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ABSTRACT
The Credit Union Philosophy is: Not for Profit, not for charity, but for service. Kuehne, L (n.d.), “A credit union is not a reservoir of funds accumulated and looking for investment: It aims primarily to serve all people, not those who only look for big returns in their investments" and that the credit union theory is that "money should be used for the benefit of those to whom it belongs”.
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	Credit Unions are financial cooperatives. They are member owned, have volunteer involvement through their board of directors and supervisory committee, not for profit and a common bond is shared by the members. Opening a share account makes you a member. Each member has one vote; it is democratically controlled as each member votes to elect the volunteer Board of Directors. The organization is set up where members elect the Board of Directors who hires the CEO. The CEO hires the credit Union Employees. The Board of Directors acts as “Directors” and policy makers. They perform a monthly review of financial statements and approve all credit union policy. The Board of Directors appoints the Supervisory Committee. The Supervisory Committee acts as a sort of “Watchdog” for the credit union. They conduct annual audit, surprise cash counts, random review of loans and ensure proper internal controls.
	On May 15, 1935, a group of seven educators met at the Central Office of Granite School District for the purpose of organizing a credit union. The new credit union was called “Granite Teachers’ Credit Union”. William B. Maughn was elected President and meetings were held at Granite Junior High School. During its early years, Granite Teachers’ Credit Union operated after school hours from the president’s home. Later, a credit union office was opened in the old District Office at 3212 South State Street. The Credit Committee met after school to approve loans to credit union members. The current fields of membership are those having the following common bond: People (including businesses) who live, work, worship, or attend school in Salt Lake County, as well as their immediate family members and spouses of person who died while in the field of membership, members of record in Granite Federal Credit Union as of the date of conversion to a Federal Charter of June 25, 2004, volunteers in the community and organizations of such persons are eligible for membership with the credit union.
	Carl Stott was CEO from 1962-1991. 1962 there were 1,100 members and $903,000 in assets. 1974 the credit union changed its’ name to better reflect its membership base, “Granite District Credit Union”. In 1983 the first branch opened in Midvale. In 1987 the second branch opened in Taylorsville. The Credit Union merged with Murray School District Credit Union in 1990; this was a complimentary merger as both credit unions had a member base made up of educators. Curt Doman was CEO from 1992-2009. In 1999 the credit union built a new corporate office, in 2001 a new branch was built in Harmon’s grocery store in South Jordan. In 2004 the credit union converted from State to Federal Charter. The Credit Union changed its’ name to reflect the new charter, “Granite Federal Credit Union”. In 2006 the credit union opened a branch in Sandy, this was located in an old Wells Fargo branch, and the credit union closed this branch in August of 2011 and has reopened it as an offsite back-up for the computer system and offices for the Contact Center. In 2006 the credit union opened a branch in Wal-Mart in Jordan Landing. In 2007 the credit union opened a branch in Wal-Mart in Sandy. In 2010 the credit union opened a branch in Riverton. In 2009 the Credit Union merged with Salt Lake Schools' credit union. While Curt was CEO he developed a program called “FOCUS”; Fast Outstanding Credit Union Service. Curt was a strong believer in Honesty and Integrity. He would ask three questions: Is it legal? Is it in the best interest of the credit union? Is it in the best interest of the member? If the answer was “yes” to these three questions then we should do it. These three questions remain under our current core value “Honesty and Integrity”. 
	Lynn Kuehne, CEO since 2009 to current. Lynn has three expectations from employees: Granite employees provide a fabulous member experience to every member. Every Granite employee is productive. Expect all of us to believe in, promote, and support Granite Credit Union. This means he expects you to believe in our people, our goals, our mission, and our core values. He expects us to use and promote Granite’s products and services. He expects us to recommend and speak well of Granite Credit Union.
	Porter, M. (2005, December 1), “management guru Michael Porter argues that although organizations can have a myriad of strengths and weaknesses relative to their competitors, they essentially compete in one of two ways: on the basis of cost or differentiation. In addition they can have customer focus”. The Credit Union needs to have multiple points of contact with our members; we do this with mobile banking, bill pay, online access, telephone access, ATMs, Social Media, and branch staff. It is important for us to maintain all delivery channels to stay competitive and to offer convenience to our members.
