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Channel Shift and Optimization: Tools for Success
Best Practices Checklist & Action Plan

	 Best Practices Checklist  

e-Commerce Equation: Sales = Visitors X Order Value X Conversion Rate
	Pass/Fail? 

Next Steps?

	1. Does the financial institution enable account holders to use *ALL* order channels?


· Our Integrated Link check ordering from inside their Online Banking website?


· Our Direct Link (account holder logs in at Harland Clarke) check ordering?


· Our “Voice Response” phone line and Live Agent? 

	

	2. Does the client use “click or call” cards? This is a primary tool used to educate about options.

	

	3. Does the financial institution’s reorder form and any other materials contain channel directive (Web and Phone) and display a URL for one of the following?
a) URL for the order site (see item #9) 
  or 
b) URL to a dedicated landing page (rather than the home page) on the client website, such as MyClient.com/Checks

	

	4. Is the financial institution’s website / order checks web page(s) effective? 


· Is there a dedicated check ordering page? (sometimes called landing page or jump page)

· Does the web page link have the phrase “order checks” written in blue and underlined?
· Is there a “scary” legal disclaimer or popup?  (see case study)

	

	5. Are there links to order checks on multiple web pages of financial institution website (public site as well as online banking)?  Account holders tend to look for how to order checks on different pages. “Order Checks” links are most effective on the home page or one click deep from home page of both the public site as well as online banking.

	

	6. Is the Harland Clarke Consumer Direct telephone number on the Financial Institution’s VRU tree?

	

	7. Does our Integrated Ordering setup permit account holders to make changes/edits to their check imprint (personalization) and shipping address? This is a primary reason web orders are blocked.
· Available in Harland Clarke online banking integrated ordering

· Institution has option to pass account holder address of record on core system as default address for web session


	

	8. Does the financial institution allow us to take orders for new accounts (accounts without order history and purged orders)? This is the number one web ordering barrier.

· Available in Harland Clarke online banking integrated ordering 

	

	9. Does the financial institution’s *public* website Direct Link go to the appropriate ordering “log in” page? We have noticed that many FI’s link to the wrong page at HC.
· LC

· LH

· LL

“Customer Connection Point”

“Checks.Center Choice”

“Online Ordering”

www.OrderMyChecks.com

www.OrderMyChecks.com

www.OrderMyChecks.com
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