The Big Squeeze
Credit unions are under increasing pressure to offer bill-payment at no cost. Is there a long-term payoff?
By Ron Jooss
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Fighting Fire
$60 million Miami Firefighters Federal Credit Union, Miami, offers online bill-pay free, mainly in response to local competition, according to CUES member Grant Sheehan, CEO of the 4,500-member CU.

"All the credit unions have offered it free for quite a while down here and all the banks have caught on to it now, too," Sheehan says. "There's no way you can charge for it once your members get used to seeing it everywhere."

But once members start paying bills on line, Sheehan is confident the CU will stay their primary financial institution. 

"It's a good, sticky product. Once they get their payees set up and get comfortable paying bills on line and have the confidence that it's going to be done, then you've got them. As far as retaining the member, it's very important to have this service."

Sheehan says 36 percent of his membership banks on line and 42 percent of online bankers use bill-pay. That's 15 percent of the membership 

Sheehan says the credit union has not done too much to promote bill-pay. "Basically it's all word of mouth within the membership," he says. "That's the nice thing about my membership; the firefighters work together. They live together. They're together 24 hours a day. Good news travels fast sometimes."

