Member Experience

Member Experience

Welcome to Mobile Banking. Below provides a brief description of the enroliment
process as well as the mobile banking experience on the device or phone for text
and mobile browser service.

A. Enrollment

Credit union members are directed to the enroliment website
(https://www.co-opmobile.org) from a desktop personal computer or a
laptop. New enrollees are prompted to enter their primary account
number, name, and last five digits of social security number.

CREDIT UNION MOBILE BANKING

Home | FAQ | Terms and Conditions | Privacy Policy
Step 1 - Primary Account Information Step 2 - Authentication - Step 3 - Credentials Step 4 - Nickname

Account Nurnber: 5015 > Credit Union: ABC Employees Credit Union
Account Authentication

Primary Account Number: 5015
Member Credit Union: ABC Employees Credit Union

First Name: James Last Name: Keller

Last 5 Digits of Social Security PR
Number:

Back

They are then asked for up to four pieces of information in order to
authenticate their identity. Answers must match the data on record with
the credit union.

e Phone number

e First 3 digits of street number
e ZIP code

e Date of birth

To verify personal information of record, log into Private Teller and click
“Profile” in the left column. Then click “Preferences” and “Personal Information”.


https://www.co-opmobile.org/

CREDIT UNION MOBILE BANKING

Home | FAQ | Terms and Conditions | Privacy Policy

Step 1 - Primary Account Information Step 2 - Authentication p: Step 3 - Credentials Step 4 - Nickname

Account Nurmber: 5015 » Credit Union: ABC Employees Credit Union > Hame: James Keller > Credit Union Phone: 1231234568 >
Street Nurnber: 185

Account Authentication

Primary Account Number: 5015
Member Credit Union: ABC Employees Credit Union

Name: The account is authenticated once two
Last 5 Digits of Social Security BAREES

Number: of these four items match the data on

one Number on Record with Credit 1231234565 record with the credit union.
Union:

Street Number: 185
Zip Code: 30097

Date of Birth (MM/DD/Y¥YY¥): 02/24/1350

Upon authentication, members create a user ID and password, provide a
nickname for the account, and may proceed to enroll a mobile phone or
device.

CREDIT UNION MOBILE BANKING
Home | FAQ | Terms and Conditions | Privacy Policy

Step 1 - Primary Account Information Step 2 - Authentication Ste| redentials P Step 4 - Nickname

Account Mumber: 5015 » Credit Union: ABC Employees Credit Union > Mame: James Keller » Credit Union Phone: 1231234568 >
Street Mumber: 185

Enter Account Credentials

User ID: jkusert
Password: sssssese
Confirm Password: LA A A LAl

Mote: Lser [D should be between 4 and 32 characters, password shouwld be between
& and 32 characters.

CREDIT UNION MOBILE BANKING

Home | FAQ | Terms and Conditions | Privacy Policy

Step 1 - Primary Account Information Step 2 - Authentication Step 3 - Credentials Step kname 4

Account Mumber: 5015 » Credit Union: ABC Employees Credit Union @ Name: James Keller > Credit Union Phone: 1231234568 »
Street Number: 185

Enter Account Nickname

Enter Account Nickname: Househaold ACCtS|

Back
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Device Enroliment

Members simply select their carrier from a drop-down menu and enter
their phone number. This is where the credit union brand appears during
enrollment.

