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Abstract

We measure the change in administrative support
costs and online member activity resulting from the
adoption of multi-factor authentication (MFA) or
other authentication products or services by NCUA-
regulated credit unions.

The study quantifies the support costs associated
with different authentication approaches and
measures the loss of online members resulting from
the deployment of these approaches.

Survey Method

This study surveyed a statistically random sampling
of U.S. credit unions who had implemented MFA or
other authentication products or services.

Respondents were invited to participate in the survey
via an invitation facilitated by the Credit Union
Journal.  Respondents visited an internet-hosted
webpage at ComplianceScore.com where they were
asked three multiple-choice questions:

1) What type of multi-factor authentication (MFA)
approach did your organization implement?

2) How did your MFA choice affect your on-going
support requirements/costs? and

3) How did your MFA choice affect your online
customer activity?

Respondents selected their answers from a list of
choices in the format 1% to 5%, 6% to 10%, etc. Ad-
hoc or explanatory responses were not permitted.
Respondents did not identify themselves.

Responses were correlated within each type of
authentication and an average score for each type of
authentication was then calculated to within 2
decimal places using a numeric scoring system.
Scores ranged from 0.00 to 6.00, with 0.00
representing no increase in support costs / no
reduction in online member activity, and 6.00
representing the greatest increase in support costs /
the greatest reduction in online member activity.

Scores were calculated separately for support costs
and activity loss. From these scores, an average
percentage was derived.
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1. Findings: Calculated Scores

Support Cost Increase: Calculated Scores Activity Decrease: Calculated Scores
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2. Findings: Percentages

Support Cost Increase: Calculated %

Activity Decrease: Calculated %
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3. Findings: Summary 4. Collected Data

121 credit unions responded to the study. Given the Authentication Type Increase  Decrease
statistically small data sample, the following analysis in in
may not be representative of the credit union Support Online
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5. Study Co-Sponsors:

Sestus Data Company

Sestus Data Company’s Virtual Token™ multi-factor
authentication solution (formerly known as
PhishCops®) is a true multi-factor authentication
approach as recommended by the FDIC and the
FFIEC.

Virtual Token™ MFA is extremely easy to deploy.
There is no hardware to purchase or ship, no
software or active-x objects to install, no java
scripting requirements, and no certificates to
manage. Virtual Token™ MFA is 100% cross-
browser, cross-device compatible.

For its breakthrough in cyber security, the U.S.
government has twice named Virtual Token™ MFA a
semi-finalist for the U.S. Homeland Security Award.

Contact:

Sestus Data Company

11435 W. Buckeye Rd. Suite 104-508
Avondale, AZ 85323-6812 US

Tel: (800) 788-1927 ext 1
Fax (800) 741-9048

Email: sales@sestus.com

Websites:
http://www.sestus.com

The Credit Union Journal

CREDITUNION
JOURNAL &

EEE NATEGECN GHABING IBAEFERGENT CARSIT GNIGE REWVEIELY

The Credit Union Journal is the nation's leading

newsweekly serving credit unions, with concise,
balanced and fresh reporting on issues affecting
credit unions and their growth.

Contact:

Credit Union Journal

224 Datura Street, Suite 615
West Palm Beach, FL 33401
Tel: (561) 832-2929

Fax: (561) 832-2939

Website:
http://www.cujournal.com
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