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Welcome from our partners



And thank you to our Corporate Members



Goals of Today’s Conference

4

Provide practical, actionable insights on how credit unions can 
effectively address two of the most pressing issues they face:

• Achieving the scale needed to modernise the credit union 
business model, through effective collaboration amongst 
credit unions, whilst

• Remaining true to the credit union ethos of service to their 
members and their members’ communities



About CFCFE
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• Established in 2017 to provide independent, high-quality 
research in support of credit unions and similar 
community-based financial providers in Europe

• Has grown to 41 member credit unions and credit union 
suppliers in Ireland and Great Britain.

• Six major research papers already published and more in 
the pipeline.

• Financial support comes from our members’ annual 
subscriptions and grant funding from foundations and 
government sources.



International Perspectives on Credit Union
Collaboration 

Ralph Swoboda
Chair, CFCFE
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What Worked Elsewhere:  The USA Example

• 1970: Peaked at 23,866 credit unions, 21.6 million members
2018: 5,644 credit unions, 115 million members

• Still democratically governed by volunteer directors.
• Professional, skilled, well-paid management teams, with the 

authority to run the business.

• Few Americans have any need for a bank.
• Some very large, but:  Half of all US credit unions have total assets 

less than $33 million.
• The key:  Robust ecosystem of collaborative support mechanisms 

gives small CUs the same back office scale as the largest.
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Even Smallest US CUs are Full Service
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Source: Credit Union National Association.

Percent of CUs offering products, by asset band:



What Do US Credit Unions Collaborate to Do?
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944 Credit Union Service Organizations (CUSOs)     
701 are single CU owned



CUSOs do not need to be huge – room for plenty
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• 72% of multi-owner CUSOs (174 out of 243) have 2-10 credit union 
owners

• A CUSO owned by 12 CUs in Georgia supports a network of 800+ car 
dealers to do forecourt lending. Total loans are $1.3 billion.

• Maine CU League mortgage CUSO services $1.5 billion in housing loans 
in a state with only 55 credit unions with only 691,098 members. 

• Corporate credit union was set up in South Dakota in the 1980s when it 
had about 70 credit unions then serving less than 100,000 members. 



Credit unions co-operating for business

Kevin Johnson
CUDA – Solution Centre
kevin.johnson@cuda.ie
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Solution Centre - The Basics

Why: Irish credit unions face common challenges, the solution 
requires collaboration 

How: Boards of Directors approve the strategy for their credit union, 
Solution Centre supports management to implement it. 
Formed by CEOs, it is led by a Steering Committee of CEOs. 
Inclusive of all Irish credit unions that wish to be members.

What: Solution Centre facilitates collaboration, innovation and 
business model development. Enables projects/approaches to 
eliminate unnecessary duplication



Introduction to Collaboration

• Knowing at the early stages of collaboration what business outcomes 
your credit union is trying to achieve through collaboration is critical

• From our experience there are three different types of collaborative  
projects
– implications for the participants in terms of governance, 
– commitment, 
– loss of autonomy.

• Each collaboration has unique characteristics, different partner 
competencies are required

• Collaborative behaviours and values – culture and change management
• Challenges in collaboration
• Key Success Factors
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Take a Phased Approach

1. Define the credit union readiness for collaboration

2. Find the right partner(s) and get acquainted

3. Lead early negotiations/develop the concept

4. Develop the business case

5. Review legal options and draft legal agreements
6. Implement and sustain the collaboration
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The People Challenge

• people do not always do what you think they do 

• people do not always do what you tell them to do 

• people do not always do what they think they do 

• people do not always do what they say they do 
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Know how you intend to evolve the Business and measure it

Assumptions: Personal loan rate 7.5%, Mortgage & Community 
rate 3.75%, investment rate 0.5%, additional costs €1M

Assumptions: Personal loan rate 7.5%, investment rate 0.5%

Short Term Medium Term Long Term
Total Volumes 175 21 7
Break Down Social Media – 50

