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With so many competing priorities in today’s financial marketplace, 
banks and credit unions need to constantly strike a balance between 
meeting consumer needs and keeping an eye on emerging trends. 

For CPM Federal Credit Union (CPM FCU), this means not only presenting a 
friendly face to their more-than 56,000 members, but also staying on top of 
technological advances to provide the best customer experience outside of the 
branch. With a history rooted in serving mill workers in the 1950’s CPM now 
delivers exceptional value and service to people of all ages, occupations, and 
income levels through their 11 branches throughout South Carolina.
Of course, with so many easily-accessible alternatives at their members’ 
disposal, CPM must consistently make strides to prevent customer attrition 
and drive retention. One of the primary components in this effort is influencing 
the use of their institution-provided debit and credit cards. Consumers are 
frequently targeted with card offers from other institutions, and developing a 
strategic plan to influence card-engagement is an imperative part of CPM’s 
success.
To combat the efforts of other institutions and deepen the relationship with 
existing cardholders, CPM FCU has leaned on the assistance of their processor, 
CO-OP Financial Services. By leveraging CO-OP’s Revelation software and 
turn-key marketing services – powered by Saylent – CPM has increased usage 
throughout its cardholder-base, all while gaining more freedom to allocate 
internal resources elsewhere.
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CPM Federal Credit Union fosters 
member engagement by relying 
on Saylent’s turn-key marketing 
campaigns run through CO-OP 
Revelation 



These turn-key services focus on portfolio key performance indicators such as 
card activation, volume & spend per card, and interchange revenue. Through 
their partnership with CO-OP, Saylent is able to facilitate and deliver nearly 
every facet of their Usage & Activation campaigns. This encompasses everything 
from producing branded materials, managing the deployment of the campaign, 
and eventually overseeing campaign fulfillment. The end-result is the delivery 
of a positive return-on-investment while alleviating the logistical burden for 
financial institutions.
Despite the added convenience for their institution, CPM would not continue 
running these campaigns without impactful results to their bottom line. The 
process begins by identifying newly-issued and/or underperforming cards, which 
are generally defined as cards making limited transactions or minimal spend 
amounts. Cardholders fitting this criterion are then targeted with an incentive 
campaign, calling for them to reach a baseline number of transactions or spend 
amount in order to earn a gift card.
CPM FCU has been reaping the benefits of this strategy for years. A recent 
example is their “Hit the Road” Debit Usage Campaign, which targeted over 
5,000 cardholders with low spend over a baseline month. Participants were 
asked to increase spending by being incented with gasoline gift cards; spending 
between $500-$750 would earn a $10 gas gift card, while spending more than 
$750 would be rewarded with a $20 gift card.
The results were extremely positive. On average, the targets of the campaign 
as a whole went from making 5.68 transactions per month to 7.24 transactions 
in the campaign month. For those that qualified for the incentive, transactions 
rose from 6.64 in the baseline month to 24.13 transactions. Better yet, the 
residual effect was apparent long after the campaign was in market, with average 
transactions sitting at 9.62 (targeted) and 18.09 (qualified) a full year after the 
campaign’s launch.
In terms of spend figures, targeted and qualified cardholders increased spending 
from $106 and $131 per month to $201 and $961, respectively. A full year later, 
these cardholders maintained average spend of $287 and $591 monthly. Finally, 
interchange lift went from $1.86 to $10.22 for cardholders who qualified, and 
steadied at $6.61/month one year later. Most importantly from the institution’s 
standpoint, CPM experienced a one-year return-on-investment of 233%.
Regularly targeting underperforming cards in your portfolio is an essential step 
to fostering member engagement and retention. By maintaining a frequent 
cadence of campaign deployments, CPM FCU has not only increased the 
immediacy of card engagement, but also influences card behavior on a 
sustainable basis. Their fruitful partnership with Saylent & CO-OP continues  
to be an important part of their overall business strategy.

Saylent a Boston, Mass.-based software 
and services organization, named to 
Deloitte’s Technology Fast 500 list 
in 2014 and 2015 and a six-time Inc. 
5000 Fastest Growing Private Company 
(2012-2017), provides financial 
institutions with data analytics software 
and services that improve profitability 
and product innovation by delivering 
smarter, deeper, actionable insights on 
the financial behaviors of consumers 
and businesses. With Saylent, financial 
institutions are empowered to drive 
new revenue streams and increase 
loyalty by delivering targeted programs 
and solutions that their customers and 
members desire.
CO-OP Financial Services (CO-OP) 
is a Credit Union Service Organization 
serving more than 3,500 credit unions 
around the country. CO-OP allows 
credit unions to serve their cardholders 
with payments products that would 
otherwise be only available to larger 
financial institutions. These services 
include ATM processing, shared 
branching, call center, and debit and 
credit card processing, as well as many 
more complementary products.

“The ability of Saylent & CO-OP’s turn-key 
campaigns to drive card-usage with very little 
effort from our internal resources has kept us 
coming back for more, year after year…”
– Shannon Pahula - COO, CPM Federal Credit Union
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