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™ Make Good Money, Making Good Money, Start Making Good Money, Good Money Plan and Good Money are trademarks of Vancouver City Savings Credit Union.

Vancity and other fi nancial institutions are community assets. How we invest 
and operate aff ects your community’s well-being, which is a responsibility 
Vancity takes seriously. This is why our values-based banking model is grounded 
in the local economy, because we believe you only truly prosper when you’re 
connected to a vibrant, healthy community.

We off er excellent service, fi nancial advice and competitive products and 
services to help you build your own wealth. Then we use your deposits to 
lend and invest in local businesses and organizations that create positive 
economic, social and environmental impact in your community. This results 
in benefi ts like jobs created or supported, greenhouse gas emissions saved, 
and increased home ownership. Next, we share a percentage of our net 
profi ts with our members and the community.

This is what sustainable banking looks like. At Vancity, there aren’t any trade-
off s between what you want—product, service, advice, price—and what you 
need—long-term social, environmental and economic sustainability.

We call that Good Money.





A Bread Aff air
Tanya Belanger and Pat McCarthy love the environment, their community 
and bread. Since 2005 they’ve shared this love with others through their 
award-winning bakery, A Bread Aff air.

Strategic location in Langley, BC and involvement with local farmer’s 
markets allow Tanya and Pat to connect personally with many of the 
people who grow their ingredients. A Bread Aff air is BC’s only certifi ed-
organic artisan bakery and the only one in the Lower Mainland that 
bakes 100-mile bread.

By the end of 2010, high demand for A Bread Aff air’s products caused it 
to outgrow its former location. Vancity fi nanced the asset purchases and 
renovations required for A Bread Aff air’s expansion, which has doubled 
its capacity to share the love, one loaf at a time.

Tanya Belanger
and Pat McCarthy,
owners

https://www.vancity.com/SharedContent/documents/impact/breadaffair.pdf




Canadian Ramgarhia Society
The Canadian Ramgarhia Society was formed in 1972, serving thousands 
of free meals each week to people of every race and religion.

The society’s new temple in Surrey, BC was built with loans from its 
congregation and a chartered bank. Vancity gave the society a loan 
to repay the congregation, using a non-traditional loan model that 
considers the value of the assets against which a loan is secured, the 
society’s ability to pay back a loan, the society’s leaders, and how 
well the society is governed.

With its fi nancial position secure, the society plans to build a senior’s 
centre that will help Punjabi immigrants learn English and an elementary 
school that will teach Punjabi to Canadian-born children.

Baldev Singh Kalsi,
temple director

https://www.vancity.com/SharedContent/documents/impact/ramgarhia.pdf




South Fraser 
Community Services
The Front Room Resource Centre, run by South Fraser Community 
Services in Surrey, BC, is a place where people in need can escape 
the cold and rain, get a shower, a hot meal, a bed and some guidance, 
24 hours a day.

But the organization knows that to help people regain their lives, 
you have to tackle some of the root causes of homelessness—mental 
illness and drug addiction—with a round-the-clock support system 
aimed at setting people on the road to recovery.

That’s why, with a mortgage from Vancity, South Fraser Community 
Services purchased a duplex that can house 10 men. To cover the 
down payment, it received a grant from the Surrey Homelessness 
and Housing Fund.

Megan White 
and Megan Baillie,
employees

https://www.vancity.com/SharedContent/documents/impact/southfraser.pdf




Save-on-Meats
How do you help a Vancouver institution to sustain itself and revive the 
neighbourhood? Ask Vancouver restaurateur Mark Brand, who received 
a signifi cant loan from Vancity in 2010 to reopen an iconic butcher shop 
in Vancouver’s Downtown Eastside.

Mark reopened the butcher shop and diner and added a takeout window, 
incubator kitchen, and commissary that serves local restaurants and 
community organizations. Coolers on another fl oor provide space for 
community gardeners to store their produce for free until they establish 
a viable business.

Mark has taken out a 20-year lease but is hoping he can purchase the 
building, providing even more stability to his dream of helping the 
community to help itself.

Mark Brand,
restaurateur

https://www.vancity.com/SharedContent/documents/impact/saveonmeats.pdf
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For this reason, since 1997 we’ve been producing reports on our social 
and environmental performance, in addition to traditional reports 
detailing our fi nancial results. Our reports demonstrate accountability 
and build trust with members and other stakeholders.

We believe an integrated approach to managing and reporting on our 
business, (one that considers social, environmental, economic and 
governance factors), drives us to make better-informed management 
decisions that support our vision and values and respond to member 
and stakeholder input.

From the beginning we’ve looked to voluntary sustainability standards to 
guide our reporting and decision-making processes. As well as meeting 
fi nancial reporting standards, we prepare our reports in accordance with 
the Global Reporting Initiative’s (GRI) Sustainability Reporting Guidelines 
to application level A+, and we adhere to the following AA1000 Principles:

Inclusivity—accepting accountability for those we impact and those 
who impact us and including them in our response to sustainability.

Materiality—determining the relevance and importance of an issue 
to our organization and to our stakeholders.

Responsiveness—prioritizing the material issues that aff ect our 
sustainability performance and responding to them strategically.

In 2010, to align with our vision of Redefi ning Wealth, we moved to an 
integrated annual report—one that draws our fi nancial, environmental 
and social impacts and results together and describes how we’re managing 
our business to create long-term value for our members and their 
communities. In 2011, we signed on as a participant in the International 
Integrated Reporting Committee’s Pilot Program. We joined this program 
to share experiences, emphasize the importance of a multi-stakeholder 
perspective, and take Vancity’s reporting practices to the next level. 

Our reporting practices refl ect 
the essence of Vancity. As a 
co-operative, we’re owned by 
our members, who are also our 
customers. Our members live 
in the communities in which 
we operate and are directly 
aff ected by our decisions and 
actions. They have a vested 
interest in ensuring Vancity 
delivers fi nancial returns as 
well as a positive long-term 
impact on their well-being 
and that of their community.
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The report includes forward-looking and strategic information that 
considers Vancity’s ability to create and sustain value in the future. We’ve 
reported our progress on all 28 targets and commitments presented in our 
2010 Annual Report. We’ve also included future targets and commitments, 
which support our 2012 strategic goals, demonstrate leadership and move 
us closer to our vision.