	Social Media:	Granite has joined the world of social media with a Face book page and LinkedIn. Garret Laws and Katie Petersen are in charge of the pages and what gets posted. Credit Union promotions and opportunities to win prizes for “liking” Granite Credit Union. School, community events sponsored by branches, educational videos, and holidays are just some of the listings on Face book. Currently Granite’s Face book page has 776 people “liking” us. LinkedIn has a description of what the Credit Union is about as well as a link to the Granite website for more information. It is important for the Credit Union to be involved in this form of media and communication and helps us to reach out to different demographics. Most recently we have begun dabbling in twitter and we will monitor the results we receive from this presence.
	ATMs: The Credit Union currently owns and operates 12 ATMs. 8 of these are located at our Branches and process through COOP and 1 is in the American Express Building, a non public facility, 1 is located at the Bees Stadium, 1 at Granite School District and 1 at Cottonwood high school, all 4 of these processes through CashMan Services. Our membership is not charged a fee when they use our ATMs and because the Credit Union belongs to the COOP network, this allows our membership to take advantage of a large network of credit union ATMs around the country with no fees. This is a great benefit of not only saving our members’ money, but offering convenience. Under regulation from the Americans with Disabilities Act we had to make sure all of our ATMs were ADA compliant as of March, 2012, this consisted of adding Braille to the buttons, screen height requirements, and audio kits. This regulation caused many financial institutions to be faced with a decision of needing to replace existing ATMs that couldn’t be upgraded with new ADA compliant ATMs; most chose not to replace every ATM, instead opting to reduce their fleet. CashMan Services was able to perform our upgrades at a minimal cost. This was a significant benefit to our membership in that we didn’t have to reduce member ATM availability. We did have to replace our American Express ATM, but we were able to purchase a retail machine for a low cost of $5200 and CashMan modified it to look like a financial institution style ATM. After our monthly modem and processing fee of $250 we earn approximately $1150 per month is surcharge on this machine. We charge no fees to Utah Credit Union card owners at this location. We are required to pay Wal-Mart $500 per month for the ATMs located in these stores. Having ATMs at our branches is an important service to offer, looking for opportunities to place ATMs outside of the branches could be beneficial in building relationships and potential fee income if placed in appropriate locations. 
	Online Access: Electronic access is an important focus for the Credit Union, not only for the convenience it provides our members, but the money saved by the Credit Union and members use of these self service products. The Credit Union offers 24 hour online banking that is easy to navigate, remote deposit capture, a robust mobile application, as well as free bill pay and electronic statements that have improved significantly since our core conversion in July, 2011. Members are more inclined to use ATMs or online and mobile banking for the routine banking transactions, but they still prefer to apply for loans, open new accounts, and get help with problems within a branch. It is important for us to help our members to use us most appropriately.
	Telephone: Members may access their accounts by calling the Credit Union directly and talking to a Contact Center Representative, or branch personnel. The Credit Union is able to process loans, transactions, inquiries, and problem resolution over the phone. Telephone teller offers 24 hour account access to our members as well. Approximately 925 of Granite’s members are consistent telephone teller users.
	Branches: “Branches help credit unions better serve existing members and attract more members by offering easier access to the credit union. But in an era of lower interest income and ongoing stabilization expenses, credit unions are carefully balancing the benefits of new branches with the increased operating costs that come with them.”,(Technology@CU, 2Q 2012; pg.7). Granite currently has nine branches, 5 are brick and mortar branches (Main, Midvale, Taylorsville, Riverton, and Salt Lake Schools), 3 are grocery store branches (South Jordan, Quarry Bend, and Jordan Landing), and 1 is currently closed to our membership and currently being used as an IT backup center and disaster recovery site and houses our Contact Center (Sandy). 
