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HOW ELTROPY 
TRANSFORMED EDWARDS 
FEDERAL CREDIT UNION
FROM STONE AGE TO STATE-OF-THE-ART MEMBER ENGAGEMENT





WHO WE ARE

• Established in 1962

• Antelope Valley born & raised

• Started at Edwards Air Force Base

• Headquarters now in Palmdale, CA

• 2 branches

• Serving 12,000+ members with $250M+ in assets

• Proudly community-driven—but 
communication? That was a different story...

BORN AND RAISED IN THE ANTELOPE VALLEY





WE WERE IN THE STONE AGES

• Outdated communication

• No proactive outreach

• Members felt ignored, frustrated, and uninformed

• Missed payments caused stress and hurt 

satisfaction

• Poor engagement led to member loss and stalled 

growth

• We were falling behind modern expectations

WHEN OUR (MOSTLY NEW) EXECUTIVE TEAM CAME ON BOARD IN 2024, THIS WAS OUR 
REALITY:



THE HARSH TRUTH

Our members—and our team—deserved better.

MEMBER FRUSTRATIONS REVEALED HOW FAR BEHIND WE TRULY WERE

“This has been one of the worst banking experiences I’ve had.”

“...Hard to deal with...”

“Be aware that if you join with Edwards, you have to jump through a lot of hoops 

to even get help on an issue...”

“...Basically they just want to make the process as painful as possible...”



ENTER ELTROPY...

Eltropy didn’t just solve a problem.

 It revolutionized the way we communicate, engage, and serve.

THE GAME CHANGER



MEASURABLE IMPACT #1

• Positive Impact of Text Message Reminders 

• (Sent at 11 & 25 Days Past Due)

• Reportable Delinquency dropped by:

• Reportable Delinquency dropped by 72.85%

• Total Core Delinquency decreased by 57.05%

• Significant improvements seen across:

• Direct and Indirect Auto Loans

• Unsecured Personal Loans

• Members are paying more on time

• Collections team is under less pressure

• Members are experiencing greater financial stability 

and satisfaction
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P
E

R
C

E
N

TA
G

E
 D

E
C

R
E

A
S

E
 

(%
)



MEASURABLE IMPACT #2

• Eltropy allowed us to meet members 

where they are:

⚬ Appointment scheduling for 

Notary, Lending, Account Opening

⚬ Video banking

⚬ Voice bot & AI Assistant (Emma)

⚬ Real-time chat & text = real-time 

connection

SEAMLESS MEMBER SERVICING



Introducing EMMA
Edwards Member Messaging Assistant



MEASURABLE IMPACT #3

• Real-Time Alerts & Member Support

• Emergency Notifications: Immediate outreach during inclement weather or system outages

• Emergency Fundraising Texts:

⚬ Fire Relief Fund
⚬ Support for member Kim Fletcher-Speed’s family

• Community-Focused Connection

⚬ Encourage participation in local service projects

⚬ Share educational events, financial wellness workshops, and credit-building resources

⚬ Celebrate holidays, spotlight members, and keep the community feeling seen and 

valued

NOT JUST BETTER SERVICE BUT A STRONGER COMMUNITY



MEASURABLE IMPACT #3
FIRE RELIEF FUND



MEASURABLE IMPACT #3

• Member Engagement & Volunteerism

⚬ Volunteer Task Force: 55 members signed up in just 1 day through one 

targeted text

⚬ Base Member Text Group: Keeps military-connected members informed 

about base events and special updates

• Promoting & Coordinating Community Events

⚬ Special Campaigns: Share event invites, reminders, and RSVP links 

directly via text

⚬ Spring & Fall Food Drives: Used to rally donations and volunteers in 

support of local nonprofits

NOT JUST BETTER SERVICE BUT A STRONGER COMMUNITY



ELTROPY: STRENGTHENING OUR COMMUNITY



ELTROPY: STRENGTHENING OUR COMMUNITY



MEASURABLE IMPACT #4

• During our Apiture core conversion, Eltropy became our secret weapon:

⚬ Text Messaging: Staff used Eltropy to quickly respond to member questions when 

phone lines were overwhelmed or unavailable

⚬ Real-Time Chat: Allowed members to get immediate support without waiting on hold

⚬ Quick Resolutions: Eltropy allowed frontline staff to solve simple issues fast, reducing 

traffic at branches

⚬ Proactive Updates: Sent mass texts to notify members of downtime, service changes, 

or delays

⚬ Relationship Retention: Personalized texts helped reassure members and maintain 

trust during system disruptions

A LIFELINE DURING OUR CORE CONVERSION



ELTROPY: Lifeline During Conversion



MEASURABLE IMPACT #5

• Eltropy even helps us grow our digital 

reputation:

⚬ After member interactions, Eltropy 

sends automated Google Review 

prompts

⚬ Result: A steady increase in positive, 

organic reviews

⚬ More trust. More visibility. More 

growth.

BOOSTING GOOGLE REVIEWS



THE HARSH TRUTH

Our members—and our team—deserved better.

MEMBER FRUSTRATIONS REVEALED HOW FAR BEHIND WE TRULY WERE

“This has been one of the worst banking experiences I’ve had.”

“...Hard to deal with...”

“Be aware that if you join with Edwards, you have to jump through a lot of hoops 

to even get helped on an issue...”

“...Basically they just want to make the process as painful as possible...”



THIS IS OUR NEW NORMAL
REAL FEEDBACK FROM MEMBERS EXPERIENCING THE ELTROPY DIFFERENCE

“The service was excellent and fast...”

“Great bank highly recommend!”