Toward the back of this report you’ll find the Summarized Accountability 
Statements and Summarized Consolidated Financial Statements, a glossary 
and content index, and other information such as reports from the 
independent financial auditors and sustainability assurance provider.  
We voluntarily request independent assurance on our adherence to the 
AA1000 Principles and on key accountability data and information to 
ensure that users, including management, have confidence that our 
reports are complete, accurate and balanced. Independent assurance also 
drives improvements and innovation in our management and reporting 
strategies and practices. Our goal is to obtain opinions and conclusions 
from our assurance providers without qualification.

 More detailed information, including Complete Consolidated  
Financial Statements and Complete Accountability Statements  
for the fiscal year ending December 31, 2011, is available online at 
vancity.com/2011annualreport

We would like to hear what you think about this report. Please direct 
comments and questions to accountability@vancity.com

Each year we solicit input from members, employees and others on our 
reports to ensure our reporting practices continue to evolve and meet 
their expectations. Among the improvements we made this year are 
expanding the assurance scope to include progress on our targets and 
commitments, clarifying links between current and future targets and 
commitments, and setting a more aggressive greenhouse gas emissions 
reduction target.

Report content and scope
This report covers Vancouver City Savings Credit Union and its 
subsidiaries, which we collectively refer to as “Vancity.” Unless otherwise 
stated, performance relates to the 2011 calendar year. In this report  
you’ll find information on Vancity—who we are, what we do and the 
context in which we operate—and an overview of our performance 
during 2011. The business review focuses on our core activities as a 
financial institution, with emphasis on aspects important to our business 
strategy, members and other key stakeholders, or that have the greatest 
impact. This allows us to evaluate how we make, spend and invest money 
in a way that is consistent with our vision and co-operative values. We 
explain connections between sustainability and financial performance 
impacts throughout the business review.

https://www.vancity.com/2011annualreport
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“ Our model of banking is values-based and grounded in the  
local economy. We’re using credit and collaboration to serve  
our members. When you put the needs of members and the 
communities we serve first, profit follows.”

 Tamara Vrooman, President and CEO

“ When people choose to bank with us on a daily basis, they are 
actually supporting their communities at the same time. There are 
no trade-offs. The concept is simple and this year translates into 
million of dollars in support for initiatives like local organic food 
production, affordable housing and financial literacy.”

 Virginia Weiler, Chair of the Vancity Board of Directors



Tamara Vrooman (left) and Virginia Weiler
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Welcome once again to Vancity’s Annual Report. This is our second truly 
integrated publication, reporting on our fi nancial, environmental and social 
performance and impacts. We hope it demonstrates the countless ways 
Vancity puts the well-being of our members and their communities fi rst in 
a manner that makes you proud as an owner of Vancity.

On behalf of our Board of Directors, I’m pleased to present such a comprehensive 
account of all that Vancity accomplished as a co-operative in 2011. The results 
of our fi nancial performance, member and employee experience, and initiatives 
that have supported members, communities and the environment are remarkable.

Our Shared Success payout is the highest ever
When people choose to bank with us on a daily basis, they’re actually 
supporting their community at the same time. The concept is simple and this 
year translates to millions of dollars in support for initiatives like local organic 
food production, aff ordable housing and fi nancial literacy. That’s because not 
only do we invest in these areas, but each year we also share our profi ts with 
our members and their community, a process we call Shared Success.

This year we’ll share $27.2 million, the highest distribution on record, to 
members through dividends and to communities through grants and 
community investment initiatives. Since 1994, Vancity has distributed 
more than $221.2 million through Shared Success.

We listened to your feedback on our election process
As a member and owner of Vancity, you have a say in the direction of the 
credit union through the Board of Directors election. In response to extensive 
member input, in 2011 the Board of Directors made changes to the way 
Directors are elected, including providing more information about candidates, 
retiring slates and introducing online voting. Through follow-up research, we 
learned that many of our members supported these changes and showed 
increased satisfaction with the election process.

Vancity is now certifi ed as a Living Wage Employer
As a responsible employer, we believe our employees need to earn a wage that 
meets the needs of daily living and provides some discretionary income. That’s 
why in May 2011 Vancity became certifi ed as a Living Wage Employer—the 
largest organization in Canada to do so—and since then we’ve been forging 
ahead with the work to ensure we’re meeting the necessary requirements.

We’re expanding our environmental focus
Protecting the environment is important to our members. At Vancity, we’re 
looking beyond our own environmental footprint. We also want to enhance 
the environmental sustainability of our members’ lives and their communities. 
A big part of that is to embed our environmental values into the very way we 
do business. We’re investing in local businesses that produce green products 
and services,  fi nancing green buildings, and helping to build capacity within 
the community.

In 2011, we continued to support ClimateSmart Business to provide training 
and tools for small- to medium-sized enterprises to manage greenhouse gas 
emissions. By the end of 2011, more than 600 organizations had been trained 
or were in training. We also participated in the Communities Taking Action for 
Low Carbon Future conference, the Simon Fraser University Dialogue series 
on Carbon Talks, and the Canadian Environmental Grantmakers Annual 
General Meeting. 

We’re involved in the community
Vancity celebrated its 65th anniversary in 2011 and hosted numerous 
community events. We had a chance to see and speak to many of you at our 
Fresh Air Movie Tours, PNE Member Day, PuSh Festival, and Vancouver Art 
Gallery events. We were also proud to host Paul Hawken, who spoke to a 
packed house at the Orpheum Theatre.

We make some of our most signifi cant community impact indirectly, through 
the organizations we buy from, lend to and invest in and through our support 
and participation in initiatives, events and conferences. In 2011, through 
Financial Fitness workshops, we helped more than 50 not-for-profi t 
organizations in Victoria and Vancouver understand fi nancial, accounting 
and legal requirements. 

It’s a privilege for Vancity to work with our members to build vibrant, viable 
communities. On behalf of the Board of Directors, I’d like to thank you for your 
continued commitment to a sustainable future of which we can all be proud.

Virginia Weiler
Chair, Vancity Board of Directors
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We’re making great strides toward Redefi ning Wealth. We’ve achieved our 
fourth consecutive year of increased earnings and our best net earnings 
ever, supported by broad-based sustainable growth, engaged employees 
and loyal members.

