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1. Welcome and Introductions 
 

Directors present: Manju Shahul Hameed (Chair), Catherine Black, Philip Butlin 
(Treasurer), Carlla Kennedy, Naomi Martin, Enid Mollyneaux, Ranil Perera, John 
Tooze and Simon Wales (Vice-chair) 
 
Apologies – Daniel Ayeni, Clive Fraser (Secretary)  
 
Andy Naden (AN) welcomed everyone to the meeting and introduced himself. A test 
vote was conducted to ensure the poll was working for all in attendance.  
 
The Chair (MSH) welcomed everyone to the meeting, which was again being held in 
unprecedented times which have affected all our lives since last February 2020. We 
are pleased to have come a long way serving the 3 boroughs of Croydon, Sutton and 
Merton with over 8000 members. 
 
She also thanked ABCUL (the Association of British Credit Unions) with special 
mention to Andy Naden and John Haslam for their continued support and assistance in 
running the virtual AGM. 
 
We were hoping to hold this AGM in person but since COVID we have decided to keep 
it online. 
 
Attendees were reminded that the meeting was being recorded and that handouts of all 
key documents can be downloaded from within the online virtual meeting portal 
(including agenda, last year’s accounts, and minutes from last year’s AGM) 
 
Members presents were invited to submit questions during the meeting via the chat 
function and there would be opportunities to have questions for each main agenda 
item, plus a Q and A session would be held at the end.  
 

2. Quorum  
 

 The Chair confirmed that the AGM was quorate (with either 10% of total membership or 
at least 15 members in attendance).  
 

3. Apologies for Absence  
 

Apologies of absence were noted.  
 

4.  Guest speaker – John Haslam 
 
The Chair welcomed John Haslam, ABCUL’s Head of Member Engagement, as the 
guest speaker. 
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Thank you. At ABCUL we help create a regulatory environment. I’d like to talk about 
vision 2025, which we introduced a week before the pandemic. It’s a long-term vision of 
what our members, being, Credit unions, told us was really important to them in a 5-year 
period. We have tried to see it through the lens of our members and come up with vision 
2025 which has 4 key pillars.  
 
What is Vision 2025? 
 

- Become more digitally efficient to offer a wider range of services and attract a 
bigger and younger membership. 

- Aim to be digital-first providers – want to use assorted technology services that 
many people expect. 

- Look to see clear and evidenced social value that credit unions are disruptive 
against exploitative lenders and effective at building resilience through a safe 
saving culture. 
 

John presented the 4 key pillars of Vision 2025 as: 
 

1. Sustainability – generating enough income to grow the business and ultimately 
improve the provision of services to its members. 

Credit unions can do more to boost profitability: 

• Efficient operations and reductions in operational functions 

• Improved financial discipline 

• Strengthening governance and leadership  

• Ability to realise efficiencies of scale and potential for strategic mergers. Number 
of members have doubled which comes with efficiencies of scale.  

 
2. Relevance – I remember speaking to a big credit union in Cumbria who were a 

payroll credit union. They couldn’t figure out why people weren’t joining them. The  
Chief executive of the credit union stood outside the office with their name on and asked 
people where the credit union is, and people couldn’t tell him where it was – need to be 
more relevant. Credit unions have gotten better since.  
 
People put aside a lot of concerns if they are easy to use e.g., many people believe 
Amazon should be paying more tax but also use their services due to convenience.  
 
Credit unions are getting much better at reflecting the modern human needs. Historically 
have been behind as we are not for profit but are getting better at engaging with 
members digitally particularly after the pandemic.  
 
Product diversification is necessary for the sector – this year credit unions are able to 
offer a new product e.g., credit cards. Each credit union will make their own decision 
about launching these products.  
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3. Collaboration – credit unions work together enabling them to do more that they 
wouldn’t otherwise.  
85% of credit unions support the idea that credit unions in Britain should work 
together to develop Credit Union Service Organisations.  
 

4. Purpose – we have got to get away from the idea that we are a ‘poor man’s bank’ 
but it’s also not possible to target everyone. Instead focus on a clear selection of 
population with tailored products. Credit unions must not forget that they provide 
a critical financial service. 

 
John suggested several ways in which individuals could in turn support their Credit 
Unions; including: 

• Word of mouth recommendation of Credit Unions to friends, family, colleagues 
etc. who are looking for loans. 

• Seeing the Credit Union as your lender of choice when borrowing money. 

