
Proprietary	
  /	
  Confiden0al	
  

EMV Communications Best Practices	
  

Presenta0on	
  materials	
  and	
  video	
  replay	
  will	
  be	
  provided	
  within	
  one	
  week.	
  
	
  
Have	
  ques0ons?	
  Use	
  the	
  ques0ons	
  panel	
  	
  	
  	
  	
  	
  	
  	
  –	
  we’ll	
  field	
  them	
  as	
  we	
  go	
  and	
  
during	
  the	
  Q&A	
  recap	
  at	
  the	
  end	
  of	
  the	
  call.	
  	
  	
  

©	
  2015	
  	
  Harland	
  Clarke	
  Corpora0on.	
  All	
  marks	
  are	
  the	
  property	
  of	
  their	
  respec0ve	
  owners.	
  



Today’s	
  Speaker	
  

Greg	
  Kuyava,	
  
Senior	
  Product	
  Manager,	
  Card	
  Services	
  
Experienced	
  speaker	
  on	
  a	
  variety	
  of	
  Card	
  Services	
  
topics,	
  including:	
  
●  Crea0ng	
  an	
  efficient,	
  cost-­‐effec0ve	
  program	
  
●  Marke0ng	
  and	
  brand	
  awareness	
  
●  Instant	
  card	
  issuance	
  
●  Obtaining	
  primary	
  financial	
  status	
  with	
  cardholders	
  
●  Enhancing	
  cardholder	
  engagement	
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Agenda	
  

●  EMV	
  Market	
  Trends	
  	
  

●  Communica0ons	
  Best	
  Prac0ces	
  

●  Three-­‐Phase	
  Strategy	
  for	
  EMV	
  

●  Program	
  Support	
  

●  Q&A	
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   2014	
   2015	
   2016	
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Debit	
  Card	
   Credit	
  Card	
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41%	
  

68%	
  

90%	
  

4%	
  

25%	
  

70%	
  

91%	
   98%	
  

2013	
   2014	
   2015	
   2016	
   2017	
  

Debit	
  Card	
   Credit	
  Card	
  

2%	
  
17%	
  

44%	
  

70%	
  

98%	
  

9%	
  

29%	
  

58%	
  

83%	
  
96%	
  

2014	
   2015	
   2016	
   2017	
   2018	
  

Debit	
  Card	
   Credit	
  Card	
  

(%	
  of	
  total	
  financial	
  
cards	
  in	
  circula1on)	
  

First	
  Annapolis	
  Industry	
  Research(1)	
  

(1)  First	
  Annapolis	
  Industry	
  Research	
  (April	
  2014)	
  
(2)  Aite,	
  EMV:	
  Lessons	
  Learned	
  and	
  the	
  U.S.	
  Outlook	
  (June	
  2014)	
  
(3)  Javelin	
  Strategy	
  &	
  Research,	
  EMV	
  in	
  USA:	
  Assessment	
  of	
  Merchant	
  and	
  

Card	
  Issuer	
  Readiness	
  (April	
  2014);	
  debit	
  cards	
  include	
  prepaid	
  

Rate	
  of	
  U.S.	
  EMV	
  Conversion	
  

The	
  U.S.	
  will	
  be	
  quickly	
  migraVng	
  to	
  
chip	
  cards	
  over	
  the	
  next	
  three	
  years	
  

Aite	
  Group	
  Industry	
  Research(2)	
  

Javelin	
  Industry	
  Research(3)	
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5	
  

Poll	
  QuesVon	
  #1	
  

Please	
  indicate	
  	
  when	
  you	
  will	
  have	
  EMV	
  cards	
  distributed	
  to	
  
your	
  card	
  holders:	
  	
  

1.  Currently	
  in	
  the	
  market	
  with	
  an	
  EMV	
  card	
  

2.  By	
  	
  the	
  end	
  of	
  Q1	
  of	
  2016	
  (March)	
  

3.  By	
  the	
  end	
  of	
  Q2	
  of	
  2016	
  (June)	
  	
  

4.  By	
  the	
  end	
  of	
  2016	
  

5.  S0ll	
  Undecided	
  



Consumer	
  Data	
  Breaches	
  

708	
  breaches	
  as	
  of	
  12/3/14	
  
26%	
  higher	
  than	
  the	
  same	
  period	
  in	
  2013	
  	
  
(562	
  breaches)	
  

Source:	
  Iden0ty	
  Theg	
  Resource	
  Center	
  
All	
  marks	
  are	
  the	
  property	
  of	
  their	
  respec0ve	
  owners.	
  All	
  rights	
  reserved.	
  6	
  

2	
  Billion	
  	
  	
  
accounts	
  compromised	
  in	
  2014	
  	
   708	
  breaches	
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Why	
  Is	
  EMV	
  Consumer	
  EducaVon	
  &	
  	
  
CommunicaVon	
  	
  CriVcal?	
  	