In 2011 the global economy—from the debt crisis in Europe to the slowdown 
in the US economy—spurred an outcry for changes to the fi nancial sector 
worldwide. Making money simply by moving money around had created a 
fragile system and its collapse has had repercussions for us all.

The call for a sustainable banking model shone a spotlight on credit unions 
like Vancity, which are committed to co-operative practices, environmental 
leadership, social justice and fi nancial inclusion. Our values-based banking 
model is grounded in the local economy. We fund member loans with 
member deposits, provide local businesses with access to capital, and off er 
competitive fi nancial services. Our sustainable banking model off ers a 
solution to global economic concerns at a local level.

We’ve had record-high fi nancial results
In 2011 our total assets grew to $16.1 billion. Because of our asset growth, 
Vancity’s net earnings from operations before distribution and tax were 
$131.1 million and we achieved our fourth consecutive year of increased 
net earnings from operations at $90.7 million (up 5.2 per cent).

Members are connecting with our new brand
We’ve heard that our Good Money campaign, which expresses our vision 
of Redefi ning Wealth, is resonating. The idea that you don’t have to choose 
between your fi nancial gain and the health of your community is at the heart 
of our sustainable banking model.

Your fi nancial transactions with Vancity benefi t both you and your community. 
We’ve included stories in this report to show the scope of the fi nancial, social 
and environmental impact our members create and how your deposits help.

Service improvements are paying off 
Service improvements in 2011—such as our mobile banking app, email 
money transfer, streamlined processes for retail loans and opening 
accounts—have received praise. We increased training for member-facing 
employees and made our branch hours more consistent across our network. 
We also introduced new investment planning tools and a Vancity Visa* gift 
card that’s fee-free after purchase.

Employee engagement continues to rise
In 2011 Vancity was named among BC’s Top Employers, placed among 
Western Canada’s 10 Most Admired Corporate Cultures and Canada’s 
Top 100 Employers, and was named among Canada’s Top Family-Friendly 
Employers 2012.

We value and appreciate these awards but care more about our employees’ 
opinion of us, which we measure through an annual independent engagement 
survey. Our employee engagement score for 2011 jumped 10 points to 
71 per cent, approaching our best-in-class target of 75 per cent. Ninety per 
cent of employees completed the survey by Aon Hewitt and results 
improved for nearly every question.

Looking ahead with the Global Alliance for Banking on Values
We want to make sustainable banking a movement that delivers lasting 
positive change. It’s the aim of the Global Alliance for Banking on Values to 
deliver on a lofty target: Touch the lives of a billion people with sustainable 
banking by 2020.

The Alliance is an independent global network of 15 values-based fi nancial 
institutions, including Vancity, which fl ourished during the global fi nancial 
crisis. Vancity hosted the Alliance’s annual conference in March 2012.

The executive leadership team and I are excited about using credit and 
collaboration to serve our members and grow in a way that proves banking 
can be both profi table and sustainable.

Tamara Vrooman
President and Chief Executive Offi  cer

*Visa Inc./Vancity, Licensed User.
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Vancity is a fi nancial co-operative with a vision to redefi ne wealth. This 
means putting the needs of the members we serve fi rst to enhance their 
well-being and create positive community impact. We’re guided by the 
Co-operative Principles and, specifi cally, our Statement of Values and 
Commitments, created in 2000 with input from members, employees and 
community representatives. The Statement sets out our mission, purpose, 
values—integrity, innovation and responsibility—and six commitments 
that guide our approach to doing business:

We will be responsible and eff ective fi nancial managers so Vancity 
remains strong and prospers.

We will provide members with outstanding service and help them 
achieve their fi nancial goals.

We will provide meaningful opportunities for members to have 
input in setting the direction of the credit union.

We will ensure that Vancity is a great place to work.

We will lead by example and use our resources and expertise 
to eff ect positive change in our communities.

We will be accountable for living up to our commitments.

 Vancity’s values: vancity.com/values

The Co-operative Principles

1. Voluntary and open membership
2. Democratic member control 
3. Member economic participation 
4. Autonomy and independence 
5. Education, training and information 
6. Co-operation among co-operatives 
7. Concern for community

https://www.vancity.com/AboutUs/OurValues/ValuesandCommitments/
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Governance structure and accountabilities
Our members own us and elect our Board of Directors in a democratic 
one-member, one-vote system. All Directors are independent from 
management. Any member in good standing may run for election. 
Directors are elected annually for a term that normally runs three  
years and they can serve a maximum of four consecutive terms.

Our Board of Directors is accountable to the membership and responsible 
for setting the long-term vision for Vancity and providing effective 
oversight of its operations. In addition to attending regular Board meetings, 
each Director serves on one or more of five standing committees that 
assist the Board in its governance. They may also be appointed to special 
committees or to the Board of our subsidiaries or affiliates, including 
Citizens Bank.

Day-to-day leadership and management of Vancity is delegated to the 
President and Chief Executive Officer, who establishes the accountabilities  
required to support Vancity’s vision and business strategy for each 
member of the executive leadership team.

 vancity.com/boardofdirectors

 vancity.com/leadershipteam

Ethical Policy
One way we live our values is through our Ethical Policy. We recognize 
that whom we choose to do business with—including suppliers and  
the organizations we lend to and invest in—has a significant impact on  
our community. Our Ethical Policy is a set of guidelines that help us  
decide which organizations we want to do business with. It covers ethical 
business practices, environmental leadership, respect and fair treatment, 
healthy communities and peaceful communities. We apply it to 
relationships with business and not-for-profit members, suppliers, treasury 
relationships, strategic partners and grant recipients. The more significant 
the relationship in terms of our financial investment or profile, the deeper 
our level of analysis. In this way, we seek to minimize our negative social 
and environmental impact and reduce reputational and credit risk.

 vancity.com/ethicalpolicy

https://www.vancity.com/AboutUs/OurValues/EthicalPolicy/
https://www.vancity.com/AboutUs/OurBusiness/Governance/BoardofDirectors/
https://www.vancity.com/AboutUs/OurBusiness/Governance/LeadershipTeam/
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Vancouver City Savings Credit Union

Members:  479,528     
Employees:    2,459*

Total consolidated assets:  $16.1 billion
Headquarters:  Vancouver, BC

Member-owned, community-based, full-service financial 
institution serving the residents of British Columbia through 
59 branches located in Metro Vancouver, the Fraser Valley 
and Victoria. Through Citizens Bank, we also operate in 
Calgary, Toronto and Vancouver. The credit union’s primary 
lines of business include retail and business banking 
(deposit-taking and lending) and commercial mortgage 
lending. Through its wholly owned subsidiaries, Vancity’s 
lines of business also include foreign exchange services, 
life insurance services, Visa credit card services, real estate 
development and investment advisory services.

