
Tough Questions Series: Answering 

Tough Questions for Your Credit Union

Jon Jeffreys, Managing Partner

Callahan & Associates



Can You Hear Me?

• We are audio broadcasting so please plug 

in your headphones or computer speakers 

to listen in.

• If your audio is choppy or slow, you may 

wish to dial into the teleconference:

Dial: +1 (415) 655-0003

Enter access code: 660 117 412#



Slide Link

Today’s slides can be found online at:

http://bit.ly/08-14-tough-questions

http://bit.ly/08-14-tough-questions


We Encourage Questions

Use the 

Questions Box
located on the right side of 

the screen, to type your 

comments or questions.



You Might Also Be Interested In

Tough Questions That Keep Credit Union Leaders Up At Night (And What To Do 
About them)
Financial services move fast. These credit unions have discovered ways to move faster.

Ask Tough Questions Before Investing In New Capabilities
Jay Johnson, partner at Callahan & Associates and sought-after industry strategist, 
explores how credit unions can leverage positive momentum and ask tough questions as 
they go into planning season this fall.

The NCUSIF At Year-End: An $800 Million Surprise Raises Tough Questions
Huge new reserves for the NCUSIF appear as if from nowhere while credit unions get 
peanuts from the corporate credit union bailout.

A Big Idea For 2018: Asking Tough Questions
How can credit unions push the movement forward? By tackling tough questions and 
discovering the right, not easy, answers.

https://www.creditunions.com/articles/10-questions-that-keep-credit-union-leaders-up-at-night-and-what-to-do-about-them/
https://www.creditunions.com/blogs/commentary/ask-tough-questions-before-investing-in-new-capabilities/
https://www.creditunions.com/blogs/commentary/the-ncusif-at-year-end-an-800-million-surprise-raises-tough-questions/
https://www.creditunions.com/blogs/commentary/a-big-idea-for-2018-asking-tough-questions/


Tell Us What You Think!

Please take our post-event survey. We 

value your feedback!
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Annual Growth

Member 
Growth

Loan
Growth

Share
Growth

All CUs 4.4% 9.8% 5.4%

CUs <$100M -0.1% 5.2% 4.3%

CUs $100M-$500M 2.1% 8.6% 6.1%

CUs $500M-$1B 3.8% 10.5% 7.5%

CUs $1B+ 7.3% 12.6% 10.2%



A Scary Reality…

• In my experience many of the fastest 
growing credit unions have no idea why 
they are growing…

• They give you reasons
– Product

– Marketing

– Convenience

• But when you press they actually don’t 
know what is causing their success



Are Big Credit Unions Just Good At 

Guessing?

https://www.vecteezy.com/miscellaneous/21212-red-vector-dice


The Hard question may be- Do we 

ask “why” enough?



Correlation vs. Causality

• Finding causality is really hard

• But if you ask people the right questions, they will tell 
you what caused them to do something

• In our context, we want to think about what caused
people to make a decision.

• We also only want to ask people who made a decision…
– I have lots of thoughts about airplanes- but will it cause me 

to buy one?



The Milkshake Story

• A lesson in understanding a “job” from the 
customer perspective

• Evolution from:



What does this look like in real life?







These rates aren’t that good…

• How do they do it?

• How do you find people who are actually 

“in market” vs. correlated to be in market?

• What would you do?





We Believe One of The Keys To Growth Is

• Actually knowing why you get hired

• Who is your real competition?
– Knowing what not to compete on

• Thinking about marketing in new ways

• Having a culture that allows the lowest level 
employees have a voice.



How One Credit Union Applied this…



Another Example…



DCU Quick Loan Example



Want Growth?

“Follow the member and good things will happen”

-Ed Callahan

https://en.wikipedia.org/wiki/Ed_Callahan


As you enter planning this year

• Have you really asked members why they 

do what they do?

• When your members fire your products, 

do you know who they are hiring and why?

• Employ this hire/ fire language into 

product/ strategy sessions.



Questions

Jon Jeffreys

Managing Partner

202-223-3920

jjeffreys@callahan.com