\\ Welcome to ABC Employees Credit Union Mobile Banking
Get started in two easy steps!

t.'ﬂ-ﬂP

ur mohile phone

¥ abile carrer: | U.S. Cellular v

* Enter your mobile phone nurmber d920 H 777 |»|8388 |

»  ABC Employees Credit Union Mohile Banking Terms and Conditions: Frinter Friendly “ersion

EMD USER LICEMNSE AGREEMENT TERMS FOR MOBILE BAMKING To he Agreed to by End
User Priot to Use of the Mohile Banking Service

1. Cwnership. You acknowledge and agree that a third party provider or licensar to your financial
lservices provider (Licensor) is the owner of all right, title and interest in and to the downloaded —
isofhware to be used for access to mohile banking senices from your financial services provider

and the computer programs contained therein in machine readable object code form as well as

lany accornpanying User documentation along with all subseguent copies, updates or versions
hereofwhich are rmade available to vou (f ary, regardless of the media or farn in which they

may exist (collectively the ‘Software)

2. License. Subject to the terms and conditions of this Agreement, you are hereby granted a
limited, nonexclusive license to use the Software in accordance with the terms of this Agreement
(il rights not expressly granted to you by this Agreement are hereby reseried by the owner of the
Software. Nothing in this license will entitle you to receive hard-copy documentation, technical
support, telephone assistance, or updates to the Software. This Agreement may be terminated at
[any fime, for any reason or no reason. Upon termination, you agree to immediately destray all
copies of the Software inyour possession or contral.

| have read, understood and agreed on the Terms and Condtions of Use for ABC Employees Credit Union Mobile Banking and so
signify by clicking "l accept the Terms and Conditions of Use" and procesding to use the product

E:‘ 1 accept the Terms and Conditions ustej

<< CANCEL ENROLL >>

@2010 ABC Employees Credit Union All Rights Reserved

The next step allows members to choose the service option or options that
they want to use on their phone.



/\\ Welcome to ABC Employees Credit Union Mobile Banking
/ Get started in twio easy steps!
Cco-opPp

/4

» (420} 777-8888 | U.5. Cellular[ Edi]

Your phone is enrolled. To start using ABC Employees Credit Union Mobile Banking,
you need to activate the service on your phone.

The activation process determines ifyour phone is compatible with Text Banking and kMobile Banking. Choose the
hest aption{s) to fit your needs, then select "Continue”.

CONTINUE ==

[#| Text Banking
Use text messaging

[ ot wessages | |

[*IMobile Banking

( View Account
® Getaccount

Checking-0001 j balances
§2,345, * Getaccount * View recent

Savings-0002 balances | ‘ transaction histary
$5,Eggig ® ‘iew recent Q"""“’"F““d’ | ® Transfer funds

o r

Pay Bills

Credit-0003 transaction histary = between accounts
se42?5 I ¢ FIndATMS and
| branches
o I
|| S 1
N e
- 4

@2010 ABC Employees Credit Union All Rights Reserved

Carolina Collegiate offers Text and Mobile Banking options.

Option Allows use of ‘ Requirements
. Supported carrier
Text Banking SMS Text Text-enabled device
Mobile Browser Web-enabled device

Mobile Banking

An activation code is then provided for the member to use in activating the
service on their phone. This code expires in 24 hours. However, enrolled
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members can return to the site to obtain another activation code if
necessary.

\\ ABC Employees Credit Union Mobile Banking
Sign Off
Cco-oP
A
Enrall your mahile phone STER 2 Activate HE“M IIIElI”rll Sl g;. L._n.f;:;rem Unio n

e (920 207-7121 | U5, Cellular

You must use your phone to complete the activation precess within 24 hours.

Ifyour activation code expires, visit hitpfmiest.co-opmohbile.org to get a new activation code.

Your Activation Code: 456350
Expires on Sun. Feb 14, 2010 11:07 AW EST.

PRINT ACTIVATION INSTRUCTIONS >>

Activation Instructions

Enrolled members can return to the site at any time to add additional
devices, make phone changes, disable/re-enable a device, remove
devices, or delete their account.

B. Phone Activation

A text message is sent to the enrolled phone, usually within seconds (10
minutes maximum), if the enrollee signed up Text Banking.

To activate Text Banking, the member simply replies to the message with
his or her six-digit activation code.



For mobile browser, the text message contains a link to the Mobile Banking site.