SVP, MEMBER SERVICES

Rick Sielski

SVP, MARKETING AND 
COMMUNICATIONS

Linda Morris

VP, HUMAN RESOURCES

Ellen Pekeles

ADVISOR TO THE CEO

Paula Martin

MEMBERS BOARD OF
DIRECTORS

Tamara Vrooman

PRESIDENT AND CEO

SVP, COMMUNITY INVESTMENT

Vacant as of January 25, 2012

SVP, GOVERNANCE, RISK AND COMPLIANCE 
AND CORPORATE SECRETARY

Karen Hoffmann

SVP, IT AND FACILITY MANAGEMENT 
AND CEO, INVENTURE SOLUTIONS

Catherine Boivie (Retired April 5, 2012)

SVP, RISK MANAGEMENT AND OPERATIONS 
AND CEO, CITIZENS BANK

Chris Dobrzanski

SUBSIDIARIES

CITIZENS BANK OF CANADA
Non-deposit-taking federally chartered bank providing financial services 
throughout Canada, including foreign exchange services and Visa credit card.

CITIZENS TRUST
Trustee business supporting Citizens Bank and Vancouver City Savings Credit 
Union. Ownership: 100 per cent by Citizens Bank of Canada.

DOCKSIDE GREEN LIMITED PARTNERSHIP
The Dockside Green real estate development in Victoria is to be a $500M 
sustainable community that will include market housing, affordable housing, 
industrial, commercial, live-work, parks and public amenities.

INVENTURE SOLUTIONS INC.
Supports the technology platforms and applications for Vancity.

SCU INSURANCE SERVICES LTD.
Provider of auto insurance, homeowner’s insurance and driver’s licensing needs.

SQUAMISH INSURANCE AGENCIES LTD.
Provider of auto insurance, homeowner’s insurance and driver’s licensing needs.

VANCITY CAPITAL CORPORATION†

Provides growth capital to small- and medium-sized BC businesses, 
not-for-profit organizations and co-operatives.
 

DOCKSIDE GREEN ENERGY LIMITED LIABILITY PARTNERSHIP 
A renewable energy utility that has been created to provide service to 
the Dockside Green community. Ownership: 66 per cent by Vancity 
Capital Corporation.

VANCITY ENTERPRISES LTD.†
Undertakes real estate development and invests in residential and commercial 
projects to achieve social, environmental and business objectives.

VANCITY INVESTMENT MANAGEMENT LTD.
Provides discretionary investment management services to individuals, 
not-for-profit groups and other organizations with over $400,000 to invest.

VANCITY LIFE INSURANCE SERVICES LTD.
Acts as an agent to provide life insurance.

 1 See footnote on page 80.
 †Vancity Capital Corporation and Vancity Enterprises Ltd. form our Community 
   Capital team within the Community Investment Division. 
 *Total employees of Vancouver City Savings Credit Union and all our subsidiaries 
 “Vancity” refers to Vancouver City Savings Credit Union and all our subsidiaries.

CHIEF FINANCIAL OFFICER

Rob Malli

Operational structure1
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(From left to right)  
Virginia Weiler (Chair), Jan O’Brien (Vice Chair), Lisa Barrett, Allen Garr, Wendy Holm, Patrice Pratt, Bob Williams, David Wong, Anita Braha

Board of Directors
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Additional resources we use and depend on include buildings and 
equipment (“manufactured capital”), intangibles such as our brand, 
organizational systems and processes that provide us with a competitive 
advantage (“intellectual capital”), and natural capital through the use of 
resources such as energy and materials we need to run our operations. 
We also infl uence both social and environmental development by 
deciding whom we do business with, most notably by providing 
businesses with access to fi nancing.

Operating context and external trends
A signifi cant external trend that shaped our business strategy (see page 25) 
was increasing dissatisfaction with the current fi nancial and banking sector 
and the resulting call for fundamental changes to the sector. We viewed 
this as an opportunity to demonstrate that a fi nancial institution can place 
the needs of its members and community fi rst while running an effi  cient 
and profi table business. Given our business strategy, the following table 
outlines key strategic risks and opportunities that could impact our ability 
to achieve the outcomes we desire, and our response to them.

Key relationships and resources
Being inclusive is core to our business strategy—we have continuous 
dialogue and collaboration with our stakeholders. As owners and 
customers of Vancity, our members are our most important stakeholder 
group. Other key stakeholders include employees (who are also members 
and owners), the communities in which we operate and our regulators. 
Additional stakeholders include suppliers and business partners, 
competitors and peers, and public-interest groups.

As a fi nancial institution we rely heavily on the availability of “fi nancial 
capital”: we need access to funds to make loans and investments and 
to operate or invest in our business. We are also dependent on “social 
capital”: the relationships and trust we build with our stakeholders. These 
relationships aff ect our ability to operate, and strong, trusting relationships 
allow us to work together toward our common goals of individual and 
collective well-being. A further key dependency is “human capital”: 
without the skills, experience, motivation and values-alignment of our 
employees, suppliers and partners, we can’t be successful.
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Our promise to members 
resonates
Perhaps the greatest risk we  
face is that our vision, and the 
translation of this into our 
promise to members (see page 
36), wouldn’t resonate with 
members or attract them to  
do more business with us and 
recommend us to others.

Research and consultation with members, 
employees and other stakeholders and 
partners confirmed there’s a clear need 
for a different kind of financial institution 
and that there’s an opportunity for 
Vancity to fill a current market gap.
Our business strategy requires us to 
continue to invite and respond to 
member input—page 78.

Ability to meet members’ needs
Our vision and business strategy 
require us to fully understand 
and meet the needs of our 
members. To do this, we need to 
have appropriate supporting 
systems, capabilities, and 
products and services.

