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COMPANY

Redwood Credit Union 
3033 Cleveland Avenue 
Suite 100
Santa Rosa, CA 95403
redwoodcu.org

NUMBER OF BRANCHES

16

CHARTERED IN

1950

ASSET SIZE

$3.5 Billion

MEMBERS

236,000

DATA PROCESSOR

Symitar Episys®
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“Redwood Credit Union focuses everything on the member experience,” 
said Chris Cummins, the credit union’s Remote Delivery Manager. “That’s 
one of our core values. We invest in feature-rich platforms that empower our 
members and make their lives easier.”

Explaining how this philosophy translates to digital banking, he added, “If we 
believe something will benefit our members, then we want to be able to make 
that change quickly and easily.” This is one of the reasons that Redwood Credit 
Union uses Jwaala’s Ignite platform for both online and mobile banking.

Making Members’ Lives Easier

According to Cummins, his team of three highly skilled developers uses 
Jwaala’s software development kit (SDK) to implement customizations that 
range from relatively simple to highly sophisticated. For example, the credit 
union has added the ability to allow members to block lost or stolen cards 
directly from both their mobile app and their online banking system.

The credit union has also added the ability to make a one-time payment to 
a Redwood Credit Union loan from any external account. Typically, there’s a 
micropayment verification process involved in setting up an external account 
for transfers. However, with this one-time payment feature, members can 
enter their information and easily complete the payment in just a few minutes.
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Consolidation Is Key

The Ignite platform has allowed Redwood Credit Union to consolidate its 
alerts. At one point, the credit union provided alerts from both the Ignite 
platform and the credit union’s core system. The credit union preferred Ignite’s 
alerts, but discovered that the Ignite platform didn’t natively offer a Regulation 
D alert. Working directly with Jwaala’s support team, the credit union was able 
to add a Reg D alert and thus eliminate reliance on the core system’s alerts. 
“That made our lives a lot simpler, and the members’ experience consistent” 
said Cummins.

Lending on the Go

Cummins said that the credit union is placing more and more emphasis on 
lending, especially mobile lending. To further that effort, the credit union has 
added two key components to its mobile app.

First, the credit union created an integration between the Ignite platform 
– which the credit union runs in-house – and a third-party vendor that
provides a hosted online lending solution. This is a simple single sign-on (SSO)
integration, but provides for a seamless member experience.

Second, Cummins and his team created a custom integration between the 
Ignite platform and the credit union’s core system. This integration allows 
Redwood Credit Union to generate various loan preapprovals on the core 
system and then push them out through the credit union’s mobile app. If a 
member accepts a preapproved loan offer, the integration to the online lending 
provider is then triggered.

“Members don’t want a loan; they want a car, a home or a vacation,” said 
Cummins. “Our mission is to help people achieve their goals. The easier we 
make getting a loan, the better we serve members in making their dreams a 
reality.”

A Better Overall Experience

Security is a top priority. Cummins said that he’s enhanced the credit unions 
multifactor authentication (MFA) offering and is also looking at adding device 
registration to the member’s profile page within online banking.

“The bottom 
line is that the 
Ignite platform’s 
customizablity 
and flexibility 
have allowed us 
to be much more 
responsive to our 
members, and that’s 
what it’s really all 
about.”
Chris Cummins,
Remote Delivery Manager
Redwood CU
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While creating a functionally robust environment for the member is critical, 
look and feel are also important from  
a marketing standpoint. Redwood Credit Union has relied on the flexibility 
of the Ignite platform to make a number of visual changes. “We prefer drop-
down menus over traditional tabs in our online banking,” said Cummins, “so 
we made that change ourselves.” He added that the credit union has also 
reskinned its mobile app.

Member Feedback Is Essential

Cummins said that the vast majority of customizations to Redwood Credit 
Union’s digital banking environment are the result of either direct member 
feedback or perceived member need. The credit union draws that member 
feedback from three primary sources:

1. Member input through Net Promoter, an online measurement tool.

2. Monitoring the credit union’s member-facing knowledge base.

3. Suggestions that come in through the credit union’s call center.

“We also monitor up-and-coming trends,” said Cummins. “This allows us to 
stay out in front of things and offer new features before the members start 
asking for them.” He said that person-to-person (P2P) payments is a perfect 
example. There weren’t many members asking for P2P payments, but with 
their popularity on the rise, Redwood Credit Union chose to be a leader rather 
than a follower.

Going Forward

“Customization may not be the right thing for smaller credit unions because 
you really need that dedicated staff,” said Cummins. “We’ve been highly 
successful because we’ve had the resources to devote to this effort. 

“The bottom line is that the Ignite platform’s customizability and flexibility 
have allowed us to be much more responsive to our members, and that’s what 
it’s really all about,” concluded Cummins. “Now that our credit union and 
our members have enjoyed the many benefits of a customizable platform like 
Ignite, I can guarantee you that we’ll never go back.”

ABOUT REDWOOD CU

The core of our 
existence is service 
to our Members, 
employees and 
communities to help 
them achieve their 
financial goals.

We will create 
a positive and 
professional 
connection with 
you and build the 
foundation for our 
ongoing relationship. 
We believe a friendly, 
open and enthusiastic 
demeanor will lead 
to strengthening our 
relationship with you.
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