[t aTar 3G 3:56 PM =]

test.co-opmobile.orgiw... & “

POWERED BY CO-OP
Credit Union Mobile Banking
Mobile Banking To activate Mohile

[1] Sian_In J Browser

[2] Eind ATM/Branch

[3] About ABC Employees Credit Union Mobile

Bankin
Download the ABC Employees Credit Union Mabile
lication

AN

To dowmload and
activate a Mobile
Application

A 2

NOTE: If you did not enroll for text banking, you will need to get the URL
from the enrollment website and then use your phone’s browser to
navigate to it.

The activation code must be entered within 24 hours of enroliment.

[l ATaT_3a 35 PW =|

sl co-opmokiie orpis

Fomtani b CO-0F
Corpait Urecn Motalo Banking
Ar B Wi
[Erder your actvation code and 10 $gil mobile phona
i
f¥iour phone brovessr mausl snabie CO0KES N A0S 10
actviann Motsio Banking}

[Acshmin Code
| |

[Phona Mumbor
[

i
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C. Using Mobile Banking Functions

1. Text Banking

All text banking messages are sent to the CO-OP Mobile shortcode
which is 282228 (CUACCT). Adding the shortcode to the phone’s
address book facilitates easy messaging.

Members request banking functions by sending simple commands to
the shortcode.

Function Command  Description
Balance B or BAL Summary of balances for all available accounts
History Hor HIST Summary of recent transactions per account, in descending
order by date (most recent first)
Transfer TorTRA Transfer money between eligible accounts (if credit union allows)
Command | C or CMD List of available text banking commands
Help HE or Help content for text banking
HELP
Login L or Login Receive URL for CO-OP Mobile Browser website (if enabled)
Stop S or STOP | Cancels text banking.
Recover R or If the credit union offers Mobile Browser and a member’s
RECOVER | authentication (cookie) is deleted, the user sends this command
to retrieve a new activation code and URL. The member can
then enter the activation code on the Browser website.
More M or MORE | If there is additional information available in a separate message
as the result of an initial command request, this command will
display the next message. Additional transaction history is a
common example.

Transaction History

If you send H to the shortcode and have multiple accounts, the system
asks you for the specific account.

@
L .

HIST which account? Reply

w/ #:

1. Checking-4731 $1,513.26

2. Savings-4732 $2,543.83




If you respond with 2, the transaction history is provided for the
account 2.

Quiznos
05/05/2009 -$14.33
Deposit

05/01/2009 $400.00
Quiznos
04/08/2009 -$27.32
Comcast
04/04/2009 -$50.24
Reply M for MORE

In addition, an option is provided to reply M for more transaction history
on the same account.

Transferring Funds

If you send T to the shortcode, a list of eligible accounts is returned.

—_—

Text From# To# Amount
1. Checking-4731 $1,513.26
2. Savings-4732 $2,543.83

To specify the transfer details, you send a message composed of the
following — separated by spaces:

e Number of the ‘from’ account
e Number of the ‘to’ account
e Transfer amount

In this example, if the syntax for the message is 2 1 15.50, you would
receive this verification message to confirm.

211550

TRA $15.50

From Savings-4732
To Checking-4731
Reply w/ #

1. Confirm

2. Cancel

2. Mobile Banking

With the mobile browser, members go to the CO-OP Mobile URL on
their web-enabled phones to interact with their credit union.
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Services provided includes access to account balances, transaction history,
ability to transfer funds between sub accounts within the same member number,
and to search for ATM or Shared Branch locations.