Some of the top concerns for the branches are member and loan growth, cross-sells of services and member satisfaction. Member growth is important, but we need that member growth to matter. I have been working with branch managers on a regular basis in monthly meetings and branch visits to make sure when employees are opening new accounts we take the time to mine the credit report and look for offerings that are applicable to that member. We also want to offer sticky products, if a person opens a checking account that would be a time to set up their online access and explain bill pay along with electronic statements, increasing the member recognizing the benefits of using their account and making the Credit Union a profitable long term account. Empowering our staff to provide financial solutions to members helps in gaining member satisfaction and it shows in member surveys.
 All of our branches are full service, the only product offerings not available at every branch are 1st mortgages and the medallion guarantee function. Our 1st mortgage loan officers are stationed at the Main Office, but members may contact them on the phone from a branch if needed. Our Medallion Guarantee function is only available at the Main Office, Taylorsville, and Midvale branches. 
 It is important for the Credit Union to assess the value of each branch location and how we want to continue business. The Credit Union needs to keep all of our branches safe and secure and at the same time welcoming, comfortable, and modern, this is an ongoing project and can be expensive, but necessary. We want our members to feel they belong with us. Grocery store branches can be a less expensive alternative to brick and mortar branches and offer flexibility in moving locations; if business changes, that you don’t have with a brick and mortar branches. Granite has 3 grocery store branches, 1 located in a Harmon’s and 2 located in Wal-Mart. Granite is currently in a 5 year lease with Harmon’s that renewed in February, 2015. Our current rent is $3,779.25 monthly, rent is adjusted annually 2.5% in February thru January 31, 2016. In March of 2012, Quarry Bend celebrated its’ 5 year anniversary. The Credit Union renewed our lease with Wal-Mart for the Quarry Bend branch in March, 2012, we opted for a three year lease renewal,   verses the original 5 year lease renewal option. The credit union just renewed the lease for another 5 years thru February 28, 2020 at $4680 per month. When the end of our five year lease gets closer we can evaluate the production and profitability of the Quarry Bend branch and if it doesn’t meet the Credit Union’s standards the credit union can choose not to renew our lease and close that office relocating our staff to our Sandy Branch. Jordan Landing just celebrated its 5 year anniversary in September, 2012. Our current rent is $3750 per month. The credit union renewed our lease for 5 years thru September, 2017 and will have the option to renew for another 5 year lease at $4680 per month. Our Wal-Mart leases are negotiated through a company called FSI, Financial Supermarkets Inc. they coordinate with financial institutions and grocery stores to have partnerships and provide training to grocery store branch staff. We pay FSI $700 per month, per Wal-Mart branch. This money provides us access to their “Smart Cart” website that give staff ideas for in store promotions and business development activities, yearly branch training and coaching from an FSI consultant and an entry into their National In-store Banking Conference. They also offer regular webinars to chat live with a trainer and other in-store banking personnel.
	Hours: The Credit Union offers extended hours to our membership in several ways. The Credit unions in-store branches are open Monday thru Friday 9 AM to 7 PM. Saturday hours are 9 AM to 4 PM. Under our in-store contracts the Credit Union must be open at least 57 hours per week. Our Salt Lake Schools branch is open Monday thru Friday 9:30 AM to 5:30 PM. With the location of this branch so close to the Main Office there was no need to change the hours of operation. These hours of operation didn’t require us to increase staff and provided a savings to the Credit Union. Our other brick and mortar branch lobby hours are Monday thru Friday 9AM to 6 PM. Their drive-up hours are Monday, Tuesday, Thursday, and Friday 8 AM- 6 PM, Wednesday, 9 AM to 6 PM. Saturday hours are 9 AM to 2 PM at our Midvale, Riverton, Taylorsville, and Main Office Branches. The credit union will recognize a significant benefit in the reduction of hours in the areas of drive-up and Saturday hours at some of the brick and mortar branches. Not only would this help with staffing, currently for managers to avoid over time for their staff when an employee works from 9 AM to 4 PM on a Saturday they need to be scheduled to have a week day off, in addition to that day off the employee will need to come in 2 to 3 hours late or leave 2 to 3 hours early on another day because of early morning training on Wednesdays at 7:45 AM and closing and opening work. This makes scheduling difficult and we want to have the most optimal coverage to provide quality member service and be respectful of Credit Union resources.  
