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Critical First Steps to Effective Onboarding 
Starts With a Solid Account Holder Experience 



Agenda 
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Introduction  
– Douglas Roman, Senior Strategist, Harland Clarke  

Onboarding Insight – Key Initial Components of Success 

– Douglas Roman 

Harland Clarke’s Instant Card Issuance Solution 
– Joel Schloemer, Information Technology Manager, Harland Clarke Card Services 

Questions and Answers 



Onboarding Is a Process, Not a Project 

●  Acquiring new account holders takes time and money 

●  Important to ensure the acquisition investment pays off 

●  Effectively onboarding a new account holder starts on “Day One” 

●  Creating a positive account holder experience sets a solid stage for 
building long-term value 
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Onboarding Is a Process, Not a Project 
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●  Attention during and after account opening increases satisfaction 
and cross-sales  



Importance of a Good First Impression 
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●  Creating a positive first impression leads to higher retention and a 
foundation for improved cross-selling 

  Key motivators that drive specific account holder behavior include 
institution must be trustworthy and provide good service 

Source: Forrester® Research, Inc.  What Drives Retention & Sales In US Banks – October 2012  



Importance of Capturing Account Holder Insight  
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●  Gathering insight from account holders at the time of account 
opening (example of triggered event) enhances ability to capture 
Voice of the Customer (VoC) and enhance the overall experience 
with relevant communications 



Importance of Capturing Account Holder Insight  
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●  Conducting in-depth needs assessment at point of sale provides 
ability to capture important information to better serve account 
holder needs 



Importance of Capturing Account Holder Insight  
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●  Front-end segmentation of new account holders along with insight 
capture leads to household account growth  
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JD Power and Associates 
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Importance of Instant Issue Cards 
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Improved Cardholder Experience 

Increased Activation & Utilization 

Enhanced Security 

Emergency Card Replacement 

Benefits of Instant Issue 

Increased Profitability 

Reduced Expense 

Competitive Advantage 



Importance of Instant Issue Cards 

●  85 percent of financial institutions that offer instant issue today believe 
it supports their account holder service goals1 

●  Consumers are demanding time-savings, customization, convenience, 
service, and fair prices from their financial institution 

●  Account engagement can happen much quicker with instant issue 

  Instant issued cards are used on average within the first 93 minutes 
compared to the first 10 days with standard issued cards2 

  Instant issued cards see usage and activation rates as high as  
89 percent 

1 The Power of On-Demand Card and Personalization, George Wolbert 
2 Gramercy Institute and EFT Source, Inc., 2011 
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1. Financial institution submits card order via secure web portal 
  Cardholder selects personal PIN via portal using secure iPad® (optional)  

2. Data is transmitted and encrypted  

3. Encrypted data is sent to in-branch printer via web portal 

4. In-branch printer decrypts message and prints card 

5. System confirms successful printing of card and PIN  

6. Account holder leaves financial institution with personalized card 

How Card@Once® Works – The Ordering Process 
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Importance of Instant Issue Cards 



Importance of Instant Issue Cards 

●  Software for Service  

  Adds convenience for the financial institution 

  No software to purchase  

  Minimal training needed  

  Hardware purchase — printer and PIN pads 

  Provider’s server for order processing and communication network  

  Program setup handled by provider, including loading secure keys 
for PIN and CVV/CVC 

  System maintenance and upgrades handled by provider 

  Minimal IT and Operations resources needed to set up or maintain 
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Importance of Timely, Relevant and Ongoing Communications 
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●  Multiple contacts leads to greater satisfaction and positive experience 



Account Opening 
Disclosures and new 
account opening info 

distributed, insight gathering 
& debit card issuance 

Thank You Email 
Branch-based welcome with 
‘receipt’ of transaction and 
primary phone numbers 

Thank You Letter 
Focus on engagement 

services 

Courtesy Call 
Centralized welcome call to 
confirm receipt of checks 

and debit card and to 
answer any questions. 
Request check order.  

Engagement Letter 
Mailing with focus on key 

engagement services 
offers   

Engagement Email 
Email reinforcement of 

engagement message after 
engagement letter.  

Engagement Call 
Centralized call to dormant 

accounts encouraging 
activation and usage 

Cross-Sell Letter 
Letter with cross-sell offer 

for additional product  - 
modeling based targeting 

Cross-Sell Email 
Email reinforcement of cross-
sell message sent on day 60 

Enhanced Cross-Sell 
Clients move into a systematic 
analytically based cross-sell 
engine to further expand the 

relationship 

Engage 

Deepen 

Retain & Expand 

 Day 1         Day 2        Day 7      Day 14       Day 30       Day 32       Day 45       Day 60        Day 62        Day 90+ 

Importance of a Comprehensive Contact Strategy 



Questions and Answers 
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Thank You 
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