Screen appearance may vary.

il ATET 302 158 PM =
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Transaction Information
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Transferring Funds
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Finding Locations
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Get Help

it ATAT 34 4:21 PM = it ATET 30 422 P =
Fomiiai b SO0-0F
Crad! Ureon Motala Banking
Ol Help
[Pt bl i Babdts £ sipory budona [Enbect @ steoas® b varw detaded ydor=aitor o
[ransscion halory, Dbl iamsactons s shown w8
1 mipatve ' g Deretng Sanuaton rordams ()@ oot ol
| |1:'srn Accounty e e
(2] Teanater Furdy
131 Fing ATMSirpech [eas com msach or saceni ranascions by daie, smoun o
T — Fui, sty [nmarnds dry stk ruber ooy apphe o
] Ao Ik ascking ot}
flotor b Fledam 1o
kD) iy ol oy
ke, ol =
= 7 r_;' ' E 3 m i
Help Menu View Accounts Help
it ATAT 3% 4:22 PM = il ATET 302 4123 PM =
Hnlp Tranafer
Imel co-opmotile g o sl co-opmotle giw
i B 008 i B 008
Credit Union Micbie Banking Credit Union Mobie Banking
Tranafnr Funcs Find ATWBeanch
Wgms may tmngber Tureds botwies pau tan accpusts. Fundg) it ATy ang Brarakars a0 B code or noar & speddi)
bl b Sranaloned & B00N B POASIDND: based oo guiEbng [acichams. Yoo may B pour sasech 1o ATWE only o
pask fuAsH tenad and nded Flrara Fase. pndy
[Wing ray use “Wiew Accounin® b see pine mecon] et 1
banaactum and zo-fen el Ui hunsler has beam Bolay bhovey
processed s Dt
[Platm. tn:
Pitam b
15 Ll
E + ™ ) E + ™ )
Transfer Funds Help Find ATM/Branch Help

D. Making Changes

Members can return to the enrollment website at any time and select
UPDATE to make changes to their account or enrolled devices.

CREDIT UNION MOBILE BANKING

Home | FAQ | Terms and Conditions | Privacy Policy Welcome, jkuserl

Account Management

Account Number Account NickName Credit Union

Ending in 5015 Household Accts ABC Employees Credit Union




On this screen, you can change a password, delete your account, or
manage your devices.

POWERED BY

CREDIT UNION MOBILE BANKING

Home | FAQ | Terms and Conditions | Privacy Policy Welcome, jkuserl
Step 1 - Select Type of Update Step 2 - Authentication Step 3 - Update Status

User ID: jkuserl > Account Micknarme: Household Accts » Account Mumber: Ending in 5015
Account Update
Change Password

Manage Devices
Delete Account

Back

Password changes and account deletions require the user to re-enter the
user ID and password as a security precaution. To delete an account with
enrolled devices, the user will be prompted to first remove the devices on
the device management screens and then return to this screen to delete
the account.

Device management is performed on the Mobile Banking Center screen
which lists your currently enrolled device(s) with their activation status.

/\\ Welcome to ABC Employees Credit Union Mobile Banking
Co-0P
[ 4

Mobile Banking Center

Frequently Asked Questions |
Sign Off

My enrclled phones: Add phone Options

(920) 207-7121 | LS. Cellular | want to:
Services on this phone:
Text Banking: Activate MNow & Getaccount balances
& View recenttransaction
history
® Transfer funds hetween
accounts
® Find ATMs and branches

Mokile Banking URL ==
Downloadable App URL ==

Use text messaging (SMS) to

® Getaccountbalances
& Viewrecenttransaction
history

Text Banking Commands ==
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From this screen, you can:
e Add another phone to your mobile service.

e Change a phone number or carrier by deleting a device and re-
enrolling it with the new information.

e Temporarily disable or re-enable a phone.
¢ Remove a phone from the service.

e Get an existing or new activation code.

In addition, you can click the Mobile Banking link.
You are directed to the Frequently Asked Questions.
Click on the highlighted question to get URL information.

\\ Welcome to ABC Employees Credit Union Mobile Banking
Frequently Aslked Questions
Co-oP
/4

Questions

General

How much does this service cost?

Is it secure?

Whichwireless carriers are supported?

Dol need a text message ar data plan?

I'tri not enrolled for anline banking. Gan | still use this?
Wihat is Activation?

