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A year like no other
This has not been easy, alongside keeping 
ourselves safe in order to undertake our 
duties as Directors. It has been a balancing 
act, sometimes with little time for planning 
as things changed so quickly, how we lived, 
how we worked and how we served. 
Members will be reassured to know the 
board and the executive team managed to 
stay alert throughout this unprecedented 
time, adapting governance and responding 
to practical challenges. 

Like many of our NHS colleagues and their 
families, we undertook our working meetings 
remotely through Zoom and Teams, or 
physically distanced, these ways of operating 
became the new normal and to our credit 
we adapted. The driver was our determina-
tion to ensure all NHS credit union services 
remained accessible, available and adaptable 
to meet our member’s needs through the 
hardest of times. 

On reflection this has been the greatest 
achievement for the staff and the board, we 
are very proud to have “cared for” our NHS 
members who have been outstanding, 
saving lives and going above and beyond 
their call of duty - as the first line of defence. 
I think I speak for all of us when I say it 
brought new meaning and purpose to what 
we were doing. 

In addition, we got to support some of our 
most challenged members for the first time 
through the Robert Rae scholarship, a grant 
named after our founding member. The 
personal and social impact of this work has 
been heart-warming, highlighted in the 
individual stories from our members lives. 

At this juncture the ability to come through 
the pandemic and pay a dividend speaks to 
our determination to give back to our 
members. We also created new products 
designed to respond faster and deliver more 
choice to more members when they need 
them. 

For the year ahead 2021, the board has an 
ambitious new Associate Director 
programme launching, as we have taken 
down barriers and proven we can operate 
remotely. Its aim is to attract a wide variety 
of new directors from all backgrounds, from 
Shetland to Sheffield. We are looking for 
interested members with energy, ambition, 
fresh ideas and a willingness to learn, so look 
out for this opportunity. Health boards can 
allocate protected time off from work for 
interested members. 

We also have an Ambassador programme for 
members who want to promote the benefits 
of credit union locally in the workplace. If you 
are looking for in a new challenge and would 
be interested in supporting the Ambassador 
or Associate Director Programme please get 
in touch.

To all our members please keep doing the 
great work you do, we are proud to serve 
each and every one of you, stay safe and well. 
I look forward to welcoming you all at the 
AGM on the 10th of December. 

                      Elaine Rae, Chair

2020 will be remembered by all of us for 
the world-wide pandemic of COVID19, 
it has been a year like no other in the 22
years history of the services of NHS Credit 
Union. For the board this has meant stepping 
up to remote working and developing new 
skills and dedicating more time and attention 
to the changing needs of our members. 



A year of two halves
At the NHS Credit Union we responded 
quickly to the initial lockdown, in March, the 
staff team were supported to work 
remotely, with very limited effect on our 
service to members. The Global pandemic 
has had an adverse bearing upon our overall 
business performance and anticipated out-
comes, however, we are in a strong and 
stable financial position. 

As we entered the year 2019/20  I ask 
members to “watch this space”, the NHS 
Credit Union committed to introduce new 
loan products, new savings products, new 
support and new technology to ensure we 
are serving our membership. In pursuit of 
this we brought in-house the Marketing and 
Communication functions, introduced loan 
reward products, reduced the rate of secure 
borrowing and removed the highest interest 
loan product before Christmas 2019.  

I am pleased to report that these changes 
had an almost immediate effect on our annu-
al lending and savings targets, which 
fortunately members achieved for us by 
March. In April, with a similar pattern seen 
across large Credit Unions, members 
increased savings and borrowing reduced 
significantly, as our members cancelled 
holidays, put new car purchases on hold and 
took up the mantle as front line key workers. 

In those first few weeks of the pandemic we 
accelerated digital engagement with 
members, taking the number of members 
engaging with us electronically from 6 
thousand to 17 thousand.  This has 
contributed to increased communication 
and changes in how we survey members, to 
smaller more frequent surveys.

We purchased the upstairs office space in 
the early part of the year, with the intention 
to increase our common good by creating 
a space which would be utilised and shared 
with other credit unions and 
communities. For obvious reasons this has 
not been achieved, we have been able to 
utilise the additional space to ensure that 
some staff have been able to return safely to 
the office, ensuring the health and wellbeing 
of the team. We have also been able to host 
strategic planning sessions with the board of 
directors in a very safe space.

