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rpaBeEs .~ Sunstate Federal Credit Union: Top Performer

WITH RECENT NATIONAL recognition as a financial top performer
THIS ISSUE and as a provider of superior member service, SunState Federal
DECEMBER 2007  Credit Union continues to gain notoriety in the financial services
i F world. These separate prestigious ratings are results of nationwide
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comparisons for financial service providers that fall within SunState’s

category, according to reports compiled by two of the nation’s
premier research companies. The ratings reflect the overall
performance and superior member service SunState has provided to
our area for the past 50 years.

SunState ranks within the top ten percent of credit unions nationally

that are surveyed by the Raddon Financial Group, a financial services consulting firm out of Lombard IL.
“This highly distinguished rating is beneficial to members and employees at the credit union”, said Bob
Shibla, a consultant with Raddon Financial Group.

“From an independent consultant’s point of view, for a credit union to fall within the top ten percent, that is
a prestigious honor,” Shibla said. “When we take a look at SunState, as an institution, they are in
extremely good shape financially.”

Archives: Past Issues

SunState participates in a strategic analysis program offered by Raddon Financial Group, where

consultants compile semi-annual reports that are used to rate financial service institutions. Included in the
report are a strategic overview of performance based on operational efficiency, margins, product analysis,
Earth Pets, Inc. branch management and member relationships.

EXPRESS INSURANCE & TAx | Why is it important for SunState to take part in this program, and what are the benefits to members?

SERVICE
Based on the collected data and analysis, consultants at Raddon can offer the credit union new product
Earth Pets ideas and services designed to meet the greatest needs of members. It has become an essential part of
developing successful programs and is a great benchmark tool to help keep score of the credit union’s
ANGEL GARDENS performance. The program also provides information that is used to keep track of where the credit union
stands compared to other credit unions in the country.
Bike Route
The second recent recognition, which relates to excellent member service, places SunState as runner up —
DOG BYTES a mere one-tenth of a point behind the top spot — in service quality ratings assembled by Support Financial
Resources Inc., in its quarterly PeerCompare Top Performer Results report. Based on national
Cribs 2 College comparison scores, SunState’s high score is a reflection of the credit union’s long-standing focus on
providing exemplary member service to members.
BLUSH

“SunState should be commended for their focus on member service quality and they will be rewarded with
More Space Place the impact this has on member loyalty,” said Rhonda Sheets, president of the Dayton, Ohio based

company that measures member service quality for banks and credit unions.
GAINESVILLE COUNTRY

cLus SunState participates in a program known as Mystery Shopping, where, in the case of SunState, actual

members provided specific, objective feedback on the services they receive during real transactions.
About 150 members are retained to take part in the program. They give very specific, objective feedback
based on services delivered at the “frontline,” which means during normal service experiences. Feedback
such as this can significantly affect the credit union’s competitive positioning in the financial services
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industry.

“The program uses real members and real interactions in a real environment,” Sheets said. The Mystery
Shopping program captures the voice of the member, and the reports are based on specific member
encounters. Nearly 150 member service experiences at SunState were measured last quarter, and their
overall performance in delivering service puts them in front of nearly 7,000 overall service experiences
measured from over 70 institutions on the national level, as well as in the Virgin Islands and Puerto Rico.
This prestigious recognition is based on scores measured by a highly standardized customer service
model. SunState’s runner up score of 4.84 (out of a possible 5) is only one-tenth of a point from the top
slot of 4.85.

“We fully expect SunState to come in as a top performer in the very near future,” Sheets said. The Mystery
Shopper program was designed by Support Financial Resources Inc. for the financial services industry
and has been recognized with a prestigious award in the credit union community for its excellence and
application.

Why should a credit union take part in the Mystery Shopper program?



Financial institutions offer a variety of highly competitive services that are somewhat similar in the fact that
they are based on current market rates and industry trends. Issues such as specialized products and
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