Maobile Banking
What is ABC Employees Credit Lnion Mobile Banking®
[CHow do | access Mohile Banking on my phaone's braowser? ]
Howe da | sign up for Maohile Banking?
Howy da | optimize my mobile weh experience?
Is ABC Employees Credit Union Maohile Banking supported on my phone?
How do | install the downloadahle application?

Text Banking

What is ABC Employees Credit Linion Text Banking?

What is the shortcode for ABC Employees Cradit Union®?

Can luse both Text Banking and Mohile Banking on my phone?
|5 Text Banking supported on my phone?

Will | receive unsolicited text messages?

What are the Text Banking cammands?

Troubleshooting

| enrolled my phane number but did not receive a text message. What should | do®?

| received an activation code but never used it YWhat do | do nowe?

What happens if | get a new phone ar change phane numbers?

Can | uze Mohile Banking ar Text Banking an mare than ane phane?

| activated Mohile Banking an my phone's browser. Why am | being asked to activate again?
What if my device is lost or stolen?

Answers

General
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Support

Following are several issues that members could encounter during
enrollment, activation and initial use.

Enrollment Declined

If we cannot verify member information during enroliment, members

are advised to contact their credit union. Registration was likely declined
because personal information entered did not match the information
provided as noted in Private Teller. The member should verify the
authentication information in Private Teller and re-enroll:

e Member name (maiden name, married name changes)

e Social Security Number (must enter last five digits correctly)
e Telephone number on record

e Street number for address

e ZIP Code

e Date of birth

Initial Text Message Not Received

If the text message was not received following a successful enroliment,
the member can send the six-digit activation code in a message to 282228
(CUACCT). If they do not receive a reply that activation was successful,
they will need to return to the enrollment site and request a new activation
code.

Activation Code Expired

If the member’s activation code expired before they activated service on
the phone, the member should return to the enrollment site, select
UPDATE, then MANAGE DEVICES, and then the phone’s GET ACTIVATION
CODE option.



Troubleshooting

Troubleshooting

Following are several issues that members could encounter during enroliment, activation and
initial use.

Enrollment Declined

Registration was likely declined because personal information did not match your personal

information as noted in Private Teller. To verify personal information of record, log into

Private Teller and click “Profile” in the left column. Then click “Preferences” and “Personal Information”
Then re-enroll.

e Member name (maiden name, married name changes)

e Social Security Number (must enter last five digits correctly)
e Telephone number on record

e Street number for address

e ZIP Code

o Date of birth

Initial Text Message Not Received

If the text message was not received following a successful enrollment, the member can
return to the enroliment site, enter the phone number, and select the option for another text
message.

Activation Code Expired

If the member’s activation code expired before they activated service on the phone, the
member should return to the enrollment site, enter the phone number, and select the option
for receiving another activation code.



Enrollment Error Codes

‘ Resolution Process

Code Message Description

5000 A valid user ID is required The member did not submit | Sign in to credit union’s
to proceed. Please check a User ID. Internet Banking site and
your entries. re-try to access the

enrollment site.

5001 A valid mobile phone The member did not submit | Enter a phone number and
number is required to a phone number while re-try.
proceed. Please check registering a new device.
your entries.

5002 Mobile carrier information is | The member did not select | Select a mobile carrier and
required to proceed. Please | or enter a mobile carrier try again.
check your entries. while registering a new

device.

5003 This phone number has The phone number Either have the number
already been activated by submitted is already removed from the other
another customer. Please registered by another user | account (if he/she owns the
check your entries and try within the same credit account or knows the other
again. union. owner) or enter a different

number for this account.
Note that once a member
activates a device on
Mobile Browser to Mobile
App, no other user is
allowed to log in to that
mode on that device.

5004 An unexpected error An unexpected error Re-try. If the problem

occurred. Please try again
or come back later.

occurred and the specific
reason could not be
determined by the system.

occurs consistently,
document the error
code/message and inform
the next support tier.

5005






