. Being agile and making on-the-fly changes to core operating principles and processes allowed credit unions to succeed, and even grow.
Now that most of America’s credit unions are getting back to business, it is a great time to discuss lessons learned.  Consider the following questions for discussion.
CLICK HERE to answer Roundtable #3 questions
Discussion Guide: Roundtable 4

"Branch Reimagined: How COVID-19 Shaped Credit Union

Branches of the Future"
The pandemic provided a testbed for new methodologies to utilize at branch locations in providing service to members under the most unique of conditions.  At the same time CDC measures required staff members be “protected” from the virus as best possible while continuing to provide critical services.  As a result of actions required to continue operations, credit unions were shaping the branches of the future.  

The lessons learned from the past year will impact future branch design as well as staffing models. It became clear early on that the ability to pivot from human contact to use of remote technologies is key to continued operations.  Flexibility in adapting to remote work and a trained hybrid workforce are key factors to consider.  The role of branch personnel should be fluid. Future branches may be better suited to have “universal agents” that can function as teller, new account clerk, call center representative, and loan processor.  This requires training and experience to master these skills, but it will optimize staffing models in the long run.  Imagine having a branch workforce structure regardless of whether operating at the branch, remotely from home, or virtually, being able to service the member with a single contact.

The pandemic in many instances forced members to use technology that has been available yet not taken advantage of.  It advanced the demographic shift to mobile banking by several years. Even as we have returned to some normalcy (at least in the short term) in person branch visits will decline over time.  It is beneficial for all branch representatives to have video conferencing capabilities and access to Microsoft Teams or similar apps to transact with members.  As we look into the future and tech usage increases by savvy members the need for brick and mortar branches will decline and the use of online and mobile remote technologies will expand.   

The pandemic challenged credit unions financially, operationally and culturally.  Perhaps the greatest challenge was in establishing and maintaining a workforce capable of providing critical financial services while meeting CDC requirements.  It identified weaknesses in the availability of skill sets needed for sustained operations as more employees were impacted by COVID.
CLICK HERE to answer Roundtable #4 questions

Discussion Guide: Roundtable 5

"High-Performing Board Strategies to Attract, Train and

Engage New Directors"
It is a constant challenge for today’s credit union boards to attract, train and keep board members. Increasing regulations, fiscal responsibility, and the time commitment that’s required make it difficult to attract and retain board members.  Recruiting younger people to participate is another challenge today’s board are facing.  To address these challenges, more boards are implementing associate director or advisory board positions in order to establish a pool of potential board members that are well-qualified and prepared for the responsibilities of serving.
Training of new board members can be hit-or-miss for some credit unions.  Some have precise training programs while others have a program but do not implement it and still others may rely solely on workshops and conferences to train board members.  Having a comprehensive training program can make the difference between a low-functioning board and a high-performing board.  To create a high-performing board, the credit union needs to proactively establish a robust training program that encompasses every aspect of the board’s role in the credit union, as well as to provide the board with resources to implement the program.  And to keep new board members engaged, it’s important that they receive adequate training from the outset.  Board training is not a one-time event, but an ongoing process that should be reviewed and updated to keep pace with the ever-changing environment.  
CLICK HERE to answer Roundtable #5 questions

Roundtable 1
Best Practices for Establishing Liquidity Goals in a Volatile Market
	Participants Name(s):

	Credit Union:
	City/State:


Has your credit union developed a liquidity policy?  If so, outline what areas the policy covers (i.e. definition, purpose and goals, sources of liquidity, methods of risk management, reporting requirements)? What does your board do to be versed in the complexity of liquidity issues?
[Insert your answer here]
Does your credit union's policy clearly state the different roles of the board and senior management in regards to liquidity?
[Insert your answer here]
Does your board receive regular liquidity reports?  If so, what risk areas do the reports cover?  What elements are included (i.e. forecasting and stress testing)?  Do they include senior staff recommendations for corrective action?
[Insert your answer here]
How has the market volatility impacted liquidity at your credit union in the past 3 years?  Have you made adjustment to goals?  How do any revised goals impact safety and soundness?
[Insert your answer here]
Roundtable 2

Remote Employee Policies to Safeguard Member Data & Deliver High-Quality Service
	Participants Name(s):

	Credit Union:
	City/State:



What steps has your credit union taken to assure member data is secure while employees are working remotely?
[Insert your answer here]
How does your credit union verify that employees are complying with the policies outlined regarding remote working?
[Insert your answer here]
How do you measure employee performance and member satisfaction for remote employees?
[Insert your answer here]
Roundtable 3

Lessons Learned to Prepare for the Post-Pandemic Economy
	Participants Name(s):

	Credit Union:
	City/State:


What specific policies and procedures did your board update or add in response to the COVID-19 pandemic?
[Insert your answer here]
Have your lending or other policies changed to address the economic impact of the pandemic on members’ lives and to ensure their ongoing access to credit and other financial services?
[Insert your answer here]
What financial impact has the pandemic had on your credit union’s operations and human resources, including CEO goals tied to compensation and benefits, shifts in staffing, remote workforce accommodations, investments in new technology, etc.?

[Insert your answer here]
Describe the ways your board has had to adapt to remote meetings including monthly board meetings, annual membership meetings and board elections?
[Insert your answer here]

Roundtable 4

Branch Reimagined: How COVID-19 Shaped Credit Union Branches of the Future
	Participants Name(s):

	Credit Union:
	City/State:


As a result of the pandemic have you revisited your branch training process to identify any skill set weaknesses or communication shortfalls?  If so, what were they and how did you address for the future?
[Insert your answer here]
The pandemic illustrated the necessity of having online and mobile technologies.  Have you revisited your perception of the need/sizing of brick and mortar branches?  If so, are you considering virtual tellers/Interactive Teller Machines?
[Insert your answer here]
Because of the pandemic restrictions and limitations on direct physical contact, have you established a work from home/remote schedule/program?  If so, please describe your operations and whether it is temporary or if you are continuing the program, and pros and cons.
[Insert your answer here]
Roundtable 5

High-Performing Board Strategies to Attract, Train and Engage New Directors
	Participants Name(s):

	Credit Union:
	City/State:


Outline the board recruitment process of your credit union including the application, interview procedure (if used) and the selection procedure.

[Insert your answer here]
Does your board have an associate director or advisory board program? If so, how is it structured? Has the program been successful for board recruitment?  What, if anything, have you had to change or adjust?

[Insert your answer here]
Describe your training program for new board members.  If you do not have a formal program, describe the training that’s available to them.
[Insert your answer here]
Have you implemented any specific measures to increase engagement and retention of newer directors?  If so, please elaborate.
[Insert your answer here]