Website – 25
CRM Outbound – 25
E Zines – 10
Central – 15
Car Financing – 25
Line of Credit - 25

SME – 8
Home Improvement – 10
Green Energy - 3

Mortgage – 6
Community 1

Insights identifies 

person with a need Engagement & Experience

ensures timely relevant 

communication - by skilled staff \

self-service

Fulfilment using efficient, 

compliant, risk managed 

processes

Measure, Monitor & 

Report – ensure 

achieving desired 

objectives

IT Enabled



Some of the Key Lessons Learned

� Change needs to come from \ supported by the boardroom, since CEO egos can 
often get in the way of change:

� Determine clear boundaries and enforcement;

� Make collaboration a KPI for your credit union: 

� Credit Unions compete so don’t expect it to be the solution for all challenges

� Common vision, objective, culture and equitable investments

� Precise objectives and terms of relationship

� Underestimated service delivery requirements, draw on development resources

� Funding model

� Watch out for level of engagement from third parties?

� Frequency of Steering Committee meetings & assessment of success

� Develop a Collaboration Toolkit



COLLABORATION: IS IT WORTH IT?

Carol McHarg
1st Alliance (Ayrshire) Credit Union
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COLLABORATION: Why are we collaborating?
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Collaboration is a working practice whereby individuals 
work together to a common purpose to achieve business 
benefit. Collaboration enables individuals to work together 
to achieve a defined and common business purpose.
• Carnegie Trust offered an opportunity for 5 credit unions 
to come together and pilot a Employers Engagement project 
for Payroll deduction 
• This was an area that we wanted to grow and develop
• This opportunity made it possible to enhance committed 
time and resources.



COLLABORATION: How are we collaborating?
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• 5 credit unions agreed to put £2000 each in for two years, 
Carnegie Trust granted the remainder of the monies 
required.

• One employee across 5 credit unions
• 1 Credit Union agreed as the employer
• Joint generic marketing and reporting agreed
• Agreed meeting schedule



SUCCESSES

• 5 Credit unions and external 
funder agreed operational 
requirements.

• New employer partnerships 
established

• Credit Unions have shared 
other practices

CHALLENGES

• Local continuity of contact
• Keeping it as a priority
• Various operational 

processes for staff member 
to remember

• Respect slower pace than if 
doing it on your own.

COLLABORATION: How is it going?
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Creating the Future through collaboration:
The Payac Story

Seamus Newcombe, CEO
Payac Services, Ireland

Members Conference, 18 January 2019



About Payac
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• Established by Group of 6 likeminded Credit Unions to deliver 
Current Accounts to members

• Group started engaging in early 2015 (common EFT partner)

• Company incorporated in February 2016

• Established as commercial shared services company

• Mission is to deliver full service Current Accounts to Members, 
underpinned by effective governance, risk management and 
operation frameworks

• Objective is to maximise the level of CU participation, to 
minimize cost, and help CUs gain credible share of Current 
Account Market



The issue which needed collaboration
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• CU members have long demanded Debit Cards to access 
accounts 24/7

• Discovered the issue was not debit card, but current 
account.

• CUs wanted to offer services without selling the member 
relationship to third party company.

• No regulatory basis for CUs to offer Current Accounts
• Regulatory requirement for Standardisation
• Standardisation can only be achieved through 

collaboration



Steps to Collaboration
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• Be clear as to what the problem is

• Communicate the solution and call to action

• Focus on long term relationship and trust – not one off transaction.
• Communicate to the right audience

• Engage to wider sector stakeholders
• Engage professionals as early as possible for credibility

• Don’t be afraid to spend money

• Get the legal and governance structure right  - think ahead
• Remember to be commercial

• Look outward and not just within sector
• Choose partners that are trusted, strong, flexible and are sharing

• Engage with Regulator from the  start – keep them informed –work 
with them as the solution, not the problem & on basis of no surprises



• Set Clear Objectives & Goals
• Partner credibly and early
• Remain Non-partisan
• Retain Subject Experts from 

the start
• Retain the best legal advisors
• Make commercial decisions 

and act commercially
• Call it early if its not working
• Think Equity not Equality
• Always have exit strategy

• Don’t try to solve every problem
• Don’t try to replicate what's 

already working. 
• Don’t fall at first hurdle
• Don’t get bogged down with 

detail too early in process
• Don’t be afraid to ask for funding
• Don’t get distracted by politics
• Don’t underestimate the cultural 

challenge of collaboration
• Don’t forget the end game!!!