• Volunteering with the Credit Unions, e.g., by joining the Board, especially if you 
have specific skill sets, but also in a variety of other roles. 

 
Any questions?  
 
John noted that Karen asked to see the slide about mortgage lending in the chat box.  
 
John also added: I saw in the news today that the average house price has gone over 
£260,000 which is more than what credit unions can do. But by coming together we are 
going to be able to do things that we currently cannot. Only 2-3% of the British 
population have an account, in the US it is 40%; We are a developing sector compared 
to other parts of the world but things like this help us develop and work towards that. We 
are where they were around 50 years ago. 
 
No further questions. 
 
The Chair shared her thanks to John for the presentation and to Karen for engaging.  

 

 

5. Minutes of the previous AGM held on 9th March 2021 

 
These had been included in the papers available online and were also available via the 
Croydon Plus website. They were approved as a true record of the previous AGM. The 
meeting accepted the minutes by electronic voting with 74% accepting the minutes and 
26% abstaining or saying they had not been at the previous AGM. 
 
There were no matters arising. 
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6. Reports 
 

a. Chair’s report 
 

The Chair highlighted the recent issues we have all had to experience through the 
COVID pandemic but advised things are improving lives hopefully return to normal. 
 
The Chair advised that over the past months Croydon Plus have observed the 
following: 

 

• An increase in requests for its services 

• Increase in total value and number of loans 

• Small increase in membership 

• Increase is in the number of Shares (savings) held by members – highlighting our 
stability 

• Increase in service requests from vulnerable members meaning we are helping 
more members who are going through difficult times 
 

Priorities 
 
It has been a busy 12 months for the Credit union  
 
MSH highlighted the credit union priorities as:  

• Investing further in technology and telephony 

• Increase outreach capabilities 

• Improve financial resilience within communities we serve 

• Improve service and accessibility to more vulnerable members 

• Remain inclusive by offering services to the financially excluded 

• Increase digital marketing 

• Support and grow membership 

• Review existing products 

• Provide a safe financial environment  
 
The Chair confirmed the introduced the current Board Members: 
 
Chairperson: Manju Shahul-Hameed 
 
Directors:   
Daniel Ayeni     
Catherine Black 
Phil Butlin 
Clive Fraser 
Carlla Kennedy 
Naomi Martin 
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Enid Mollyneaux 
Ranil Perera 
Julia Pitt, who has now resigned 
John Tooze 
Simon Wales 
 
Minute Taker: Peter Robinson  
 
A note of special thanks to CK for her contribution to the Credit Union who has let us 
know that she will be stepping down from the board, it is sad to see but I would like to 
thank her contribution to the board and the credit union.  
 
Addendum to minutes – Special thanks also to RP for his contribution to the Credit 
Union and Governance Committee. 
 
Loan Purpose 
 
The Chair presented that during the last financial year the purpose for loans taken out 
with the Croydon Plus are as follows: 
 

• 31% Home Improvements 

• 22% Urgent Bills 

• 17% Holiday 

• 6% Car 

• 5% Other 

• 5% Special Occasions (e.g., Birthdays) 

• 4% Electrical Equipment 

• 3% Housing Deposits 

• 3% Childcare and school 

• 3% Debt consolidation 

• 1% Medical 
 
Where our Members Live 
 

• 62% Croydon 

• 13% Merton 

• 13% Sutton 

• 12% Other  
 

Our common bond clearly reflects our membership as Croydon has the highest 
population and that’s where most of our members are.  
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The Chair named and thanked every member of staff and all volunteers. She expressed 
the Board’s appreciation for the leadership and support provided over a very challenging 
period by Peter Robinson, Operations Manager, and Michael Wilson, Chief Executive 
Officer. 
 
 

Staff: 
Michael Wilson - Chief Exec Officer 
Peter Robinson – Manager 
Eniola Akinosho 
Annie Bassey 
Hayden Brenen 
Chelsea Dash 
Emma Duncanson 
Stephanie Hunt 
Kavitha Kumaresan 
Steven Obigbesan 

  Tracy Wager 
   
New joiner (Nov 2021) 
 
Thiviya Sunthar 

 

Volunteers 2019-20 
Michael Jennett 
Russell Makin 
Jentine Nelson 
Isaac Robinson 
Lailani Wilson 
 
Staff who left during 2020/21: 
Ruby Begum (Croydon Council) 
Robert Crofts 
Tai Lamard 
Niyi Osilaja 
 

The chair expressed special thanks to the Croydon Council Corporate reception and 
security for all their help. 
 