  	
  

●  Create	
  a	
  posi0ve	
  account	
  holder	
  experience	
  
●  Demonstrate	
  commitment	
  to	
  account	
  holder	
  security	
  and	
  convenience	
  

●  Increase	
  card	
  ac0va0on	
  and	
  usage	
  	
  	
  
●  Reduce	
  ahri0on	
  caused	
  by	
  confusion/frustra0on	
  over	
  new	
  EMV	
  card	
  

●  Minimize	
  impact	
  on	
  internal	
  resources	
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Best	
  PracVce	
  EMV	
  Consumer	
  	
  
EducaVon	
  &	
  CommunicaVon	
  

Powered	
  by	
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Cardholder	
  experience	
  is	
  criVcal	
  to	
  a	
  
successful	
  transiVon	
  to	
  EMV	
  

EMV	
  MigraVon	
  Recommended	
  Best	
  PracVces	
  

The	
  elements	
  of	
  the	
  cardholder	
  experience	
  focus	
  
on	
  three	
  key	
  communica0on	
  phases	
  of	
  EMV	
  card	
  
issuance	
  via	
  a	
  mul0channel	
  deployment	
  
including	
  direct	
  mail,	
  contact	
  center	
  and	
  digital.	
  	
  

●  Communica0on	
  prior	
  to	
  issuance	
  

●  Educa0on	
  at	
  0me	
  of	
  issuance	
  

●  Ongoing	
  educa0on	
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Harland	
  Clarke	
  EMV	
  CommunicaVon	
  Strategy	
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Phase	
  One:	
  Prior	
  CommunicaVon	
  	
  	
  	
  

We	
  take	
  your	
  card	
  security	
  seriously	
  
At	
  Your	
  Financial	
  Ins1tu1on,	
  we	
  take	
  protec0ng	
  your	
  Credit/Debit	
  Card	
  seriously.	
  	
  

What	
  makes	
  EMV	
  cards	
  different?	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  
EMV	
  cards	
  have	
  an	
  embedded	
  microchip	
  that	
  provides	
  increased	
  protec0on	
  	
  
against	
  fraud.	
  	
  	
  

What	
  do	
  I	
  do	
  unVl	
  my	
  new	
  card	
  arrives?	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  
Con0nue	
  to	
  use	
  your	
  magne0c	
  stripe	
  card	
  anywhere	
  MasterCard®/Visa®	
  is	
  accepted.	
  

If	
  you	
  have	
  ques0ons,	
  please	
  contact	
  a	
  customer	
  service	
  representa0ve.	
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Harland	
  Clarke	
  EMV	
  CommunicaVon	
  Strategy	
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Phase	
  Two:	
  Issuance	
  CommunicaVon	
  

	
  

Introducing	
  a	
  new	
  level	
  of	
  security	
  at	
  your	
  finger0ps	
  

At	
  Your	
  Financial	
  Ins1tu1on,	
  we	
  are	
  pleased	
  to	
  introduce	
  the	
  added	
  security	
  of	
  chip	
  
technology	
  to	
  your	
  credit	
  card.	
  

Your	
  chip	
  card	
  comes	
  with	
  technology	
  that	
  is	
  currently	
  in	
  use	
  around	
  the	
  world.	
  

Please	
  ac0vate	
  your	
  card	
  immediately	
  and	
  begin	
  shopping	
  with	
  added	
  security.	
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Chip	
  technology	
  provides	
  next-­‐level	
  security	
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Harland	
  Clarke	
  EMV	
  CommunicaVon	
  Strategy	
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Phase	
  Three:	
  Ongoing	
  CommunicaVon	
  and	
  EducaVon	
  	
  

Chip	
  cards	
  are	
  easy	
  to	
  use	
  

Your	
  card	
  now	
  has	
  a	
  chip	
  and	
  magne0c	
  stripe	
  technology	
  to	
  be	
  used	
  for	
  the	
  following	
  
methods	
  of	
  purchasing:	
  	
  

●  Retailers	
  with	
  chip-­‐enabled	
  terminals	
  
●  Retailers	
  without	
  chip	
  terminals	
  
●  Over	
  the	
  phone	
  or	
  online	
  
●  Retailers	
  with	
  contactless	
  func0onality	
  

How	
  do	
  I	
  use	
  my	
  chip	
  card	
  at	
  a	
  chip-­‐enabled	
  terminal?	
  
●  Step	
  1:	
  Insert	
  your	
  card	
  chip	
  first	
  
●  Step	
  2:	
  	
  Follow	
  the	
  prompts	
  
●  Step	
  3:	
  	
  Remove	
  your	
  card	
  

If	
  you	
  have	
  ques0ons,	
  please	
  contact	
  a	
  customer	
  service	
  representa0ve.	
  

