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Migrating from a Legacy System

Before partnering with Alkami, Keesler Federal Credit Union (Keesler 
FCU) was using a legacy online banking platform. While they were able 
to offer a digital channel, oftentimes users experienced friction with two 
different experiences online and on mobile devices. With the previous 
platform, Keesler FCU had limited marketing capabilities and features, an 
antiquated website and application designs, inconsistent reporting, and 
an unstable connection with their core provider. Whenever the credit 
union wanted to introduce new functionality, they suffered through 
lengthy implementation timelines and complexities for their team. 

The previous platform simply could not satisfy their members’ needs 
in the present and well into the future. The system would be routinely 
unavailable to the membership for various reasons.  Toward the end, 
Keesler FCU faced outages related to stimulus checks and Distributed 
Denial of Service (DDoS) attacks. Due to platform limitations, users were 
required to have multiple logins across different financial institutions, 
causing user friction. As a result, Keesler FCU suffered from low app 
ratings from their users. 

Looking for a change in the right direction, Keesler FCU brought in their 
first ever Chief Information Officer, Jason MacDonald, to create a digital 
transformation strategy that would enable them to get up to par and 
accelerate their online banking presence to offer competitive service.  

Driving Transformation Based on Business Objectives

Before ever speaking to Alkami, Keesler FCU knew they had strict 
requirements when shopping for an online banking solution. They 
outlined the following criteria: 

• Robust, extensible platform that could leverage their existing APIs, 
easily integrate with third parties and their Symitar core, and offer 
the ability to add complimentary products as their business grew
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• Mobile-first technology and delivery

• Clean user interface (UI) and user experience 
(UX) with demonstrated high app ratings

What Keesler FCU found in Alkami was an extensible 
platform that would allow them to adopt and build 
on top of existing vendor integrations through 
Alkami’s Native Software Development Kit (SDK). 
By offering a wide variety of products, Alkami 
empowered Keesler FCU with the proven technology 
to implement competitive marketing capabilities, 
frictionless and modern UX, and robust reporting, 
as well as boasted well-documented member 
satisfaction throughout their client base.

Launching their Digital Transformation

Keesler FCU knew that in order to successfully 
innovate their FI, they needed to focus on a 
change that would digitally transform their entire 
organization as a whole. They had to inspire 
their people to imagine what could be. Turning 
inward, Keesler FCU knew they needed to get their 
employees onboard and lead through culture. They 
started off with education, training their employees 
on new technologies, and empowering people to 
embrace new mindsets; putting legacy processes 
and systems to rest. 

To increase adoption with the new Alkami digital 
banking platform, Keesler FCU appealed to their 
members. Having experience with four other 
vendor changeovers in his previous positions, Chief 
Information Officer, Jason MacDonald, knew that 
the key to success was communication. He said, 

“you cannot communicate enough with your credit 
union’s membership on what is coming. Start by 
building awareness and a desire to want to embrace 
change. Make your communication style creative and 
engaging so that it sticks. With education comes 
desire and true knowledge.” 

Keesler FCU spent a significant amount of time 
understanding the needs of their members and 

internal teams. Once they had selected Alkami, they 
started working on a change management plan for 
their membership, which involved methods from 
ADKAR and constant, transparent communication. 
Internally, Keesler FCU branded the change across 
the organization as “Operation Optimus.”  This 
included building numerous cross-functional teams 
to communicate, coordinate, educate, and ultimately 
build buy-in.  

To build awareness and education, Keesler FCU’s 
Marketing department launched an entire rebranding 
effort spanning their credit union’s colors, brand, 
website, and digital banking. In collaboration with 
their marketing agency, they introduced Kip, an 
animated character who premiers in promotional 
videos educating members on upcoming roadmap 
plans and building excitement.

With any change comes challenges. Keesler FCU 
had anticipated an increase in Call Center Service, 
followed by lower member satisfaction (MSI). They 
felt these effects for the first couple weeks, but call 
volume quickly tapered off and MSI improved quarter 
over quarter.

Implementing Success

After selecting Alkami as their provider, the 
pandemic struck about halfway through Keesler 
FCU’s implementation. In April 2020, Keesler FCU 
successfully launched their online banking platform 
and was able to support their members digitally amid 
the pandemic. 

In Keesler FCU’s perspective, the value proposition 
for online and mobile banking has significantly 
changed as a result of the global pandemic and other 
societal factors in early 2020. A shift occurred in 

While we can’t be some name-
brand megabank, we can get 
pretty darn close.‘‘
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terms of how online and mobile products are used, 
as well as which member segments are using them. 
Prior to the pandemic, the products and features that 
allowed members to easily log in and view account 
balances and status were the most heavily adopted 
by the general membership. Now, consumers have 
high expectations for all things digital — from 
account aggregation to financial wellness to 
payments. 