We have many mechanisms to engage 
with members. Moving forward, our 
business strategy will require us to 
broaden the ways in which we engage 
with members to develop a deeper 
understanding of member and 
community needs—page 78.
We plan to focus training on developing 
knowledge, skills and behaviour that 
support employees to provide advice 
that is in the best long-term interest  
of our members—page 37.
We continue to invest in long-term 
foundational initiatives such as process 
and technological improvements to 
better serve members—pages 35 and 59.

Understanding our impact on 
well-being
As impact becomes a significant 
part of how we define success, 
and a key driver of profitability, 
we need a deeper understanding 
of the connection between our 
activities and their impact on 
members and communities.

It will be important to ensure our impact 
measures are meaningful, embedded, and 
drive intended behaviour. We’ve 
developed preliminary impact measures 
to ensure we’re accountable for achieving 
the impact we’ve set out to accomplish—
pages 37 and 43.
We’re also working with the Global 
Alliance for Banking on Values and its 
members to develop a common set of 
measures—page 25.

Renewal of our business 
applications
A significant risk we face is the 
aging of our banking system, 
which could become a barrier to 
the growth and impact we want 
to achieve.

We’ve embarked on a project to replace 
our core banking system and associated 
business applications. This project, in and 
of itself, is one of our greatest risks and 
one of our greatest opportunities. The 
opportunity is to develop new systems 
to support us in achieving our strategic 
goals and improving how we serve 
members. At the same time we need  
to ensure organizational capacity to 
implement and adapt to major process 
changes—page 59. 

Strategic business risks  
and opportunities

Our response Strategic business risks  
and opportunities

Our response 
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Below are the significant external trends that translate into both risks and opportunities,  
and how we have addressed or will address them through our business strategy.

Significant external trends Our response 

Evolving regulatory environment
The regulatory environment is 
changing quickly and there’s 
increased scrutiny on financial 
institutions as a direct result of 
the global financial crisis. For 
financial institutions, this means 
an increase in the resources 
needed to comply with new 
requirements, including 
monitoring and reporting.

While these requirements can be 
challenging, they result in a more stable 
financial environment that benefits  
both Vancity and its members. We 
continue to monitor and keep abreast  
of regulatory changes that could affect 
our business strategy.
We adapt and respond to changes  
in the regulatory landscape by being 
conservative, especially with capital and 
liquidity—pages 51 and 77. As well, we 
have an opportunity to go above and 
beyond what is required, especially when 
it reinforces our focus on member and 
community well-being.

Market volatility
Continued market volatility, 
all-time low interest rates and 
squeezed financial margins could 
affect our capacity to deliver 
financial services.

We follow a prudent enterprise-risk-
management strategy that ensures our 
members will have ongoing access to 
financial services that are tailored to  
their needs—page 71.

High personal-debt levels
High levels of personal debt are 
affecting individuals’ financial 
health and translating into 
increased demand for savings 
products and a decline in 
demand for personal loans. 
Competition among financial 
institutions for high-quality 
loans is intense.

Our strategy drives us to focus on 
understanding and meeting members’ 
financial needs, no matter how big or 
small—page37.
We have responsible lending practices—
page 46.
We’ve implemented, and continue to 
implement, major service improvements 
to our mortgage and other lending 
processes—page 35.
We have a strategic objective to serve 
underserved markets and increase the 
positive impact of our lending—page 43.

Lack of affordable housing
High housing costs in the Lower 
Mainland continue to put 
financial pressure on our 
members and communities.

We provide advice and products to meet 
members’ housing needs—page 46.
We support and fund affordable 
housing—page 43.

Evolving technology
Technology is a global driver of 
consumer behaviour and product 
delivery. Mobile devices are 
beginning to eclipse personal 
computers as the electronic 
channel of choice. Social media 
and collaborative technologies are 
changing the way we communicate 
and connect, and as a result, are 
changing society itself.

Technology enables us to improve the 
way we do business and reach new 
markets. We focus on the member  
in our technology enhancements 
(including the renewal of our banking 
applications—page 59) and take 
advantage of developments through 
other applications—page 35.
Technology is not our differentiator.  
As delivery channels and distribution 
capabilities evolve, the key challenge  
will be to ensure our technological 
advancements and innovations support 
our vision to redefine wealth.

Significant external trends Our response 

 Integrated governance risk management: page 71.

 See Note 23 to the Complete Consolidated Financial Statements  
for a comprehensive discussion on our risk management framework 
and how we manage our principal financial risks: credit, liquidity  
and market.

https://www.vancity.com/2011annualreport/financialstmts
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We’ll continue to invest in these fi ve strategic objectives in 2012 but our 
business strategy for 2012-2014 raises the bar and sets aggressive growth 
and impact targets. See future plans and outlook on page 78.

We need to grow sustainably. As a fi nancial institution with a co-operative 
ownership structure, we raise the majority of our capital through the 
accumulation of member wealth (retained earnings). We then draw on 
these “savings” to fund growth, invest in the business, and make an impact 
in the communities where we operate. To ensure this growth is sustainable, 
we must ensure it’s based on fi nancial resources that won’t be depleted. 
This means asset and capital growth must remain in equilibrium over the 
long term.

Global Alliance for Banking on Values

To realize our vision, transformational change is required across 
our organization. To help us, we’re drawing on the expertise and 
knowledge of our peers in the Global Alliance for Banking on 
Values (GABV), a network of the world’s leading sustainable 
banks. GABV was formed in 2009 in response to a global fi nancial 
crisis, when many people lost faith in the global banking system. 
It’s comprised of small and innovative banks and banking 
co-operatives that largely fl ourished during the fi nancial crisis. 
We were invited to join GABV in 2010. Our common goal is to 
promote a viable alternative to the current fi nancial system 
and improve people’s quality of life.

 gabv.org

The traditional banking model focuses on increasing short-term profi ts 
for the benefi t of shareholders. Our vision to redefi ne wealth focuses 
on meeting the long-term needs of the people we serve, and their 
communities. This way of doing business, which our members and 
communities are calling for, diff erentiates us from traditional fi nancial 
institutions. It requires us to think diff erently about wealth, to believe we 
can only truly prosper as individuals if we’re surrounded by and connected 
to a vibrant, healthy community that is sustainable for the long term.