15	
  
Powered	
  by	
  

15	
  



16	
  

Poll	
  QuesVon	
  #2	
  

Please	
  indicate	
  	
  what	
  phase	
  your	
  financial	
  ins0tu0on	
  is	
  
currently	
  in	
  for	
  card	
  holder	
  educa0on	
  and	
  communica0on:	
  

1.  Phase	
  1-­‐	
  	
  	
  Prior	
  communica0on	
  

2.  Phase	
  2	
  –	
  During	
  distribu0on	
  

3.  Phase	
  3	
  –	
  Con0nued	
  educa0on	
  

4.  Have	
  not	
  started	
  communica0ng	
  or	
  educa0ng	
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Contact	
  Center	
  EMV	
  Support	
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Simplify	
  cardholder	
  conversion	
  to	
  EMV	
  
●  Maintain	
  service	
  levels	
  during	
  card	
  reissue	
  
●  Monitor	
  program	
  response	
  frequently	
  	
  
●  Professional	
  support	
  on	
  account	
  holders’	
  schedules	
  	
  
●  Efficient	
  management	
  of	
  cardholder	
  inquiries	
  

Cardholder	
  inquiries	
  and	
  educaVon	
  -­‐	
  How	
  we	
  can	
  help	
  
●  Toll-­‐free	
  inbound	
  call	
  support	
  with	
  extended	
  hours	
  
●  High-­‐touch	
  outbound	
  calling	
  
●  Dedicated	
  EMV	
  specialists	
  
●  Explain	
  features	
  and	
  benefits	
  
●  Encourage	
  ac0va0on,	
  u0liza0on	
  
●  Weekly	
  call	
  volume	
  repor0ng	
  
●  Monitor	
  cardholder	
  ques0ons	
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Common	
  QuesVons	
  Answered	
  by	
  Our	
  Contact	
  Center	
  

●  Can	
  my	
  cash	
  advance	
  PIN	
  be	
  used	
  to	
  make	
  purchases?	
  

●  Where	
  can	
  I	
  use	
  my	
  chip	
  card	
  globally?	
  	
  

●  How	
  do	
  I	
  pay	
  at	
  a	
  chip	
  card	
  reader?	
  
●  How	
  is	
  a	
  chip	
  card	
  more	
  secure	
  for	
  Internet	
  and	
  telephone	
  transac0ons?	
  

●  I	
  have	
  a	
  chip	
  card	
  and	
  PIN	
  card	
  and	
  I	
  can’t	
  remember	
  my	
  PIN?	
  

●  Can	
  the	
  chip	
  in	
  my	
  card	
  get	
  damaged?	
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Harland	
  Clarke	
  EMV	
  Digital	
  CommunicaVon	
  Strategy	
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Customers	
  receive	
  
relevant	
  digital	
  messages	
  
based	
  on	
  the	
  data	
  that	
  is	
  	
  
sent	
  to	
  Harland	
  Clarke	
  
Digital	
  from	
  YourFI	
  



CommunicaVon	
  Program	
  Support	
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EMV	
  is	
  a	
  complex	
  process.	
  We	
  provide	
  one-­‐to-­‐one	
  
project	
  management	
  support.	
  

Project	
  manager	
  assigned	
  to	
  handle:	
  

●  Card	
  manufacturing	
  and	
  personaliza0on	
  

●  Payment	
  and	
  processor	
  rela0onships	
  

●  Graphic	
  design	
  
●  Key	
  management	
  

●  Card	
  configura0on	
  analysis	
  

Weekly	
  calls	
  to	
  provide	
  status	
  updates	
  and	
  
ensure	
  your	
  project	
  stays	
  on	
  track	
  

Project	
  Management	
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Turnkey	
  MarkeVng	
  Support	
  	
  

We	
  can	
  manage	
  ALL	
  your	
  EMV	
  
communicaVons,	
  including:	
  
●  Building	
  a	
  mul0channel	
  communica0on	
  

plan	
  to	
  educate	
  staff	
  and	
  cardholders	
  

●  Developing	
  all	
  materials	
  

●  Design	
  and	
  messaging	
  

●  Building	
  schedules	
  
●  Solu0on	
  implementa0on	
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Q&A	
  Wrap	
  Up	
  

Greg	
  Kuyava	
  
Senior	
  Product	
  Manager,	
  Card	
  Services	
  
	
  

PresentaVon	
  materials	
  and	
  video	
  replay	
  
will	
  be	
  provided	
  within	
  one	
  week.	
  
	
  
Visit	
  www.HarlandClarke.com/Webcasts	
  
for	
  this	
  and	
  previous	
  events.	
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Type	
  your	
  quesVon	
  in	
  the	
  quesVons	
  panel	
  

HarlandClarke.com/LinkedIn	
  

HarlandClarke.com/twiher	
  

www.HarlandClarke.com/webcasts	
  



Thank	
  You	
  

24	
  

Powered	
  by	
  