We were acutely aware of the financial im-
pact on member’s households from the 
changes that Covid-19 restrictions placed 
upon them. We responded to the needs of 
these members with individual solutions, 
supported by a dedicated team member. I 
am aware that there will be more 
challenges to come from the longer term 
financial impacts of Covid-19, the NHS Credit 
Union continues to develop supports and 
solutions for members to reduce and 
alleviate these with members.

There is so much to celebrate in all the 
challenges, this year of 2 halves, delivered 
to us all.  As you make your way through 
this annual review you will read about the 
awards we have received, due to the confi-
dence members hold in our services and our 
‘People not Profit’ ethos, the over 2000 new 
members who joined us and additional loan 
products introduce in July. Most of all you 
will read about your NHS Credit Union, I look 
forward to developing and delivering for you 
all in the years to come. Stay safe and well.

          Ruth Dorman, Chief Executive Officer 

This review represents a year of two 
halves, pre COVID-19, October 2019 to 
March 2020, with the striking reality that 
for the final 6 months of this financial year 
we have lived and operated under a 
Global Pandemic and the subsequent 
impact on members and delivery of the business.



The NHS Credit Union is run by volunteer directors, who represent a wide range of NHS employees.        
Any member can seek election to the board. Active board members for 2019/2020 financial year 
comprises of the following individuals: 

    Elaine Rae,                                            Tom Waterhouse,                                Liz Degning,                                        Robert Hosie,
    Chair                                                       Vice Chair                                              Secretary                                              Treasurer

Meet the Board

    Margaret Bean,                              James Hobson,                                    Noreen Shields,                                    Pat McGlone, 
    Director                                            Director                                                  Director                                                  Director             

                                                                   Nikki Harvey,                                  Heather Dawes,
                                                                   Director                                            Director    

    Susan Kirkland,                                     Daniella Brown,                                     Richard Kelly,                                 Ruth Ryan,
    Member Engagement                        Member Engagement                        Member Engagement                Member Engagement
    Officer                                                      Officer                                                      Officer                                              Officer

    Fiona Hughes,                                   Sandra Smith,                                       Natalie Brand,                                Anna Jenkinson,
    Business Development &              Member Engagement                       Member Engagement                 Member Engagement
    Marketing Assistant                        Officer                                                     Officer                                               Officer  

    Nicola Dobson,                                Victoria Casey,                                    Paula Bell,                                         David Cairns, 
    Credit Control Manager                Member Engagement                    Member Engagment                     Corporate Services 
                                                                  Team Leader                                       Team Leader                                    Administrator  
                                                                                                                                                                                                                          

    Ruth Dorman,                                  Maureen Paterson,                             Mark Russell,                                    Caroline Campbell,
    Chief Executive Officer                 Head of Finance                                  Business Development &             Member Engagement
                                                                 /Deputy Head                                      Marketing Manager                       Team Manager

At the end of the financial year we had 16 full-time staff, with a mixture of home working and work-
ing in our Dava Street base. The team comprises of the following individuals: 

Meet the Staff

            Luan Johnstone,
               Director

                 Jane Anderson,
                   Director



2019/2020 Highlights
• The NHS Credit Union rebranded our logo slogan from ‘Be part of our Family’ to  

‘People Not Profit’. 
• A 1% reward scheme for our Debt Consolidation Loan was created - reduc-

ing our highest interest rate product. 

• The Share Secured Loan rate was dropped from 5% to 3% APR. 
•  3 new loan products launched: Ten Month Loan, Lifiting Lockdown 

Loan and Super Savers Scheme Loan. 

                  COVID-19 Response in 2020
As COVID-19 spread rapidly around the 
globe, we took early measures to ensure 
that we were fully operational during the 
pandemic and we were able to provide our frontline 
members with the same, high standard service.

  Hours were extended to assist members.

  With many of our members working overtime during COVID-19,
  we took the decision to extend our member service hours during 
  April/May. This extra service allowed our frontline members, 
  who might struggle to contact us between 9AM-5PM, to get in
  touch with ease. 

Website COVID-19 help guide.

A COVID-19 help guide was created and published on the website to keep 
members up-to-date with ever changing coronavirus news. We provided 
members with lockdown tips, mental health information and help & 
support available. 

 

 Savings increased by £6 million.

  Over the course of the pandemic savings increased from
  £23.9 million to £29.8 million. 

     5% APR - Lifting Lockdown Loan.

      The Lifting Lockdown Loan was launched on 1st July until 31st October 2020 to help
      members make the most of lockdown restrictions easing. During this time 154 
      members took out this loan, to the value of £242,900.

