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Mark your 
calendar!
The Fifth Annual

CUNA Chief
Operations Officer

Council Conference
will be held September

8-11 at the Four
Season’s Hotel, 98 San
Jacinto Blvd. Austin,

TX 78701-4039 ph. 512-
478-4500.  Cost is $169
single/double plus tax

and conference 
registration is $699

Members/$799 Non
Members (don’t forget
to be COOL!).  Please
call 800-356-9655 ext.

4018 for any questions
regarding the council

or the conference.

Making the Most of Council Membership
Your council is focused on establishing the

CUNA COO Council as the premier opera-
tions’ organization for credit union profession-
als.  You can help and win valuable prizes, too!

It’s so COOL!  Be a Member!–How would
you like to save $238 or even  $799?  It’s easy,
for every referal resulting in a new member,
your name will be entered into a pool.  At the
end of quarters one and two, the top referers
will will receive a FREE conference registra-

tion (minimum of 4 qualified referrals are
required).  And for every referral, you have a
chance to win a free annual membership (if
you are already a member, you can used it for
next year’s renewal).  For more information
contact Nader Moghaddam, Membership
Committee Chair at nmoghaddam@kinecta-
creditunion.org or via phone at 310-643-2588
or Chris Lamb, Co-Chair at clamb@energy-
firstcu.org phone 888-994-3328, 1, 4025. ◆

Operations—Texas Style!
That’s right—the Fifth Annual COO Council

Conference will be held at the Four Season’s
Hotel in beautiful Austin, Texas.  Mark your
calendars for September 8 - 11 and get ready
to Lead and Deliver!

You’ll enjoy a pre-conference workshop on
leadership featuring a mini boot camp and
other team building activities. Then, you’ll

hear more about effective leadership at a vari-
ety of sessions throughout the conference.
Plus, you’ll be able to attend a number of great
workshops on delivery systems.      

So, get out your boots and get ready to learn
all about operations, Texas style! Check out
the COO Council web site at www.cuna-
coocouncil.org    for more information. ◆

CUNA Chief Operations Officer Council Executive 
Committee Meets in Austin, TX
Michael Millis, Council Director

Members of the executive committee for the
CUNA Chief Operations Officer (COO)
Council met February 10th and 11th in Austin,
TX, to identify key challenges facing credit
union operations professionals, and to gener-
ate solutions to those challenges.  During
the two day planning session, the
executive committee also final-
ized the schedule for the
upcoming CUNA COO
Council Conference
September 8 - 11,
2002, at the Four Season’s
Hotel in Austin, TX.

The two primary challenges

identified by the committee include leadership
and the selection and management of delivery
systems.  Leadership is a skill critical to effec-
tive COO’s because it represents and encour-
ages the forward momentum necessary for

credit unions to survive.  In an increasing-
ly competitive industry like finan-

cial services, leaders must be
active in their pursuit of

their credit union’s
vision, but remain
open and flexible in

order to adapt to member
and staff needs.  Another key

leadership skill for COO’s in
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particular is the ability to lead those staff who
are not direct reports.  This kind of leadership
requires the development of positive relation-
ships and non-authoritative influence.  The
CUNA COO Council executive committee
plans to offer practical steps for building these
leadership skills at the annual conference.

The other primary challenge facing COO’s
is the selection and management of delivery
systems.  Because of the increased commodi-
tization of financial services, selecting the
right delivery systems for a credit union’s spe-
cific member groups can be an important way
to strategically differentiate the organization.
But too often COO’s base their decisions on
delivery systems on the information they
receive from vendors rather than on their
members’ needs.  The CUNA COO Council
Conference will offer in-depth sessions on the
critical thought process necessary for select-
ing and managing delivery systems, including
how to conduct a cost/value benefit compari-
son, and how to harmonize a credit union’s
delivery systems so that they represent the
best of a “both/and” philosophy rather than
an “either/or” choice for members.

In attendance at the meeting were:  execu-
tive committee chairperson Laurie Kusch,

Vice President, Quality Service Management
at Columbia Community CU in Vancouver,
WA; executive committee vice-chairperson
Vicki Smith, Chief Operations Officer at
Rogue FCU in Medford, OR; Dave Fearing,
Chief Operations Officer at the Ohio Credit
Union League in Dublin, OH; Cathy Hansen,
VP - Branch Administration at Numerica CU
in Spokane, WA; Keith Kauffeld, Chief
Operating Officer at Air Academy FCU in
Colorado Springs, CO; Chris Lamb,
EVP/COO at Energy First CU in Monterey
Park, CA; Nader Moghaddam, SVP -
Sales/Operations at Kinecta FCU in
Manhattan Beach, CA; and Andrea Stocks,
Vice President of Operations at Austin Area
Teachers FCU in Austin, TX.  Absent from
the meeting but a member of the executive
committee was Brenda Dunbar, Cash
Operations Manager at Citizens Equity FCU
in Peoria, IL 61614.