The Do’s and Don’ts – Lessons Learned
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What’s our focus – nearly there
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CUfGM:
Credit Unions for Greater Manchester

Christine Moore
Manchester Credit Union

Members Conference, 18 January 2019



What is CUfGM?



57,620 members

£29.4m assets

£18.9m on loan

£24.3m saved

26,000 loans

£19.2m lent

81 staff

184 volunteers 22%

20%

54%

19%

£7.5m 
saved

What is CUfGM?



What have we achieved so far?



Our Ambition? To make Manchester a Fair Finance City

Triple credit union membership in Greater Manchester
Offer a safe alternative to pay day lenders
Offer an ethical alternative to Brighthouse and their like
Encourage saving
Reduce household indebtedness and improve financial resilience
Reduce pressures on mental health services by improving financial 
well being
Invest a further £150m in local economy over the next five years

Every loan is an investment
Each loan is only possible through saving

Support the economy of Greater Manchester by keeping money 
local



What next?

Seat on the Greater Manchester Co-operatives Commission

Working with the Combined Authority and Housing Providers to 
develop products across the region

Not possible as individuals – co-operation has been the key

Learning from Trento:
Form a co-operative from the consortium
Group purchasing / shared posts to reduce overheads



Break

Restarting at 11:45 am!
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Panel Discussion on Collaboration

Ralph Swoboda, Moderator
Carol McHarg
Seamus Newcombe
Christine Moore

Members Conference, 18 January 2019



A Regulatory Perspective on Collaboration

Roger Marsh
Prudential Regulatory Authority, Bank of England (Retired)

Members Conference, 18 January 2019



Lunch

Restarting at 1:45 pm!

Members Conference, 18 January 2019



Credit unions and co-operative values

Ed Mayo
Co-operatives UK 
@edmayo1

Members Conference, 18 January 2019



“Out of evolutionary dirt grows the 
flower of human goodness.” 

Professor Joshua Greene
author, Moral Tribes 

Shared values evolved as an effective 
strategy for group co-operation and 
survival, creating a willingness to act 
for the benefit of others, even at a 
personal cost. 



“Arguments about values often turn 
into fights about values”

James Q. Wilson 
author of The Moral Sense







Neighbourhood Inspector Neil Armsworth, of 

the Northumbria Police says “the changes to 
the Meadow Well estate as well as the role 
and work of the police has been simply 
transformational over the past 25 years.”

Nancy Peters, who started the local credit union that was instrumental to change, said at the time 

“at one time, you could leave the door open, people wouldn’t venture in and steal but now whether 
your door’s open or shut, they need the money to survive and its the same with children. The 
shoplifting, the aggression, the anger. I have never seen anything like it.” 

Starting with a talent survey of random houses in 1991, residents came together to respond, with 

the idea of ‘a new heart for Meadow Well’ in the form of a development centre built on a discredited 

youth centre. The response, though, was inertia. Despite the efforts of one sympathetic local 

employee from the Council, a senior officer was heard to say “those fuckers couldn’t plan a pram 
shed.” A decision was taken, instead, simply to close the youth centre.

As this dragged on over five hot Summer months, the residents started to drop out and then… a 

group of young people locally burned down the youth centre. What followed was two days and 

nights of riots, with fires, a burned out corner shop, pot shots at a police helicopter cruising above. 

