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Customer Success Story

Product: nGen CIM Suite

Industry: Financial Services

Website:
www.coastcapitalsavings.com

Business Profile: Coast Capital
Savings is Canada's second largest
credit union. It serves over 400,000
customers across the Metro
Vancouver and Vancouver Island
regions of British Columbia.

Challenge: Multiple business lines—
including retail banking, commercial
banking, investment, and life
insurance—with separate customer
data made sharing knowledge a
difficult task.

Results:

= Immediate access to diverse
customer data — better
responsiveness and eliminating
manual research

= |ntegrated communication
channels: face-to-face, e-mail,
phone, callback, letters, and
eventually instant messaging

= Enterprise-wide view of
interactions and opportunities

= Enhanced productivity as 75
Contact Center agents assisting
300,000 members

= Automated customer privacy and
regulatory compliance

Canada’s Second Largest Credit Union Excels
at Customer Service to Enhance Profitability
with nGenera Customer Interaction Management

“Our commitment is to deliver an unrivalled customer experience. With
[nGenera CIM], our staff has the right tools to better manage client
relationships and exceed expectations.”

- Terry Kennerly, Assistant Vice President
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The Customer Support Challenge

Coast Capital Savings — Canada’s second largest credit union — recently merged with
three large credit unions. Through two significant business mergers, Coast Capital
Savings has grown to 42 branches, 2,000 employees, and 300,000 members. The nGen
Customer Interaction Management (CIM) Suite makes it easy for privacy and regulatory
management and provides Coast Capital Savings with an aggregate customer view to
assist in delivering seamless customer service. The next step will be to integrate
customer information and banking systems.

The nGenera CIM Solution

The nGen CIM Suite, an integrated and intelligent customer service solution, enables
Coast Capital Savings to create instantaneous reports across major lines of business and
provide enterprise-wide access to customer records, including opportunities or increased
revenues. Additionally, Coast Capital Savings efficiently manages e-mail with nGen
Email, enhancing the ability to provide personalized service. nGen Email automates the
enforcement and auditing of regulatory and customer privacy requirements. Coast
Capital Savings can now leverage customer knowledge across major business lines and
serve customers faster, more accurately, and with greater personalization than ever
before.
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“With the nGen CIM Suite
deployed across our major
business lines, staff have a 360-
degree view of each client,
enabling us to provide a
coordinated team effort to
deliver greater value to our
clients.”

--Terry Kennerly, Assistant
Vice President, Coast Capital
Savings

World Headquarters

3015 - 112th Avenue NE,

Suite 100

Bellevue, WA 98004

Phone: 425.250.4900

Toll free: 888.462.3484

Fax: 425.250.5000

Email: cimsales@ngenera.com

International Headquarters
King George V Place

4, Thames Avenue

Windsor

Berkshire

SL4 1QP

Tel: +44 (0) 870 904 1122
Fax: +44 (0) 870 904 1123

Customers want to be understood. Across different divisions within the credit union,
the nGen CIM Suite recognizes customers and instantly provides up-to-date history.
Previously, each line of business had separate records in legacy systems that required the
monitoring and controlling of paper processes. nGenera helps the service team
remember client needs and preferences across the enterprise while consolidating
customer data on a daily basis. Additionally, upper management can access bank-wide
information at any time through a convenient Web portal.

nGenera CIM Suite automates regulatory auditing and enforcement. The government
has strict regulations about customer data crossing business lines, from banking to
financial planning, without the customer’s written consent. Prior to deploying nGen CIM,
financial planners at Coast Capital Savings had to search across business lines to access
paper files, aggregating customer data in order to see if a customer’s approval had been
obtained. This process took an average of 10-15 minutes per search. nGenera CIM’s
policy-driven data automates regulatory processes, filtering customer approvals and
making them available immediately. Once approval is recorded, financial planners have
access to a full 360-degree view of that customer’s information with a few mouse clicks;
Coast Capital Savings financial planners estimate that having consolidated information
online easily saves half a day per agent each week. Now employees can set a simple
filter to immediately see everyone who has signed for a particular line of business.

nGenera CIM Delivers On-the-Job Training. According to assistant vice president Terry
Kennerley, nGen CIM Professional Services helped to train and extend an inside
development group to carry out future integrations:

“The [nGenera CIM] Professional Services team was exceptional. They performed
initial integration and customization, but didn’t set themselves up in the
consulting game — delivering a black box that we didn’t know how to tune.
There was a great amount of knowledge transfer from [nGenera CIM] engineers
to our staff so that we were able to train our own internal team for further
changes and updates. The collaborative working relationship we’ve built has
been one of the biggest advantages of working with [nGenera CIM] — that kind of
ROl is continuous.”

With a customer interaction management strategy designed to deliver unprecedented
levels of service excellence, Coast Capital Savings will be leading the industry through
the deployment of best-of-breed, Web-driven customer service technology and
processes.

About nGenera CIM

nGenera Customer Interaction Management is the global leader in next generation customer
experience solutions. Customers report increased customer satisfaction and measureable cost
savings within six months of deployment. With 250% customer growth over three years, more
companies trust their customer experiences to nGenera Customer Interaction Management.
Customers include Royal Bank of Canada, Saks Fifth Avenue, Canon, Dell, eBay, Epson, Ford,
Microsoft, Scottrade, Siemens, Sony, and Sprint.

For more information, visit http://www.ngenera.com/cim.
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