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THE CHALLENGE

For over 70 years, Desert Schools Federal Credit Union of Phoenix, Arizona has been a
trusted, local financial partner. The credit union serves more than 370,000 members in
Arizona at 49 branches, with total assets of $3.1 billion. Desert Schools has consistently
achieved the highest capitalization rating by the National Credit Union Association (NCUA).

High Traffic Retail Environments

Shoppers who opened a new checking
account with the credit union expected
immediate electronic access to their
money so they could make purchases in
the store. But, at the time, new members
would have to wait
seven to ten days
to receive their
debit cards in the
mail.
Among all
active mailed debit
cards, less than
half of the new cards were used for a
single transaction within two weeks
following account opening.
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During the last decade, Desert Schools
Federal Credit Union experienced rapid
growth. In 2003, half of Desert School’s
thirty branches were located in Wal-Mart
or large grocery store chains such as
Safeway and Fry’s. These high traffic
environments
presented
unique
opportunities
to
offer
personalized
services that included all day hours on
Saturday.
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According  to  Carlos  Pacheco,  Senior  Vice  President  
for  Sales  and  Branch  Operations,  “The  challenge  was  
to  make  sure  our  members  could  walk  out  with  a  
personalized  Visa  debit  card  that  could  be  used  immediately,  
especially  in  in-store  brances.  We  were  competing  with  
”load  and  go”  prepaid  products  that  are  attractive  to  the  
unbanked  so  instant  fufillment  was  critically  important.”
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THE SOLUTION
CardWizard®
In 2003, Desert Schools began evaluating instant issuance hardware and software. Susan Chesnut, a
senior director at Desert Schools led the project team that reviewed proposals from three leading vendors.
CardWizard® Instant Issuance Software was selected because the credit union was impressed with
CardWizard’s ease of use and security features. CardWizard was the only solution with a proven interface
to Summit, the credit union’s core processing system, and it also supported a “thin client” functionality
utilizing Citrix, which greatly simplified the installation and support of the instant issuance software
required to issue cards. CardWizard also offered a real-time interface to Visa DPS, enabling instantly
issued cards to work immediately for signature-based debit transactions. Not only did the competition lack
an interface to Summit, but they did not support thin client (Citrix) applications, and one required a
cumbersome “administrative card” swipe process every time a card was produced.

2003 Pilot Study
Desert Schools launched an instant issuance pilot study at a single branch in October of 2003. In
December of that year it added two more branches while refining branch-level training protocols to support
card inventory management and Visa’s instant issuance “best practices.” CardWizard was designed to
comply with Visa’s physical and logistical security requirements, and provide customized reports and
electronic system logs to help the credit union effectively and efficiently manage operational risk.

Over 5 Years

1-3 Branch Pilot

35 Branches
Installed

65 Branches
Total Installed

2004 Roll Out
Starting in 2004, CardWizard was launched in phases of one-to-two month intervals at the 32 remaining
branches. The credit union’s experience during the pilot made it easy to introduce the technology across
its branch network. Over the next few years Desert Schools continued to add new branches in the
Phoenix metro area, and by 2008 it had installed CardWizard at 65 branches. Since the recession began
in Arizona, the credit union has scaled back its branch network to 52; of this, 21 branches are now
located at Wal-Mart Supercenters and six are in grocery stores with extended hours of operation.
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Each branch has a Datacard 150i embosser for card
production, and SuperCAT card encoder to support
customer re-PINs in the branch. This equipment is
managed and monitored using CardWizard’s robust
administrative software application housed at the
credit union’s data center. In May of 2009 the credit
union converted to Fiserv for its core processing.
The conversion went well once the new card types
were setup on Fiserv and testing was completed.
Each credit union branch is responsible for balancing
and auditing its card inventory as part of its day-today branch operation duties. No full-time staff is
dedicated to instant issuance. The credit union has
one IT resource to support the system on a part-time
basis. In addition, a part-time administrative
employee handles card inventory management and
Visa’s required system audits.

Leading  instant  issuance  solution  for  Visa®  
and  Mastercard®  debit  and  credit  cards.
Implemented  in  hundreds  of  financial  
institutions  and  thousands  of  branches.
For  magstripe,  contactless,  EMV,  and
NFC  applications.
CardWizard  software  is  PCI  PA-DSS  
compliant.  All  financial  keys  are  securely  
stored  in  a  central  encrytped  file  or  in  an  
external,  tamper-resistant  device.