The Chair shared one of the many examples of positive feedback provided by the 
members of Croydon Plus. 
 
Staff made a huge contribution. It is a small team. Tremendous amount of work from the 
staff. The Chair shared her thanks to the team for bringing their positive attitude and 
servicing our members.  
 
Thanks to volunteers, we are blessed with volunteers who are an integral part of the 
team. We are continuing to look for volunteers so if you or someone you know is 
interested do let us know. Any questions? 
 
Question in the chat: What is the borough share for each borough?  
 
Peter Robinson: I believe this was answered in the slide just after the question was 
asked. 
 
Question in the chat: In the future can home improvements and furniture be separated? 
 
Peter Robinson: Yes, that can be done in future reporting.  
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b.  Treasurer’s report   
 
The Chair welcomed the Treasurer.  
 
The Treasurer said 2019/20 was a challenging year financially due to the number of 
loans dropping off leading to a drop in income thus a deficit. 
 
2020/21 has been a year of recovery, the loans have increased by nearly £3m, the 
total share capital is just over £5m which is quite encouraging. Due to the fall in 
previous year the income was short of what we were expecting but that was more than 
offset by the underspending in the budget.  
 
The overall surplus was around £58,000 which is really pleasing.  
The treasurer explained that our reserves have increased to £390,000 due to the 
surplus. The ratio reserves to asset must be at least 5%, we are comfortably sat at 7%.  
 
We need to make a surplus to pay a dividend payment, which we didn’t recommend 
doing last year because we had a deficit. Since we did have a surplus this year the 
directors have decided on a recommendation of dividend of 0.5% which you can vote 
on later on in the AGM.  
 
Surplus and general reserves 
 
Looking at our surpluses, we did have a loss in 2014/15, several good years of good 
surplus, then we had a loss in 2019/20 which has returned to a surplus last year which 
is encouraging to see.  
 
General reserves were increasing year on year with a small fall last year and it’s gone 
up again and is at the highest since at least 2014/15.  
 
The income was down, we are expecting it to go up as we are getting more recovery in 
the amount of loans and other income was more or less the same.  

                                                                               
  Loans  
 

Average value of loans has been fairly constant, slightly dropped in 2019. Total lending 
(loans at the end of the financial year) had a fall last year but it’s going back up again. 
Reduction in expenditure due to lower cost of bad debts and vacancies we didn’t fill. 

 
Expenditure 
Reduction in expenditure, the man reason was the reduction in costs of write offs and 
provisioning from £141,000 in 2019/20 to only £50,000 in 2020/21. 
Phil explained that costs were broadly similar and that there was a small underspend 
of staffing costs as there were some vacancies that hadn’t been filled.  
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Bad debts 
 
Between 2016-17 and 2019/20 the provision of bad debt went up sharply but there’s a 
very small increase between 2020/21. This means the charge to the accounts was 
much lower. 
 
Just because we write off bad debts doesn’t mean we leave it altogether we still try to 
get some of that back. We had the best year ever in terms of recovery, a small 
increase from last year. So that’s encouraging. We still need to do better in credit 
control, but we are working towards that and we are pleased with the progress of 2021 
particularly to the staff working in credit control. 
 
Outlook for 2021/22 
 
We had a good year; it was nice to see some improvement from the previous year.  
We will still see impacts on members due to the ongoing pandemic and sharp increase 
in inflation in recent months. Despite this the outlook for the credit union is reasonably 
positive, Phil explained. 
 
Loans have recovered to pre-pandemic levels and the cost of bad debt has become 
more manageable, a continued focus in this should ensure a successful future. 
 
Dividend for 202/21 
 
In the light of surplus for the year and the overall financial situation, the Board 
recommends that a dividend of 0.5% is paid in respect of 2020/21. 
 
Poll: Do you approve of the board’s recommendation to pay a dividend of 0.5% in 
respect of the year ended 30 September 2021. 
 
Results: Yes 88%, no 12%. 
 
Board’s recommendation approved.  
 
The report is in the handout with detail. Happy to take any questions if there are any. 
 
Sean asked in the chat: Were there any extra costs incurred by staff working at home 
(e.g., energy) offset by savings (e.g., no travel costs)? If so, were they recompensed 
for the net additional costs? 

 
Phil answered: we don’t know exactly, we haven’t asked, if there were direct costs, 
they would have been reimbursed, in terms of extra heating etc. they were probably 
offset by travel and so on. 
 