To access the schedule for the COO
Council Conference, or to find out more
about becoming a council member, visit the
website at www.cunacoocouncil.org, or call
Council Manager Cheryl Sorenson at (800)
356-9655, ext. 4393. ◆

Leader to Leader
The challeges of today and tomorrow

demand new ways of leading organizations,
building collaborations and creating communi-
ties.  Since its premier issue, the award-win-
ning journal Leader to Leader has presented

the best thinking of leaders,
for leaders.  Solutions brings
you adaptations from a col-
lection of articles from the
widely acclaimed journal
which brings together the
timely but classic wisdom of
world renowned leaders,
best selling writers, legen-
deray thinkings, and
esteemed business philoso-
phers.  

Chapter Five: Finding
Your Leadership Voice—
James M. Kouzes, chairman

of  Tom Peters Group Learning Systems,
based in Palo Alto, CA.  A renowned speaker,
educator, and coauthor with Barry Posner of
The Leadership Challenge, Credibility, and

Encouraging the Heart.
One of the most persistent myths in our cul-

ture associates leadership with rank.  But lead-
ership isn’t a positions; it’s a process.  It’s an
observable, understandable, learnable set of
skills and practices available to everyone, any-
where in the organization.  “Interesting, isn’t
it?” I said to a group of senior managers.  “I’ve
been asked in almost every workshop if leader-
ship can be learned, but I’ve never been asked
if management can be learned.”  What is it
about management that allows us to assume
that it can be learned, and what about leader-
ship constantly raises questions about our
capacity to learn it?  

Here are a few representative responses to
the questions “What is that unique something
about leadership?”

• “Soul”
• “Spirit”
• “It’s inside yourself”
• “Managers do things right, leaders do the 

right things”
• “Ethics”

It is a terrible thing
to look over your
shoulder when ou

are trying to
lead–and find no 

one there.
—Franklin D. Roosevelt
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• “Value Systems”
In the book Management of the Absurd,

Rishard Farson writes . . . “People learn—and
respond to—what we are.”  Farson has nailed
it.  All the techniques and all the tools that fill
the pages of all the management and leader-
ship books are not substitues for who and
what you are.  

My colleague Barry Posner and I keep
learning the same thing over and over again,
rediscovering that credibility is the foundation
of leadership.  People don’t follow your tech-
nique.  They follow you - your message and
your embodiment of that message.  In
Leadership Jazz, Max De Pree illustrates this

point - at the core of becoming a
leader is the need always to connect
one’s voice to one’s touch.

Leadership credibility is about con-
necting voice and touch, about doing
what you say you will do.  But De
Pree insists that there’s a prior task of
connectiong voice and touch.  It’s
“finding one’s voice in the first place.”

This is absolutely critical if you are to be an
authentic leader.  If you do not find your voice,
you will find yourself with a vocabulary that
belongs to someone else.  If you doubt the
importance of choosing your own vocabulary,
consider these phrases from a speech by
banking manager Barry Posner contrasted
with these phrases from The Body Shop, by
founder Anita Roddick

Posner:
• “Keep your capital, and keep it dry.”
• “We’ll act like SWAT teams.”
• “We won’t tolerate the building of 

fiefdoms.”
• “There will be only a few survivors.”
Roddick:
• “We communicate with passion—and 

passion persuades.”
• “I think all businesses’ practices would 

improve immeasurably if they were guided 
by ‘feminine’ principles - qualities like love 
and care and intuition.”

• “What we need is optimism, humanism, 
enthusiasm, intuition, curiosity, love, 
humor, magic, fun, and that secret 
ingredient—euphoria.”

What do these words communicate about
the individuals speaking them—about their
guiding beliefs and assumptions?  Would any
of these words be in your lexicon?  Would you
want them used in your organization?  Only by
finding your own voice will you know.

Every artist knows that finding one’s voice
is definitely not a matter of technique alone.
It’s a matter of time and a matter of searching
- soul searching.  I remember several years
back attending  a retrospective of a painter
with an artist friend.  Toward the end of our
walk-through, my friend observed, “There are
three periods in an artist’s life.  In the first, we
paint exterior landscapes.  In the second, inte-
rior landscapes, and in the thrid, they come
together into an artist’s unique style.  In the
third, we paint ourselves.”  It applies equally to
the appreciation of the art of leadership.  

When first learning to lead, we paint what
we see outside ourselves - the exterior land-
scape.  We read biographies and autobiogra-
phies, attend speeches by decorated military
officers, buy tapes by motivational speakers,
and participate in classes lead by skilled facili-
tators.  We do this to master the fundamentals,
the tools, and the techniques.  We’re clumsy at
first, failing more than succeeding, but soon
we can give a speech with ease, conduct a
meeting with grace, and praise employees
with style.  It’s an essential period, an aspiring
leader can no more skip the fundamentals
than can an aspiring artist.