At traditional credit union branches, member service
representatives (MSRs) instantly issue the cards. At
retail branch locations, MSRs and tellers are trained
to issue cards. CardWizard supports dual control of
critical processes, such as opening the embossing
machine and balancing card stock, to help mitigate
operational risk.
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CARD ISSUANCE PROCESS
When a new checking account is opened, the customer can request to have a Visa check card mailed
or instantly issued at the branch. The instant issuance workflow occurs as follows:
1. Through the new checking account application process; the debit card product is selected
and set up on the account on the bank’s host database (Fiserv).
2. If the customer wants a card mailed, then the “mailed” option is selected, and the credit
union’s existing process for ordering a mailed card is completed.
3. If the customer selects the instant issuance option, the member services representative
(MSR) opens the CardWizard iClient software loaded on the desktop PC.
4. CardWizard iClient interfaces with Fiserv to display the card record information for that
customer’s new check card.
5. The customer selects a PIN using CardWizard’s encrypting PIN pad.
6. CardWizard securely transmits the PIN offset data to Fiserv to update the card record with
the customer’s selected PIN.
7. The card is then personalized (embossed and encoded) in roughly 60-75 seconds during
which time the CardWizard software monitors the card production process, ensuring a “good”
card was produced. CardWizard then transmits a real-time message to Visa DPS to activate
the card active immediately for both PIN-based and signature-based debit transactions.

	
  

Fiserv

CardWizard® Enterprise
Server Software

VISA® DPS

Secure Network

Multiple Desktop PCs Running CardWizard iClient Software with
Encrypting PIN Pads, Sharing One Datacard 150i Embosser

CardWizard
iClient Software

Instant Issuance Case Study

Branch-Level Configuration of
Hardware and Software Components

LAN in Branch

Diagram for Issuing/Activating
Check Cards

|

Page 6 of 9
www.rungeandcompany.com | © 2011 Datacard Corporation and Runge & Company.
All Rights Reserved.

	
  

LONG TERM BENEFITS
The instant issuance solution provided by Datacard Group® has been a major success at Desert Schools
Credit Union for over eight years. During that time, the credit union has instantly issued more than
767,000 check cards. The capability to provide immediate check cards to new members has helped boost
credit union membership and has enabled Desert Schools to compete successfully in a competitive
marketplace.
Activation of New Instantly Issued Debit Cards
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The success of the program as measured by total number of instantly issued cards becomes even more
compelling when key performance metrics are considered, such as “days to first use.” The chart above

“We  know  it  has  had  an  impact  on  member  
service,”  Chesnut  states.  

“Our  members  are  ecstatic  when  they  find  out  
they  can  get  a  new  card  immediately  rather  
than  waiting  seven  to  ten  days  to  receive  it  in  
the  mail.”
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indicates that among debit cards instantly issued and active within 60 days of account opening, nearly
30% were used on the day of account opening. This is made possible because CardWizard supports
instant card activation with Visa DPS. Among these instantly issued debit cards, nearly 70% are used
within the first five days of account opening; whereas very few mailed debit cards are used within 10 days
of account opening.
The benefit of instant issuance at in-store branches is illustrated by comparing first use metrics for cards
issued at in-store branches versus those issued at traditional branches. When comparing in-store
branches to traditional branches, a higher percentage of new cards issued at in-store branches are used
on the same day as account opening. Similarly, in the first week after account opening, a higher
percentage of cards issued at in-store branches are used, when compared to traditional branches.

Percent of Cards Used on Day of
Account Opening (Among Active Cards)

Percent of Cards Used During First Week
Since Account Opening
(Among Active Cards)
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CardWizard has been a very reliable system for over eight years at Desert Schools. The ability to
instantly issue debit cards at the branch has become a key element of the onboarding process for new
members because it complements member enrollment in other services at account opening (such as
online banking and online bill payment), and it gives the credit union the opportunity to explain the
advantages of card-based transactions. Instant issuance provides immediate fulfillment of active debit
cards while saving the delivery time, postage, and activation sequences associated with centralized card
issuance.
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According  to  Carlos  Pacheco,  “Instant  issuance  
has  become  a  key  element  in  our  retail  delivery  
model.  Even  with  the  potential  regulatory  changes  
that  may  affect  debit  card  interchange,  instant  
issuance  will  continue  to  remain  a  benefit  to  
Desert  Schools  Credit  Union.”
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