Vancity’s goal is to create positive member and community impact 
through all our operations—from how we make money to how we spend 
and invest it. We don’t have a separate sustainability strategy; rather, we 
have a sustainable business strategy. In 2010, to support our vision and 
respond to feedback from members and employees, we identifi ed the 
following fi ve strategic objectives for 2011:

1. Providing an exceptional member service experience (page 34)

2.  Increasing impact through community investment (page 43)

3. Renewing our core banking system and business applications (page 59)

4. Making socially responsible investment products and services available 
to link fi nancial and community well-being and community investment 
(pages 50 and 52)

5. Creating an employee experience that is fully aligned to our vision 
and business strategy (page 55)

http://www.gabv.org/
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Each year we establish an overarching set 
of organizational targets, both fi nancial and 
accountability (non-fi nancial), that we use 
internally to track and report on our performance 
at the highest level. The following tables present 
fi ve years of data for each measure, and progress 
compared to our 2011 targets. 

Key to status:     = exceeded 2011 target
 = met 2011 target
 = did not meet 2011 target

Financial targets
We set conservative fi nancial targets in 2011, 
refl ecting anticipated global uncertainty, 
compressed fi nancial margins, and increased 
expenses from our strategic investments. Our 
fi nancial performance in 2011 exceeded our 
expectations. See page 75 for more information.

 †  As a result of a change in reporting standards, eff ective January 1, 2010, Vancity prepared its Consolidated Financial Statements in accordance with International 
Financial Reporting Standards (IFRS). For reporting periods up to and including the year ended December 31, 2010, Vancity prepared its Consolidated Financial 
Statements in accordance with Canadian Generally Accepted Accounting Principles (GAAP). For a full discussion of the impact of these changes, see the Complete 
Consolidated Financial Statements.

 ���The transition from GAAP to IFRS has resulted in diff erences between the 2011 fi nancial targets in the 2010 Annual Report and the 2011 fi nancial targets in this report.
 *  We calculated the effi  ciency ratio using data derived from the Complete Consolidated Financial Statements. For the defi nition, see the glossary. 

Target Page Status 2011 
IFRS

2010 
IFRS

2010 
GAAP

2009 
GAAP

2008 
GAAP

2007 
GAAP

Net earnings from 
operations before 
distribution and tax 
are $96.0 million†�

75  $131.1M† $138.9M† $125.8M $78.6M $75.6M $50.6M

Net earnings 
from operations 
are $61.0 million†�

75  $90.7M† $86.2M† $77.4M $53.8M $46.8M $32.8M

Effi  ciency ratio is 
equal to or less 
than 72.5 per cent†�*

76  68.7%� 65.0%� 68.9% 78.0% 76.0% 83.0%
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Accountability targets
In 2011, we exceeded our targets for member 
loyalty (our score remains within the highest 
performance range for financial institutions)  
and branch service, and we significantly improved 
our employee engagement score, but remained 
below our target. Greenhouse gas emissions 
increased, but remained below our target 
threshold. While net growth in our community 
investment loan portfolio fell short of our target, 
this was due to more existing loans being paid  
off by members than we’d anticipated as  
opposed to fewer new loans. 

Target Page Status 2011 2010 2009 2008 2007

Overall member loyalty score 
remains between 42-50 per cent, 
within Market Probe’s best-in-class 
range.*

34  45% 43% 44% 46% Data not 
available

Average branch service experience 
score is at least 8.69 out of 10. 

34  9.03 8.97 8.89 8.89 8.84

Employee engagement score is  
75 per cent.

56  71% 61% 53% 56% 64%

Net annual growth of community 
investment loan portfolio 
(commercial and business loans)  
is $408 million.

42  $376M $304M ($289M) $166M $571M

Greenhouse gas emissions are less 
than 6,000 tonnes.

61  5,253t 4,783t 5,101t 5,202t 5,241t**

For definitions, see the glossary. 
*The member loyalty score reflects the percentage of members scoring us nine or 10 out of 10 on three key questions.
**Base year, see page 93 of the Summarized Accountability Statements for details.
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 For the fi rst time, members could vote for Board of Director 
candidates online—page 73

 Return on members’ equity continued to increase, providing us 
with capacity to grow—page 77 

 We were named among Canada’s top 100 employers for 2012.
 canadastop100.com/national

 In Corporate Knights’ 2011 Diversity Report we shared the top 
spot with fellow co-operative Mountain Equipment Co-op 
because two-thirds of our Board Directors are women. 

 corporateknights.com/report/2011-diversity-index

 We published our fi rst integrated annual report. 
 vancity.com/2010annualreport

 We received the Globe Sustainability Reporting Award for 
our 2008-09 Accountability Report. 

 globeaward.org

 We refreshed our brand: “Make Good Money”—page 36

We exceeded our target for new community investment loans 
with positive community impact; we approved $361 million in 
new loans—see page 43

We became certifi ed as a Living Wage Employer—page 60

 We continued with the implementation of a new core banking 
system—page 59

 Total greenhouse gas emissions increased by 10 per cent; we met 
our carbon neutral commitment by off setting our greenhouse 
gas emissions through the purchase of carbon off sets—page 61

The amount of waste we collected from Vancity Centre increased; 
the percentage of waste we recycled or diverted from the landfi ll 
remained high—page 66

 We approved $4.6 million in mission-based and community 
project grants for distribution to 240 organizations—page 68

Our fi nancial literacy program, Each One, Teach One, won the 
2011 National Credit Union Award for Community Economic 
Development—page 68

http://canadastop100.com/national/
http://corporateknights.com/report/2011-diversity-index
https://www.vancity.com/AboutUs/OurBusiness/OurReports/AnnualReports/2010/
http://globeaward.org/
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Each year we establish a set of public targets and commitments 
that support our vision and business strategy. We set 26 targets and 
commitments for completion in 2011 including the eight key organizational 
fi nancial and accountability targets presented on pages 26 and 27. Of 
these, we exceeded six and fully met 12. We did not meet eight targets 
or commitments. We also set two commitments for completion in 2012 
and these are on track.

Key to status:

  = exceeded 2011 target
 = met 2011 target or commitment
 = did not meet 2011 target or commitment
 = 2012 commitment in progress and on track

What we said we would do Status What we did Who was accountable Page Future targets and commitments 
(see page 80) or next steps

Enhancing members’ well-being

In 2011, the overall member loyalty score 
will remain between 42-50 per cent, 
within Market Probe’s best-in-class range.

The overall member 
loyalty score was 
45 per cent.