“Quick, easy customer service, even though I'm out of state.”

“I’ve always had a great experience working with the staff at EFCU! They are kind, 

knowledgeable, and QUICK to respond to messages.”



THIS IS OUR NEW NORMAL
EVEN OUR COMMUNITY SEES THE ELTROPY DIFFERENCE



THE BOTTOM LINE 

• Because it took us from “just getting by” to thriving—with real connection, 

measurable results, and a stronger community.

• Eltropy was our most innovative solution because it:

⚬ Modernized our entire communication strategy

⚬ Reduced risk and improved member financial health

⚬ Helped us scale without losing our community touch

⚬ Proved that technology + heart = the future of member service

WHY ELTROPY?



WHY ELTROPY?



Thank you Grandpa



Thank You!
Jackie Taque

Chief Experience Officer

Edwards Federal Credit Union

jtaque@edwardsfcu.org
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Chief Experience Officer



HOW PARK CITY CREDIT 
UNION UTILIZED 
ELTROPY TO ENHANCE 
THE MEMBER 
EXPERIENCE AND 
INCREASE EFFICIENCIES



INTRODUCTION TO PARK CITY CREDIT UNION



CHALLENGES FACED 
PRIOR TO ELTROPY 
PRODUCT ADDITION

➢ Wait-Times 

➢ Lack of Understanding

➢ “Sorry, You Need to Come In”



CHALLENGE #1: WAIT TIMES WERE 
INCREASING, AND NET PROMOTER 
SCORES WERE IMPACTED

➢ Filling Positions Was Taking Longer

➢ “Ask” Employees to Commute

➢ Floating Employees 



CHALLENGE #2: WE HAD 
MINIMAL DATA ON WHAT OUR 
STAFF WAS SPENDING THEIR TIME 
ON

➢ Staffed Branches in Silos

➢ Production Decreased, Staffing 
Demands Never Did



CHALLENGE #3: WE 
WERE TURNING DOWN 
MEMBER REQUESTS IN 
ORDER TO BALANCE 
RISKS

➢ “You Need to Come In”

➢ Members Have 
Options



WE NEEDED 
SOME HELP!

Team Eltropy to the rescue!!!



ELTROPY SOLUTIONS 
IMPLEMENTED
➢ In-Branch Video Banking

➢ Appointment Management

➢ Lobby Management

➢ Remote Video w/ Video Verify



INNOVATIVE 
SOLUTIONS 
AND 
STRATEGIES



THE GAME CHANGES WHEN YOU STAFF FOR YOUR OVERALL 
CREDIT UNION’S NEEDS VS. INDIVIDUAL BRANCH NEEDS

➢ Able to Eliminate 4 FTE 

➢ Data to Support Staffing 
Decisions



SAVING MONEY IS AWESOME, BUT OUR MEMBER EXPERIENCE 
WAS THE TRUE WINNER WITH THESE STRATEGIC CHANGES

➢ Nearly Eliminated In-Branch 
Wait-Time

➢ 2024 Survey Results
➢ New Accounts

➢ Overall Experience: 4.88/5.00
➢ 91% Net Promoter

➢ Loan Experience
➢ Overall Experience: 4.88/5.00
➢ 87% Net Promoter



WE MADE IT EASIER TO DO BUSINESS WITH US! 

“BANK FROM ANYWHERE”



Meet Your Members Where They Are



Encourage Staff to Throw the Challenge Flags



INNOVATIVE 
TAKE-AWAYS



Don’t Focus on the Symptoms

When You Identify Challenge #1, 
Keep Digging

Change Your DNA



Expand Your use Cases, For 
Increased Value

Consider ROI vs the Cost

Choose a Partner, Not a Vendor





LEEANN SANTANA
Digital Channel Specialist



Reputation 
Management

Eltropy 2025



88%-90% NPS - Net Promoter Score
Medallia

3.0 – 3.5 Average Google Rating 

171 Google Reviews 
2011 - 2023



What is 
Reputation 
Management
?



MEMBER 
OUTREACH

New Membership

New Products Added

Branch Visits

Member Contact Center Interactions

On-demand



4.6 Average Google Rating

Over 2,000 review links sent 

175 Google Reviews
2024



GOOGLE REVIEWS



Average Rating 4.6 Previously CBC



BEST 
RATED 
CREDIT 
UNION 

BY BUSINESS RATE



QUESTIONS



ROYCE NGIAM
Chief Marketing Officer



January Extreme Weather and 
Wildfire Incident

4.23.25



January 7, 2025

What happened?

• 1.7 - High Winds – Loss of Power - 
WFH

• Fire erupts in Eaton Canyon
• 85 – 100 mph winds carry embers
• Embers ignite trees – ‘rain of fire’
• First City was in consideration for 

LASD Command Center
• Evacuation orders until 1.14.25



January 8, 2025



2nd Most Destructive in California



Business Continuity Plan

• BCP Activated
• Two Daily Meetings
• Member Assistance Programs and Webpage Launched
• BCP Teams Channel
• BCP Teams Updates
• Here For You Member eMail – 1.8.25
• Text Message Check-In System



Business Continuity Plan

• LACCEA Relief Drive – 1.12.25
• Here For You #2 – 1.17.25
• LACCEA Relief Drive #2 – 1.18.25
• LASD Food Service – 1.18.25
• $1 MM Pledge Press Release and Article – 1.21.25
• Incident Briefing – 1.23.25



Key Beat: Eltropy to the Rescue!



VOTE NOW!
All Stories Are Dear To Us. 
Your Vote Decides Who Wins. 
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