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Powered By a Strong Partnership Behind the Scenes, 
Self-Help Credit Union is Running More Efficiently 
Than Ever Before.  
A great partnership is only as strong as the individual relationships that make it up. ATM & Facilities Manager Dan Hittinger and his team 
learned that firsthand when they embarked on a network-wide overhaul of the credit union’s teller recyclers—a project that quickly 
snowballed into a re-evaluation of the organization’s hardware, software and approach to staff education, which was supported every step of 
the way by Diebold Nixdorf experts.

Overview 
Florida, North Carolina, South Carolina  
and Virginia  
Founded in 1980 

Case Study

Self-Help Credit Union

33 branches

>$1 BILLION in assets 
across the CU network

CHALLENGES

Multivendor teller recycling 
environment with recyclers in 
various states of operation

Staff were not properly trained on 
how to use recyclers, and there was 
no service contract in place to 
ensure recyclers were working 
properly 

Software complexity: not all 
licenses, patches and firmware 
were up to date 

Growing company, with increased 
complexity due to acquisitions and 
mergers 

SOLUTIONS

DN AllConnect™ Maintenance 
contract

Shifted from multi-vendor to DN 
house for teller cash recyclers and 
ATMs

DN tech on-hand at each branch 
during staff training

Branch design support

IMPACT

Tellers have embraced recycling 
and all de novo branches are 
outfitted with recyclers

Staffers know how to use the 
recyclers and have access to quick 
response for issues

Reduced security risks with less 
cash sitting behind the teller line

External end-to-end support 
enables the CU to stay lean and 
focus on key goals 
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PHASE ONE: DETECTIVE WORK 

In 2018, Self-Help CU’s teller cash recycler (TCR) environment was 
less than ideal. The CU recognized the value of TCRs as a tool that 
dramatically reduced the amount of time tellers spent handling cash, 
freeing them to provide higher-value services to their members. 
However, a series of mergers and acquisitions over the years had 
resulted in a multivendor array of TCRs in various states of disrepair. 
Hittinger was tasked by the CU’s president with bringing the TCR 
footprint up to snuff. So he hit the trenches, visiting each branch in 
the CU network, talking to branch managers and assessing the 
complexity of the challenge. 

“I wanted to hear the good, the bad, the ugly: how the branch is 
staffed, the levels of cash in their drawers, what they liked about the 
TCRs—I wanted to get the full picture before I made any judgement 
calls,” says Hittinger. “And what I found was that it went way beyond a 
hardware issue.”

He realized the problem was multi-faceted: the tellers weren’t 
comfortable with the machines, and often didn’t know how to operate 
them properly, let alone troubleshoot an issue. The hardware wasn’t 
being maintained under a regular contract, which meant licenses, 
firmware and patches often weren’t up to date. Plus, the CU’s audit 
team was concerned about properly balancing the TCRs to ensure 
the general ledger (GL) was accurate—a challenge given the then-
current state of affairs. 

“What I thought was maybe a one or two-step process quickly  
evolved to a five-step process: hardware, software, training, auditing 
and accounting,” he explains. “Once I understood the complete 
picture, then my team could solve the bigger issue: how do we gain 
trust with the staff? We weren’t going to be able to buy or deploy  
any more TCRs unless we could rebuild the staff’s relationships  
with the devices.” 

PHASE TWO: IMPLEMENTATION

Hittinger started by immediately putting every recycler in his network 
under a Diebold Nixdorf Managed Service contract. He also started 
the process of weeding out low-performing machines and replacing 
them with DN TCRs. And, he worked with his staff IT expert, Core 
System and Support Manager Kevin Roley, to understand the 
connections between the CU’s core, middleware and TCRs, to  
make sure the process was streamlined and optimized. Finally,  
he orchestrated on-site training with both Roley and a DN service 
tech on-site. 

“I can call or text our local technician; we have a great relationship,” 
says Hittinger. “I brought him in to each branch and told him, ‘I want 
you to show the staff everything they can touch, and everything they 
shouldn’t touch. Show them how to clean it, empower them to help 
themselves.’ Then at each location I had him teach the staff how to 
jam the terminal. He was a little shocked—but if our staff knows how 
to jam it, then they’re not going to jam it. I can fix failures, but I can’t 
fix perfection.” 

The approach worked. Over the past 18 months, the tide has turned, 
he says. A branch manager who didn’t want a TCR at her location 
went through Hittinger’s process and recently came back asking for 
a second TCR to support her branch’s growth. “If we hadn’t gone 
through those steps, we wouldn’t be here today. She’s an advocate of 
the technology now,” Hittinger notes. The recyclers minimize the 
branch network’s cash in drawers, reducing the risk of crime and 
helping the branches run leaner than ever before. And with virtually 
the entire fleet now under the DN logo, staff can seamlessly move 
from branch to branch as staffing needs dictate, and feel comfortable 
using the technology. 

“It’s not even a question anymore,” says Hittinger. “At any new 
branch, we install recyclers from day one, with full managed service 
contracts.” And, he notes, Diebold Nixdorf experts are there to help 
the CU determine the best layout for the space and where to 
implement technology and products into the branch. “I appreciate 
the vendor partnership we have with Diebold Nixdorf. I know I can 
rely on them, and that’s important for an organization like ours. We 
need to be able to rely on outside resources that can give us the best 
information and the strongest solutions.” 

Case Study  |  Self-Help Credit Union

“ When I roll out a recycler, I engage the whole team: our Diebold Nixdorf tech, our staff IT expert, the 
auditing team (so they can give us 90 days to work out the kinks and train the staff), the accounting 
team, and the staff at the branch to kick off the training process.” 

  — Dan Hittinger, ATM & Facilities Manager, Self-Help Credit Union 

To learn more, visit DieboldNixdorf.com.