Executive Leadership Team 34 We’ll continue to measure loyalty but our 
new organizational targets focus on growing 
our active membership and enhancing 
member well-being.

In 2011, the average service experience 
score for our branch network will be at 
least 8.69 out of 10.

 The average service 
experience score was
9.03 out of 10.

Executive Leadership Team 34 2012 target: At least 8.69

In 2011, we’ll develop a retail service 
experience that includes a process 
review and changes to optimize 
account opening and ongoing member 
relationship management.

Completed. Chief Financial Offi  cer
SVP Marketing and 
Communications
SVP Member Services

35 Our new organizational targets focus 
on growing our active membership and 
enhancing member well-being.

In 2011, as part of the retail service 
experience, we’ll implement a review of 
the non-real-estate-secured consumer 
(personal) lending process.

Completed. Chief Financial Offi  cer 35 We’ll continue to implement improvements 
to our lending processes.

By 2012, we’ll develop an 
implementation plan to replace our 
core banking system and related 
business applications.

Work completed in 
2011 supports the 
development of an 
implementation plan 
in 2012.

SVP Information Technology 
and Facility Management 

59 We’ll continue with this commitment in 2012.
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Making loans and investments

We’ll distribute the remainder of the 
Shared Success Economic Recovery 
Fund by the end of March 2011.

By the end of 2011, we 
had distributed $1.6 
million and allocated 
(but did not distribute) 
the remaining dollars  
to specific programs.

SVP Community Investment 67 2013 commitment: By the end of 2013,  
we’ll distribute the remaining funds to  
members or community organizations  
that benefit members. 

In 2011, we’ll implement a system to 
monitor and report on the social, 
environmental and economic impacts 
of our community investment loan 
portfolio.

Completed. SVP Community Investment 44 We plan to begin reporting on the impacts 
of our community investment loans 
internally and in our 2012 Annual Report.

In 2011, $235 million in new community 
investment loans will be defined as 
having a positive impact on our 
communities.

 New community 
investment impact loans 
totalled $361 million.

SVP Community Investment 43 2012 target: At least 30 per cent growth  
in assets with impact.

In 2011, net annual growth of the 
community investment loan portfolio  
will be $408 million.

Net annual growth  
of the community 
investment loan 
portfolio was  
$376 million.

SVP Community Investment 42 We’ll continue to measure this but our  
2012 organizational target for community 
investment focuses on impact loans— 
see above.

In 2011, we’ll implement one or more  
lending programs for energy efficiency 
in Vancouver.

Completed. SVP Community Investment 43 We’ll continue to develop lending programs 
to support our community investment 
impact areas.

Providing investment products and advice, and other services

In 2011, 32 per cent of new investments 
made by Vancity’s members or  
clients will be in socially responsible 
investment options.

Twenty-eight per cent of 
new investments made by 
members or clients were 
in socially responsible 
investment options.

SVP Member Services 52 2012 target: At least 30 per cent growth  
in assets with impact.

What we said we would do Status What we did Who was accountable Page Future targets and commitments  
(see page 80) or next steps
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Investing in employees

In 2011, the employee engagement score 
will be 75 per cent.

The employee 
engagement score was  
71 per cent, a significant 
improvement over 2010 
but remaining below  
our target.

Executive Leadership Team 56 2012 target: At least 75 per cent.

In 2011, we’ll cascade the Better 
Decisions, Better Results initiative to all 
employees so employees will receive 
clarity on the work that is expected of 
them and what they’re accountable for, 
to better serve our members.

Completed. Executive Leadership Team n/a This project has been completed and our 
Human Resources division has the 
accountability to ensure the principles are 
embedded into ongoing employee and 
management development.

In 2011, we’ll communicate, educate and 
engage employees about our Employee 
Experience, with emphasis on Talent 
Management and Total Rewards.

We communicated  
the Employee 
Experience to managers 
(not all employees).

VP Human Resources 56 In 2012 our priority is initiatives that reinforce 
our vision and co-operative values. 
2012 commitment: Revise our recruitment 
and orientation processes for new 
employees. Develop onboarding programs 
for new and existing managers.

In 2011, we’ll continue to roll out Talking 
Talent, a leadership development tool 
in support of our Talent Management 
strategy, to increase leadership 
capability and develop a leadership 
succession plan.

We decided to focus  
the tool on our  
senior managers in  
2011 and 2012.

VP Human Resources 56 We plan to enhance and refine the Talking 
Talent program in 2012 and roll it out to all 
managers in 2013.

In 2011, we’ll benchmark our current 
total rewards against our competitive 
market.

Completed. VP Human Resources 58 2012 commitment: Design a short-term 
incentive plan for employees to replace our 
current profit share program.

What we said we would do Status What we did Who was accountable Page Future targets and commitments  
(see page 80) or next steps



32 VANCITY 2011 ANNUAL REPORT | 2011 performance overview

In 2011, we’ll conduct an employment 
systems review and increase  
awareness for specific groups  
(people with a disability and  
people of Aboriginal descent).

We updated our 
recruitment processes 
and offered Respect in 
the Workplace training 
to support employees 
and people-managers  
to embrace diversity.

VP Human Resources 55 In 2012, we plan to conduct the first  
phase of an accessible workplace review  
as well as partner with a group working  
to support the employment of people  
of Aboriginal descent.

Managing and purchasing buildings, systems and equipment

From 2010-2020, our carbon footprint  
will be no more than 6,000 tonnes of 
greenhouse gas emissions, including 
organic growth, yet excluding growth 
through mergers and acquisitions.

 Greenhouse gas 
emissions were  
5,253 tonnes.

SVP Information Technology 
and Facility Management

61 2012 target: 4,500 tonnes or less

In 2011, at Vancity Centre, at least  
70 per cent of waste will be recycled  
or diverted from the landfill.

 75 per cent. SVP Information Technology 
and Facility Management

66 2012 commitment: At least 70 per cent.

In 2011, the percentage of employees who 
commute to and from work using transit, 
by walking or cycling, or as a passenger 
in a car will be at least 15 percentage 
points more than the percentage of 
metro Vancouver residents who use 
these sustainable modes of transport.

 19 percentage  
points more.

SVP Information Technology 
and Facility Management

63 2012 commitment: At least 15 percentage 
points more.

