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I’d like to talk now about our future plans and priorities.  

I think it’s clear from Chris’ performance review that this is a very well-run Society with a great track 

record and strong results. I’m really grateful to have such a strong platform to work from.  

My task now is to build on the Society’s history of success, to increase the value we provide to you as 

members, and to make a broad and effective contribution to society.  

And we’ve got to do that against the backdrop of a dramatically different environment. At the turn of 

this year, few people predicted that we’d face worldwide instability, significant inflation and cost-of-

living crisis by this summer. 

It’s against this backdrop that I’m leading, with the Board’s full support, a sharp and focussed review 

of our strategy.  

We need to make sure that our current priorities are right for the economic environment we’re now 

operating in. 

But let me assure you, that any changes we make will always be in keeping with the Society’s values 

and purpose  

There are three main areas that we will look at carefully.  

First, service.  

We’re already known for our great service and I’ll do everything I can to protect and improve it.  

Service means different things to different people, but I understand the frustration that everyone feels 

when they are forced down one route over another.  

We’re committed to a service model that is different to big banks and right for members.  

One that offers the reassurance of face-to-face service in our branches, combined with digital 

convenience and security.   

And, importantly, one with a seamless transition between the two.  

We have great digital ambitions, but we need to execute at real pace if we’re not to be left behind. 



Secondly, we’ll continue to provide competitive rates for both savers and borrowers. 

But we’ll also identify whether there is more that we can do, either on our own or in partnership with 

others to help members in their financial lives.  

And thirdly, we’ll engage with you to understand what’s important to members.  

That’s not just about the financial benefit received through rates but the wider value we provide, like 

our commitment to branches and contact centres and our support for sustainability.  

Halting climate change to protect the planet is a pressing priority. The Society has an excellent record 

on running our own operations sustainably.   

But there’s more we can do - on our own and with Government - to help members reduce the impact 

their homes have on the environment and to ensure the burden does not fall on those least able to 

pay.  

As one of the largest mortgage lenders in the country, and the largest mutual, we have an important 

role to play.  

So, in the months ahead, I’ll take stock of what the Society has achieved so far, and work with our 

Board to develop a clear and ambitious vision for the next 3 to 5 years. 

And then I’ll focus on delivering that strategy for members with pace and with energy.  

We have loyal members, a powerful brand, committed employees and a strong financial platform.  

That’s a solid position to grow from and to build society, nationwide.  

I know that I’ve got lot to do in the year ahead and I look forward to reporting back to you next year 

on what I’m sure will be a busy, productive, and effective year.  

But for now, let me hand back to Kevin for the formal business of the meeting.  

 