The riots forced everyone to think again. The working party held estate-wide elections to form a 

group that could negotiate with outsiders. They used Tony Gibson’s Planning for Real approach, 

which creates a mock-up of the neighbourhood, from trash on the ground to buildings up high, on a 

table that people can then walk around, explore and together discuss options for improvement. This 

led to the development of a new community building, launched with a fun day. 

The first of many community-led improvements, it was the first building scheme in the borough that 

had taken shape from day one to completion without a single case of vandalism or theft.

Twenty five years ago the Meadow Well estate on Tyneside was hit by riots. Since that time, supported by the late 
Tony Gibson, a pioneer of the approach, it has become an exemplar for community development. 

2017 1991

“There are a hundred and one starting 
points for local community action, but all 
have one thing in common. It is the day 
you or a neighbour step over a broken 
pavement or rubbish dumped in a corner 
and say, not ‘someone’ should do 
something, but ‘we’ should do something.
Many more steps will have to follow. 
Communities are full of unused energy, 
talent, skills and knowledge. Once this is 
unlocked, great changes can take place.”

Tony Gibson, Stephen Thake & Ed Mayo, 
Taking Power 1999

Credit unions can have a magical impact on their communities
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the idea of ‘a new heart for Meadow Well’ in the form of a development centre built on a discredited 

youth centre. The response, though, was inertia. Despite the efforts of one sympathetic local 

employee from the Council, a senior officer was heard to say “those fuckers couldn’t plan a pram 
shed.” A decision was taken, instead, simply to close the youth centre.

As this dragged on over five hot Summer months, the residents started to drop out and then… a 

group of young people locally burned down the youth centre. What followed was two days and 

nights of riots, with fires, a burned out corner shop, pot shots at a police helicopter cruising above. 

The riots forced everyone to think again. The working party held estate-wide elections to form a 

group that could negotiate with outsiders. They used Tony Gibson’s Planning for Real approach, 

which creates a mock-up of the neighbourhood, from trash on the ground to buildings up high, on a 

table that people can then walk around, explore and together discuss options for improvement. This 

led to the development of a new community building, launched with a fun day. 

The first of many community-led improvements, it was the first building scheme in the borough that 

had taken shape from day one to completion without a single case of vandalism or theft.

“There are a hundred and one starting 
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you or a neighbour step over a broken 
pavement or rubbish dumped in a corner 
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talent, skills and knowledge. Once this is 
unlocked, great changes can take place.”

Tony Gibson, Stephen Thake & Ed Mayo, 
Taking Power 1999
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shed.” A decision was taken, instead, simply to close the youth centre.
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nights of riots, with fires, a burned out corner shop, pot shots at a police helicopter cruising above. 

The riots forced everyone to think again. The working party held estate-wide elections to form a 

group that could negotiate with outsiders. They used Tony Gibson’s Planning for Real approach, 

which creates a mock-up of the neighbourhood, from trash on the ground to buildings up high, on a 

table that people can then walk around, explore and together discuss options for improvement. This 

led to the development of a new community building, launched with a fun day. 

The first of many community-led improvements, it was the first building scheme in the borough that 

had taken shape from day one to completion without a single case of vandalism or theft.
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1. In West Dorset, rural communities have created local food links and new food enterprises.

2. In the Hebrides, three quarters of land is community owned, with more renewable energy 
generated in South Uist now in Summer months than the national grid can handle

3. In Preston, the local authority, police and health services are seeing where they can place 
contracts with locally owned businesses – a ‘community wealth building’ approach

4. In Bristol, growing numbers of people have joined the local credit union, for local savings and 
a currency that can be cashed with local enterprise.

5. In the Black Country, a loan fund supports local businesses turned down by high street 
banks to survive and thrive.

6. Children in the seaside town of Rhyl get to play music after teachers laid off by the county 
council formed their own co-operative to keep music education alive.

”Rather than complaining about things, we’re getting on and doing something”
Carolyn Loftus, member Esk Energy Society, Yorkshire

The key concept: community economic development
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“The ideal will always be beyond one’s grasp and that is 
partly what creates the special kind of entrepreneurship 

one can identify with co-operatives.” 