“At this juncture the ability to come through the pandemic and pay a dividend speaks 
to our determination to give back to our members.”

-Elaine Rae, Chair

 

We created a stay local, borrow local and spend local video campaign 
with 18 credit unions across the UK.



Our Partners 2019/2020 Statistics                                        

• We welcomed over 2,000 new members this year. 

• Over 11,000 loans were approved.

• We reached our annual lending target in the first 6 months. 
• Loans approved came to the value of £9.5 million.

   Mobile Banking App
     
     We work closely with our mobile banking app partner, 
     CU Apps, to provide our members with easy, 24/7
     access to their savings and loans. This seamless service
     has helped our members monitor their savings  
     closely to reach their goals, withdraw at the touch of 
     button and apply for a loan. 

•  There have been over 360,000 sessions in the last year. 

•  107% rise in daily users from last year. 

•  Almost 41,000 successful withdrawals.

•  The loan calculator has been viewed over 45,000 times.

• Over 2,000,000 individual screen views. 
                                            

The total number of savings held for members at 
the end of the financial year was over

£30 million.

We now have a total of 

17,000 
members online.

Since 1998, we have lent over

£100 million.

We now provide financial services to over                                                       The NHS Credit Union now have

  19,500 members.                           38 payroll partners.                     

   Nivo App
Our secure messaging app Nivo, allows our new members to be 
onboarded quickly. Additionally, the three layers of security 
protection allows members to upload sensitive documents and 
personal data, without risk and with ease. 

• There were  over 270,000 conversations. 

• Over 1,000 members joining through Nivo.

• There were over 4,500 e-signatures. 



Fairbanking Foundation Mark                                                               Consumer Credit Awards
The Fairbanking Mark is a scheme dedicated to evidencing which financial organisations are doing 
right by their customers and helping to raise the standards of Retail Banking products. The 
Fairbanking Mark represents our commitment to supporting and helping our members to manage 
their money better. 

 
Loans
The NHS Credit Union were awarded the five-star 
Fairbanking mark for our loan products, for the fifth year 
in a row. We were given this mark because of the tangible 
positive impact our personal loans have on customers’ 
financial wellbeing.

How convenient do you find it to 
make your loan repayments?

          
                               Very convenient

92%

How helpful is it to be saving at the same 
time as paying off your loan?

          
                              Very helpful

 
Savings
The NHS Credit Union became the first ever credit union 
to receive the Fairbanking Mark for our Regular Savings 
products. Below are some of the results from the 
Fairbanking savings and loans surveys. 

“I am delighted we are the recipients of this award...

It is great testament to our members and how they engage and support us and to an 
amazing team who deliver directly to and for our members, one very proud CEO”

- Ruth Dorman, Chief Executive Officer 

              98%

How convenient do you find it to make your 
savings payments?

97%
          
                               Very convenient

The Consumer Credit Awards help to put members at the heart of the indus-
try; with a mission to increase trust and transparency in financial services. The 
winners were determined by members and not industry experts, making the 
awards even more special. The NHS Credit Union were ecstatic to be award-
ed ‘The Healthy Culture Award Champion 2020’ in a live Twitter ceremony. 



The financial year in facts 
and figures





The NHS Credit Union has been a great and vital service. Thanks to you guys I have 
become completely debt free and I am now able to enjoy my wage. Can’t thank you 
guys enough and you always provide a fantastic service.

Member Feedback 

I have always found the staff very 
helpful and can always advise you in 

the right direction along with the free 
financial advice that is available. The 
introduction of the mobile appp is 

also a great bonus, as it is very easy to 
check all your credit union in seconds 

with no problems at all.

Mobile banking app
I’m sure colleagues in ICU’s, ED’s, 

Respiratory wards, Ambulance ser-
vices and  COVID-19 allocated wards 
are very thankful for all your support. 

Could I thank you and your colleagues 
for your ongoing financial support of 

all of us in NHS Scotland. And wish 
you and yours well in these troubling 

times. 

COVID-19

Fantastic service

I have had a great experience being 
part of the credit union for 20+ years 

and hope to remain part of it for 
another 20. 

Membership for life

I have been able to increase this monthly amount over the 2 years which has helped 
towards a car down payment and work on my garden last year. I would not have been 
able to do this without my savings through credit union. Due to the small amount I 
started to save I really didn’t notice it coming off my wages.

Saving made easy

The NHS Credit Union has always 
been good to me and are always very 
helpful. I appreciate all the help you 

have given me throughout the years.

Helpful staff
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