Then, somewhere along the way we notice
how mechanically rote that last speech sound-
ed, what a boring routine that last meeting
was, and how empty that last encounter felt.
We awaken to the thought that the words
aren’t ours, the the technique is out of a text
and not straight from the heart.  We’ve invest-
ed so much and energy in learning to do all
the right things, and we suddenly see that
they are no longer serving us well.

For aspiring leaders, this awakening initiates
a period of intense exploration - a period of
going beyond technique, beyond training,
copying what the masters do, beyond taking
the advice of others.  And if your surrender to
it, after exhausting experimentation there
emerges from all those abstract strokes on the
canvas an expression of self that is truly your
own.

So, yes, you can learn to lead, but don’t con-
fuse leadership with position and place.  Nor
leadership with skills and systems or with
tools and techniques.  They are not what earn
you the respect and commitment of your con-
stituents.  What earns you their respect in the
end is whether you are you, and whether what
you are embodies what they want to become. ◆

From the book Leader to Leader, edited by 
Frances Hesselbein and Paul M. Cohen. 

Of those to whom
much is given, much

is required.
—John F. Kennedy
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Women And Leadership
Four Women—Four Lessons; leadership

practices we can all glean 
From The Female Advantage by Sally

Helgensen—a study of Frances Hesselbein,
National Executive Director of the Girls
Scouts; Barbara Grogan, President of Western
Industrial Contractors; Nancy Badore,
Director of Ford Motor Company’s Executive
Development Center; and Dorothy Brunson,
Presidnet of Brunson Communications.

What can we learn from these four women?
How do successful they make decisions?  How
do they schedule their days? Gather and dis-
perse information?  Motivate their employees?
Deal with interruptions?  Answer mail?

Surpervise? And much
more.   

1. Work at a steady
pace, but with small
breaks scheduled in
throughout the day.
40%-60% of time is spent
in formal, scheduled
meetings.  Unscheduled
tasks quickly fill what
remains of every day:
calls to be returned,
client follow-ups, brief
informational confer-
ences with subordinates
and colleagues.  The pace

is steady and fast, but geared to cause a mini-
mum of frantic stress.  

• Frances Hesselbein often closes her door 
during lunch and reads to relax.

• Nancy Badore, has her secretary leave 
fifteen-minute breaks between back to 
back meetings when possible.

2. Do not view unscheduled tasks and encoun-
ters as interruptions. All four make a deliber-
ate effort to be accessible, particularly to
immediate subordinates.  

• Barabara Grogan, used head-high room 

deviders instead   
of walls for her
office, “so that 
people will feel 
comfortable 
popping in.”

• Dorothy 
Brunson’s office 
wall was made 
of glass, “so that 
everyone can 
see I’m part of 
what’s going on.”

3. Maintain a complex network of relatonships
with people outside the organization.  All con-
sider representing their companies a major
aspect of their jobs, and spend 20%-40% of their
time with clients, peers, and colleagues.

4. Focus on the ecology of leadership and
schedule time for sharing information.  Keep
the long term in constant focus.  

• Hesselbein points out that both male and 
female managers tend to be more 
“big-picture” oriented today as a result of 
the advent of a global economy.  She 
sometimes invites employees to sit in and 
observe her working; for example, giving a 
telephone interview.

• Brunson monitors radio stations for at 
least two hours a day in whatever city she 
is in.  “Every single trend that happens in 
this country has an effect on broadcast-
ing.”  She also met with a group of very 
young disc jockeys in order to get their 
input and share her thinking when she was 
confronted with a major format chnge at 
one of her stations.  “I see myself as a 
transmitter - picking up signals from every-
where, then beeping them out to where 
they need to go." ◆

Fom book The Female Advantage; Women’s
Ways of Leadership  by Sally Helgensen.

Passing the Leadership Torche 
Internships are one way credit unions can

cultivate future managers and leaders.  All 
the information to set up an internship 
program for students can be found in the 
manual  Initiating an Internship Program 
by the Campus Credit Union Council. Contact
Caldwell at ccuc@aol.com for more 

information.
Management Acquisition and Development

(M.A.D.) Program—The South Carolina
Credit Union League brings the opportunity
for training to college grads or credit union
emplyees.  This six-month program prepares
trainees for supervisory management posi-

The task of the
leader is to get his
people from where
they are to where

they have not been.
—Henry Kissinger
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CUNA Councils Launch Regional Roundtables 
with Credit Union Leagues
Michael Millis, Council Director

As part of a strategic initiative identified for
2002, the CUNA Councils are reaching out to
leagues across the country to develop and
implement regional roundtables for credit
union professionals.  During the first quarter
of 2002, CUNA Councils staff met with repre-
sentatives from the Texas and Oklahoma
Credit Union Leagues to identify best prac-
tices for the formation and development of
regional councils, and both the CUNA CFO
Council and the CUNA HR Council sponsored
regional roundtable discussions and work-
shops in Texas, Ohio, and Michigan.

