Process Selection
There are two approaches to process selection.  In many credit unions, brainstorming by the key personnel and functional heads can identify and prioritize a list of process improvement projects.  The list should hinge on two key focal points:  total member satisfaction, and increased return on investment.  Selection steps include:

1. Put the Member First.  Member satisfaction should be the first focal point.  What projects would the member view as valuable?  Feedback from Net Promoter Score "detractors" is a great source of ideas.

2. Roadblocks.  Have the functional heads of the credit union list the top three roadblocks faced.  Add this list to the possible improvement projects.  Elimination of these obstacles may be a top process improvement project.
3. Manageable.  Projects should not take more than six months to complete.  Prolonged projects risk loss of interest and start building frustration within the team.

4. Measurable.  Any project that can't be measured before and after its completion has no value.

Another source of project ideas is to review benchmark data.  Benchmarks in the following areas should be considered:  member satisfaction, timeliness, errors, productivity, and cost.  In addition, other project ideas may come from reviewing a list of many credit union processes.  A list may be found at:  www.cu-processes.com.
Characteristics of a good process improvement project include:
· Improves an existing project.

· Goes after quality issues, such as, member complaints, service nonconformance, errors, cycle time, and hand-off issues.

· Attacks highly variable process outputs or processes that have excessive errors involving management time.

A more sophisticated techniques of project selection is using an analytic hierarchy process (AHP).  AHP is a decision modeling method developed at the Wharton School of Business by Dr. Thomas L. Saaty.  AHP provides a structured framework that allows for the comparison of both qualitative and quantitative criteria to derive weights and establish priorities of alternatives used within the decision-making process.  An explanation of this method may be found at:  www.cu-processes.com/articles.html
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