Ian MacPherson



Credit Unions and Expressing Co-operative Values:
Investing in the Community: 
A Strategic Approach 

Louise Shields 
Risk & Compliance Manager
St Anthonys & Claddagh Credit Union 
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Our Community – Galway



Our Credit Union
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• Community Credit Union 

• Timeline 
• Founded in 1963
• Merged Claddagh 1978
• Opened branch in shopping centre 1997
• Merged Oughterard 2009

• 45,000 members 

• Assets €210m 

• Loan Book €68m 

• 49 Staff &  22 Volunteers  



Challenge of 2009 to 2018

No longer able to pay significant Dividend or Rebate 
Why would members stay? 



Why?
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How?
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Every member should benefit

• Plan - Included in 5 year strategic plan 
• Policy - created around current practices regarding 

donations and sponsorship

• Resources - created separate fund 

• Integrated with marketing & operations 



Underlying Principles
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Commitment
• Part of Strategic Plan 
• Funded - Initial fund of €200,000 in 2015 and  between 2016 to 2018 €250,000 allocated 

Collaboration
• Members
• Community Partners 
• Business Partners 

Diversity
• 5 Strand - Arts, Education, Sport, Community Development & International Development
• Address both front line crisis situations and long term development
• Short Term Support for many– maximum €500 per annum based on member requests
• Long Term Development through partners & projects up to €5,000 per annum for 5 years



Short term – Donations & Sponsorship
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Long term – Partners & Projects

54



Long term –Projects to benefit Members
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Long term – Community Partners
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Long term – Community Partners
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Long term – Community Partners

58



Long term – Business Partners
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Outcomes – Organic Growth
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Outcomes An Emotional Connection 
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Outcomes – Connecting our Community 



Credit Unions and Expressing Co-operative Values:

Community Partnerships 

Paddy Donnelly, Chair 
Billy Doyle, CEO
Dundalk Credit Union
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Presentation Outline

• Introduction
• Overview of Dundalk & Dundalk CU
• Dundalk CU 2021 Strategic Plan

• Community Partnership Programme
• Bottom-Line Return Metrics
• Conclusion

}
}

P Donnelly

B Doyle



Dundalk
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• The county town of Louth on the east coast of Ireland. 
Census 2016 population of 35,000

• Within a 30 mile radius there is a population of 428,000, 
• Within a 50 mile radius, the two largest cities in the island 

of Ireland – Belfast and Dublin



Dundalk Credit Union

• Founded in 1968 /Currently 27,000 members/ 40 Staff
• We primarily offer Personal loans/Savings/EFT Services
• €202 million in assets
• Loan Book €65 million
• We are founding members of 

Credit Union Development 
Association (CUDA) 



Strategy 2021 founded on 10 key Pillars
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1. Membership
2. Member Experience /Process Optimization
3. Product Development
4. Common Bond Optimisation
5. ICT Enhancement 
6. Market Positioning 
7. Strategic Partnerships & Alliances 
8. Asset Liability Management 
9. Organisational Design and Governance Framework
10. Community & Local Economic Development  

Strategy 2017-2021



Community Partnership Activities
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Dundalk Institute of Technology Dundalk Football Club Louth Gaelic Athletic Association

Community Support Fund St. Patrick’s Day Parade Fleadh Cheoil na hEireann



Community Partnerships: Dundalk Football Club (DFC)

69



Partnerships: Louth Gaelic Athletic Assoc. (GAA)
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St. Patrick’s Day Parade Sponsorship
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Community Partnerships – The Business Case

• Broad Definition of Community Key Part of CU Philosophy 

• Proud History of giving back to the community since we were 
founded (Approaching €500K in last 5 years)

• Fits with our Brand Manifesto – to build a stronger and more 
sustainable community

• Supports our Business Model

• Delivers greater engagement from our member base and helps to 
drive strong results