The purpose of the effort toward regional-
ization of the CUNA Councils is to spread the
word about the value of peer-networking with-
in the credit union movement, and to offer
educational opportunities that are more afford-
able for local credit unions.  The initiative was
identified by the CUNA Council Forum at
their annual planning session in San
Francisco, CA, in June of
2001.  The Council Forum is
comprised of the chairs and
vice-chairs from each of the six
CUNA Councils (CFO,
Lending, Marketing, HR,
Technology, and COO) plus
the Forum chair, Gayle
Gustafson, Vice President of
Financial Services at Safeway
Northwest Credit Union in
Beaverton, OR.

In February, CUNA
Council managers Pam
Frey and Cheryl Sorenson,
along with Council direc-
tor Michael Millis, met
with Amber Hughes, Carol Luebke, Susan
Looney, and Bob Gallman of the TX Credit
Union League, and John Bock, SVP/CIO at
Community Credit Union in Plano, TX, to

identify the complimentary and unique fea-
tures of the six CUNA Councils and the eight
Texas Councils.  The group identified local
networking, inexpensive travel, and the oppor-
tunity for larger credit unions to mentor small-
er credit unions as primary strengths of the
local councils.  On a national level, the broader
contact with credit unions in other regions,
the large extent of the listserv, and the
research and discussion generated through
whitepapers and the annual conference ranked
among the strengths of the CUNA Councils.
Dual membership in both the local and the
national councils was considered to be the
best option for credit unions because it pro-
vides a dual support system and reinforces the
credit union system structure.

The first jointly offered regional sessions
between CUNA Councils, the leagues, and
CUNA Mutual Group also occurred in the first
quarter of this year.  On February 12th over

40 representatives from
credit unions in Texas,
Oklahoma, Colorado,

Louisiana, and New Mexico
participated in a Regional
CUNA CFO Council

Roundtable, where they dis-
cussed regulatory issues,
investments, accounting,
and asset liability manage-
ment issues.  Intense dis-
cussions occurred around

the topic of liquidity, especially
since many credit unions have
felt a tight squeeze on their
margins for the past several
months.  On March 5th, twen-
ty representatives from credit

unions in Ohio participated in a Regional HR
Issues Seminar offered by the CUNA HR
Council, the Ohio League, and CUNA Mutual

tions.  CU history, philosophy, system struc-
ture, teller functions, collections, loan under-
writing and processing, operations (including
accounting, share draft processing), and mar-
keting are a few of the training models they
are trained in.  After completing the program,
graduates are prepared to step into manage-
ment positions.  Although this program is cur-

rently available to South Carolina Cus only,
you can get information on how to implement
a similar program in your league by contact-
ing Karen Deas at the SCCUL 800-235-4290
ext. 192.  “Since its implementation, four peo-
ple have completed the program and one is
currently a VP of a credit union.”◆
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RESOURCES ROADMAP
As a reader, if you come across a web site,

phone number, training program, or publication
that you think others may like to hear about,
please pass the information along and we will
try to publish it in future editions. All web sites
have been verified at the time of publication.

www.ccl.org
The Center for Creative Leadership web site

has an extensive library of articles. You can
also subscribe to a monthly e-mail newsletter
that covers a variety of leadership topics.

www.leadervalues.com
Take an on-line leadership assessment and

find out what leadership style works best for
you.

www.leaderx.com
Find out how to match your leadership abili-

ties to the organizational style at your credit
union. Review some recommended reading for
your leadership library.

www.managementfirst.com
A great on-line newsletter featuring articles

on leadership, training, and other topics. Enjoy
an on-line conference and interviews with
management experts. ◆

welcome new members

Are you 
making the
most of the

COO Council's
website?

The ListServ is a
great resource.  
It offers you the 

opportunity to contact
other member COOs
around the country

with questions and/or
comments reguarding
your own credit union
throughout the year.  
It is a great way to

extend contacts from
the annual conference.

Group.  On March 7th the Seminar was
repeated for thirty credit union attendees in
Lansing, MI, and sponsored again by the
CUNA HR Council and CUNA Mutual Group.
In both of these seminars, participants dis-
cussed recent developments in the manage-
ment of employee benefits, human resource
administration, and staff training and develop-
ment.

With three successful regional programs

already completed this year, the CUNA
Councils are moving forward with scheduling
additional sessions for HR professionals,
CFO’s, and lenders.  Look for more informa-
tion to come as the dates and locations are
confirmed in the next few weeks.  For more
information about the CUNA Councils 
in general, visit our website at 
www.cunacouncils.org. ◆