	The credit unions’ mission statement is “To be our members’ first choice for high‐quality financial products and services”. The credit union motto is “We work together with our hearts first, our heads second, and our hands last”. Collectively, the staff and management of Granite Credit Union, Kuehne, L.(n.d.), “have spent a great deal of training time creating and proclaiming our core values. Each of them represents a principle upon which our credit union can be strengthened and become more relevant in the lives of members and staff”. The credit union began an exercise of developing our core values and service commitments with our staff in 2012. This was the beginning of a new and stronger culture. 9 core values and 4 service commitments were developed during that process and this has become away for management and staff to live. “Allow to Wow”, service above and beyond-people matter more than money. “Quality and Efficiency”, work smart and fast without taking shortcuts. “Personal Responsibility”, accountability-I own it. “Enthusiasm and Passion”, thoroughly committed to building value. “Community”, get involved. “Staying Restless”, we don’t get any better by staying the same. “Honesty and Integrity”, do the right things the right way for the right reasons. “Education”, unlocking our potential for excellence. “Communication”, listen first and share openly. “Teamwork and Collaboration”, each of us play a key role in our collective success. Global, R. (2008), “In a recent Accenture poll of chief operating officers about their organizations’ responses to economic distress, the respondents indicated that tough times tend to provide a sense of urgency that can serve to facilitate change initiatives and motivate innovative problem solving. “Sometimes you need that external threat to make those tougher decisions you knew you had to make anyway, and also to convince others that it is time for change,” said one COO”. At the end of 2011 credit union loan growth was stagnant loan to asset ratio was 52% and loan run off was larger than new loans booked. Collaboration with our staff on how to solve this problem along with our core value process was the beginning of a culture shift and an increase on profitability.
	Every meeting starts with a core value or service commitment presentation by staff. All evaluations were reworked to reflect our core values and goals more appropriately. Credit Union goals are displayed on a compass along with a core value pyramid. 1% ROA, 2% membership growth, 2% fee income, 3% expense ratio, 10% net worth, 80% loan to asset ratio and $400,000,000 assets. The credit union has a robust training program with a path of progression for staff to follow as well as CORE (Coaching for Outstanding Results and Engagement) Leadership development program for management. The credit union has a HHH (Head, Hearts, and Hands) committee that looks for ways to increase employee engagement. Most recently, managers were tasked with a project of creating a department, branch or team sub-mission and dashboard on how their branch, department support the overall mission of the credit union. This is a team project. The purpose of this project is to show how we actually live our overall mission; it is not just a statement.  The calendar year end net income of $2,737,540 ranks 1st in Granite Credit Union history.
	Granite Credit Union’s distinctive competitive advantage is its base membership made up of Educators. Originally Granite Teachers, which evolved into Granite District employees, now with two mergers of educator credit unions; Murray School District Credit Union and Salt Lake Schools Credit Union. Granite understands what educators need. Other financial institutions are close in the area, but Granite has the relationship. Granite employees volunteer at schools regularly in Junior Achievement and reading to students. Granite has adopted Edison elementary in the Salt Lake School District, this is a low income school where 30 different languages are spoken. The Credit Union provides Christmas for every student and run the “Nest” cart for classes and students with 100% attendance. Granite staff hold positions on the Boards of all three districts education foundations. Granite employees hold a position on the Academy of Finance with in Granite School District to teach high school students business skills, volunteer with mock interviews and resume review. Granite also has an internship program during the summer months for high school students, teaching them different skills needed to work at a financial institution. Garrett Laws, Marketing Director does target marketing and focuses his budget on educators.
	Granite Credit Union has another competitive advantage and that concerns it size and culture. The credit union has many convenient tools for tracking performing matrix. The credit union is able to identify performance and make changes to processes and procedure quickly. The culture allows for these changes to be accepted and embraced. Grant, R. M. (2008), the competitive essence which drives all internal decisions affecting employee engagement and empowerment as well as operational decisions that drive quick turnaround time.
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