Peter added that all staff working from home were sent a HMRC link to claim tax 
rebate.  
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We did furlough some staff at full salary (some of it was reimbursed by the government 
through their grant scheme) which would be in the 2020 accounts.  
 
No further questions.  
 
The chair shared her thanks to Phil for the report and responding to the questions. 
 
c. Supervisory Committee Report  
 
The Chair shared Mike’s apology for not being able to attend and presented the 
supervisory committee report and presented the slide on his behalf.  

 
 The Chair explained that the supervisory committee undertake an internal audit which 
checks on the governance, compliance, policies, and procedures used by the credit 
union and how well it is implemented.  
 
She added that we have 3 members on the Supervisory Committee. We are always 
looking for volunteers so if anyone is looking to volunteer for the Supervisory Committee 
please let me, Michael or Peter know. 
 

Break 
 
The chair announced a break welcoming Hayden Brennan who sang Imagine by John 
Lennon. 
 
The chair thanked Hayden for singing.  

 

 

7. Appointment of auditor 
 

Phil came on to explain that every year we appoint the auditors of our accounts at the 
AGM. For a number of years, we have worked with Hartley Fowler, and we 
recommend reappointing them for 2021/22. 
 
Poll: Do you approve the Board’s recommendation to re-appoint Hartley Fowler LLP 
Chartered Accountants as our auditors for 2022? 
 
Results: Yes 94%, No 6% 
 
Board’s recommendation for auditor approved. 
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8. Board member appointments 
 
A third of offices need to stand down and are eligible for re-election. So this year it is Phil 
Butlin, Treasurer and Simon Wales  vice Chair. 
 
We also have resignation of Carlla, who made a huge contribution over the years, 
shaping the Credit Union. 
 
We have just one new nomination, for Lawrence Pocock, so there is no election for this 
year. But the Chair asked these three to introduce themselves and why they are 
interested in Croydon Plus.  
 
Lawrence, Phil and Simon introduced themselves and their background as well as why 
they are interested in joining or re-joining the Board.  
 
The Chair welcomed the new member and is looking forward to working together.  

 

9. Member Survey 
 

The chair welcomed the CEO Michael Wilson, to present. 
 
Michael explained that we never had the technology to conduct a member survey and 
take on all our members responses. This year we had 600+ responses. 
 
(Overview of the survey (presented by the manager, Peter Robinson) 

- 40% and 41% good or very good for friendliness respectively 
- 43% and 37% good or very good at knowledgeable staff/volunteers respectively 
- 41% and 35% satisfied and very satisfied for overall service 
-  

Room for improvement across all those scores and we are looking to do so over the next 
12 months. 

- Only 14% use our social media  
- 76% have access to online services 
- Over 50% of members said they would benefit from us being more accessible 

within the community.  
-  

We have recently opened an office in Hill House to extend services to Sutton & Merton 
 
Michael explained that we have launched our updated website, receiving feedback that it 
is easier to navigate, clear and informative. 
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Our digital services we have Croydon Plus Credit Union app which 87% of our members 
use and we are trying to increase our online services. 90% members who use online 
services are happy with it. 
 
Michael shared some comments, positive and not positive from the survey. 
 
We now have an internet-based telephone number which can be answered quicker and 
remote staff can also answer, the platform is more intuitive, so we are notified if a 
member leaves a message. We recommend leaving a voicemail instead of ringing 
multiple times. 
 
We have room for improvement, which is one of the reasons we sent out a survey, the 
full results will be published on our website in a week or so.  
 
Michael shared a few more survey results: 

- 90% of members would recommend Croydon Plus to family, friends and 
colleagues. 

- 95% are proud to be a member of the Credit Union. 
Mo asked in the chat that can’t see opening times for other branches on the website 
Michael answered that we are currently updating the website with our times, it should 
be available in the next few days.  

 

10. Any Other Business 
 

Manju asked that any additional questions to be emailed in.  
 
No other business stated.  
 

11. Closing Comments 
 

The Chair thanked all members, and everyone involved for what had been very 
successful meeting. With special mention to Michael and Peter for organisation the 
event, Andy, and John from ABCUL for assisting with hosting the event, John for his 
presentation and Hayden for his musical performance.  
 
She also asked that members do continue to promote the Credit Union to friends and 
family.  
 
Meeting closed @ 7.47pm  
 

 