Fulfilling Operational Goals while  
Elevating the Member Experience

Online Banking

 Card Experience

 Security & Fraud Protection

 Marketing and Analytics

 Extensibility

 Account Opening

 Customer Service

 Money Movement

 Financial Wellness

The underlying theme of the credit union’s digital 
transformation was alleviating member friction. 
Under Keesler FCU’s previous provider, members 
had multiple logins for each of their accounts. By 
leveraging Account Aggregation, Keesler FCU can 
provide one login for their members to view all 
accounts in a centralized location. The members 
that utilize Account Aggregation tools last month, 
averaged about four FI relationships per member. 
This tool maintains Keesler FCU’s status as the 
members’ primary financial provider and provides 
opportunities to cross-sell other products and 
services while growing the relationship. It also 
simplifies the member experience as they have a 
single point of entry to conduct business across 
multiple accounts.

To promote financial wellness, Keesler FCU 
implemented Alkami’s partnership with SavvyMoney, 
which empowers members to see their credit score, 
potential impacts, and determine an action plan for 
how to improve it. “Products such as SavvyMoney 

Credit Score and Transaction Data Enrichment 
are proof that client expectations of online and 
mobile products are evolving. These products help 
members understand their current spending habits 
and educate them as to how they can improve their 
financial standing. While they are a value add today, 
they are rapidly becoming expected functionality,” 
said Chief Information Officer, Jason MacDonald.

Traditionally, if Keesler FCU wanted to accept mobile 
deposits, they had to manually review and release 
checks to comply with their fraud prevention policies. 
With Alkami’s remote deposit capture (RDC), they 
now have risk profiles that automate this process 
for their staff, increasing successful deposits 
and building departmental efficiencies. Since 
implementing RDC, they have doubled the number  
of checks processed.

Alongside digital payments, Keesler FCU invested in 
Money Movement to support tech savvy members 
with products like Transfers and Bill Pay. Bill Pay 
and ACH Transfers, both one time and recurring, are 
becoming more frequent and adopted across virtually 
all user age groups. For Keesler FCU, the value of this 
convenience was magnified by the pandemic as they 
implemented Zelle to provide their membership with 
best-in-class P2P payment functionality for speed 
and flexibility, as they observed members moving 
away from cash-based transactions.

More recently, members began adopting other 
key features such as alerts and card management 
products to make online shopping safer, as well 
as utilizing account aggregation tools to perform 
transactions across multiple financial relationships.

To strengthen internal operations, Keesler FCU made 
significant enhancements to their user management 
process. In the past, only their Call Center could 
facilitate administrative tasks for member accounts 
in the digital platform. Now, branch staff are able to 
get in and do the same level of administration while 
sitting across from members in need of support.  

SavvyMoney was a game changer as 
members could access their credit 
reports and figure out a plan to 
improve their financial wellbeing.
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Overall, Keesler FCU has positively impacted their members’ experience through digital banking. The credit 
union has experienced exponential growth with the Alkami Platform demonstrated by a login increase of 79% 
since implementation. Following their launch in April 2020, they have surpassed all expectations with adoption 
rate and growth projections.

Inspiring Innovation at Keesler FCU

Several months ago, Keesler FCU crossed a new 
threshold. The credit union had conducted a survey 
with their members about how they interacted with 
the branch. For the first time, online interactions 
surpassed going to the branch. This was very 
insightful for their team, as they realized that their 
members want to transact online. Coinciding with 
this discovery, Keesler FCU’s member satisfaction 
scores increased from 84 to 94 with the help of 
Alkami.

Beyond empowering their members with digital 
banking, Keesler FCU turned inward to see how they 
could further their pathway of evolution. The credit 
union created a product management team with a 
leader solely dedicated to advocating for the Alkami 
Platform. Launching this team empowered their 
very own product leader to develop a roadmap that 
aligned with Alkami’s. This initiative allowed them to 
develop a platform that best serves their members 
and fosters innovation for years to come. 

Digital Growth since Go-Live
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Plano, TX 75024

info@alkamitech.com

(877) 7-ALKAMI

About Alkami

Alkami Technology, Inc. is a leading cloud-based 
digital banking solutions provider for financial 
institutions in the United States that enables clients 
to grow confidently, adapt quickly and build thriving 
digital communities. The Alkami Platform is the 
digital banking and fraud mitigation platform of 
choice for over 300 financial institutions. Alkami’s 
investments have resulted in a premium platform that 
has enabled it to replace older, larger and better-
funded incumbents and provide clients with world-
class experiences reflecting their individual digital 
strategies.

App Ratings across all 
App Stores

Net Promoter Score for 
Digital Members

Member Satisfaction 
(MSI) for Digital 
Members

Before  
Alkami

Following 
Implementation

3.4        4.8

70        79

84        94

12% Loan Growth

29% Deposit Growth

21% Increase in Credit Card Applications  

12% increase in Overall Call Center Volume 

2x checks processed with  
Remote Deposit Capture

IMPROVEMENT IN  
MEMBER SENTIMENT 

CREDIT UNION GROWTH

https://www.alkami.com/
https://www.alkami.com/
mailto:%0DINFO%40ALKAMITECH.COM?subject=
https://www.linkedin.com/company/alkamitech/
https://twitter.com/alkamitech/
https://www.facebook.com/AlkamiTechnology/
https://www.instagram.com/alkamitech/