Results – Loan & Membership Growth Metrics
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2018 Key results
Lending
• Significant growth in loans issued to members. 
• More than 8,000 loan applications received and issued loans with a 

total value of €32,121,802 to members. 
• Our approval rate for loans was 92%. 
• Loan book growth of >20% year on year (on top of >10% in 2017) 
Membership
• 2139 new members in 2018 FY
• Since 2014 > 20% of new members have nationalities other than Irish

Financial Year 0-10 11-17 18-25 26-30 31-35 36-40 41-45 46-50 51-60 61-65 66-70 71-75 76-80 80+ Total
2015 205 47 129 65 81 58 40 38 44 13 16 8 7 751
2016 204 34 137 102 105 79 57 55 64 18 17 8 4 9 893
2017 205 33 218 133 132 116 94 70 96 29 22 18 7 6 1179
2018 316 93 367 270 290 224 162 120 196 32 39 20 9 1 2139
Total 930 207 851 570 608 477 353 283 400 92 94 54 27 16 4962



Measuring social impact – or,
the credit union difference

Nick Money
CFCFE

Members Conference, 18 January 2019



Why measure “social impact”?

• Are you different from other savings and loan providers?
• How?
• Can you prove it?
• Who do you want to prove it to?



A bespoke toolkit for credit unions to measure, 
report – and change

Designing the system
• Working out what is the impact you should measure 
• Guided by your audiences and a 'theory of change'

Gathering evidence
• For members, e.g. their well-being, financial and other 
• For partners, e.g. their enhanced capacity to deliver 

What is the story?
• Financial and statistical analysis on quantitative data
• Thematic commentary on qualitative material 

Communicating
• Choosing the media that 'works' for the audience
• Making it accessible and authentic, hence powerful

Internal transformation
• Adapting products, service etc., informed by the indicators



Context: Economic climate 
affecting financial capability of 
individuals and families; credit 
union economics require a 
balance of savings and loans

Practices:  Increasing awareness 
of credit union loans and other 
services

Payroll partners’ perspectives:  
Need to assuage unease of  
partners about staff borrowing 

Benefits and earnings 
retained for longer in 
area

Members secure 
greater economic 
wellbeing

Employers benefit through 
enhanced staff morale; reduced 
absence / increased productivity;
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Best value loans protect wages and 
benefits from account overdrawn 
fees; life insurance protection 

Convenient & easy access provided 
by branch structure, ‘friendly staff’, 
remote access and ‘just borrow’ 
app;

Ancillary supports (financial 
education, accessible staff, 
budgeting support and partner 
with advice agencies)

Payroll partnerships facilitate 
members / staff to build savings 
& access low cost borrowing

Strengthened local economy 
through keeping money local / 
‘local multiplier effects’

Corporate 
accounts facilitate 
local community 
sector

Members experience reduced financial stress as their disposable income increases and 
their control of their finances increases

Unify Credit Union Theory of Change

How we deliver 
impact:  

Collaboration 
through 
payroll 
deduction

Best value 
loans to 
members

Competitive 
savings accs

Members secure 
greater emotional 
wellbeing

Transactional 
services / bill 
payments

A worked example Theory of Change

Barriers:  Pace of decision-making 
inside Unify; perception as ‘poor 
man’s bank’; older people save, 
young people borrow

Working across our community to increase financial resilience, by providing appropriate, accessible and affordable financial services



Our project timetable

• Initial project 2018/19
– Funded by Esmee Fairbairn, CCLA and CFCFE members
– Developing a toolkit
– Piloting with two community credit unions

• 2019
– Publishing reports in spring (Hoot and Unify)
– Testing with a wider group of credit unions
– Refining the toolkit

• 2020
– Dissemination to movement
– Collation of national data?



Panel on Credit Unions and Expressing 
Co-operative Values

Nick Money, Moderator
Ed Mayo
Louise Shields
Paddy Donnelly
Billy Doyle

Members Conference, 18 January 2019



Concluding Remarks 

Dr. Paul A. Jones
Director of Research, CFCFE

Members Conference, 18 January 2019