In 2011, we’ll move forward with 
becoming a Living Wage Employer.  
By the end of 2011, we’ll ensure all  
our employees are paid a living wage,  
and develop a framework for relevant 
contractors.

We designed a framework 
for relevant contractors 
(suppliers). Approximately 
98 per cent of our 
employees were being 
paid a living wage: all 
permanent employees, 
and most of our 
temporary employees. 

VP Human Resources 60 In 2012, we plan to ensure we pay all 
employees a living wage, and we’ll develop 
language for use in relevant requests for 
proposal and supplier contracts.

What we said we would do Status What we did Who was accountable Page Future targets and commitments  
(see page 80) or next steps
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Integrated governance and management

In 2011, we’ll clarify how we want to 
grow and generate increased revenue in 
a way that creates a positive (and ideally 
measurable) community impact.

Completed. President and CEO 38 Our business strategy for 2012-2014 raises  
the bar and sets aggressive growth and 
impact targets. 

In 2011, members will be able to vote 
online in the Director elections.

Completed. SVP Governance, Risk and 
Compliance

73 We’ll continue to offer online voting  
to members. 

In 2011, we’ll implement planned changes 
to the election process, including more 
rigorous evaluation of candidates and 
the requirement that candidates run as 
individuals and not as teams. 

Completed. SVP Governance, Risk and 
Compliance

72 Overall the changes were well received, and 
we’ll continue to make improvements based 
on member feedback and Vancity’s needs. 

By the end of 2012, we’ll revise and  
integrate our processes for identifying 
and prioritizing emerging strategic  
risks and opportunities, including  
input from stakeholders, to inform 
strategy development, annual planning 
and reporting.

We developed an 
enterprise-risk-
management framework, 
and integrated it into the 
strategic planning process. 
We also developed an 
enterprise risk dashboard.

Chief Financial Officer
SVP Governance, Risk and 
Compliance

71 We plan to continue to advance the way 
enterprise risk factors are included in 
strategic planning and decision-making.  
As this work is incremental we haven’t  
set a formal commitment for 2012.

Financial targets

Net earnings from operations before 
distribution and tax will be at least 
$96.0 million.†

 Net earnings from 
operations before 
distribution and tax  
were $131.1 million.

Executive Leadership Team 75 2012 target: At least $83.0 million.

Net earnings from operations will be  
at least $61.0 million.†

 Net earnings from 
operations were  
$90.7 million.

Executive Leadership Team 75 2012 target: At least $51.0 million.

The efficiency ratio* will be equal to  
or less than 72.5 per cent.�

 The efficiency ratio was 
68.7 per cent.

Executive Leadership Team 76 2012 target: 75.0 per cent or less.

†�*See notes on page 26.

What we said we would do Status What we did Who was accountable Page Future targets and commitments  
(see page 80) or next steps
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Average branch service experience score (out of 10)
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In 2011 we determined how we’ll grow and generate increased revenue 
by enhancing the well-being of our members and creating opportunities 
for them to join us in contributing to a stronger and more sustainable 
community. To do this, we need to understand the needs of our members 
and their communities and use the insights we gather to develop innovative 
fi nancial solutions. We also need to ensure we can meet members’ needs 
through appropriate policies, processes and technology, which is why we 
continue to focus on long-term foundational initiatives such as process 
and technological improvements.

Serving members
We seek member input and feedback on many topics in many ways, 
including surveys, online panels and focus groups. One of our fi ve 
strategic priorities is the delivery of an exceptional service experience. 
Consequently a key area we monitor (through surveys) is “overall branch 
service experience.” This score has been improving for the past fi ve years, 
and our goal is to maintain an average branch service score of at least 
8.69 out of 10. We also monitor the overall health of our relationship with 
members though an annual loyalty survey. The loyalty score increased to 
45 per cent in 2011, exceeding our target. Forty-fi ve per cent may sound 
low, but this refl ects the percentage of members scoring us nine or 10 
out of 10 on three key questions. According to Market Probe, a global 
market research fi rm, Vancity’s score is within the best-in-class (highest 
performance level) range for fi nancial institutions. In general, members’ 
rating of our service has increased in all key areas, but we also heard our 
process for handling problems could be more timely and streamlined, 
and that members would appreciate more relevant and personalized 
advice and guidance.
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As well as through branches, we also serve members online and through 
our contact centre, which serves members by telephone and email. Our 
members’ rating of Vancity’s online banking site remains strong. We have 
introduced several new digital technologies including mobile banking,  
and members are telling us we need to continue investing in this area.

Seventy-eight per cent of surveyed members who used the contact 
centre in 2011 were very satisfied with service, up three per cent from 2010. 
This is above the average score for call centres at North American financial 
institutions, which was 71 per cent in 2011, according to the Service Quality 
Measurement (SQM) Group, a leading North American call centre industry 
research firm and benchmarking body. Our contact centre was recognized 
for outstanding member service and employee satisfaction by the SQM 
Group. After introducing improved technology in 2011, we were able to 
significantly improve our response time to member emails through online 
banking, responding to over 97 per cent of messages within 24 hours.

Many of our most engaged employees are those who directly serve 
members. Due in part to our significant investment in training, coupled 
with the process improvements noted below, the employee engagement 
score in our Member Services division (branches, contact centre, Visa 
services and Sustainable Wealth Management group) was 77 per cent. 
Highly engaged employees tend to translate to a positive member 
experience, as reflected in our results.

Key initiatives to improve member service
By improving our members’ overall experience and the quality of our 
advice and service offerings, we believe we can increase members’ 
likelihood to recommend Vancity to friends and family. In 2011 we 
implemented a new process to welcome new members and make the 
account opening experience consistent and aligned with our vision.  
As well as in branches, members can now open new accounts by phone  
or online. Fuelled by the success of our improved mortgage process, we 
implemented improvements to other lending processes, specifically lines 
of credit and personal loans, resulting in reduced hand-offs and improved 
overall turnaround time. To ensure employees could effectively integrate 
these process changes, we created a training department dedicated  
to supporting member-serving employees.

For more convenient and consistent service, we standardized and slightly 
increased the operating hours at the majority of our branches. All but four 
of our branches are now open at 9:30 am, and 42 branches are open six 
days a week. We also introduced several improvements in response to 
member feedback that make it easier to bank online or with mobile devices:

Two new forms of mobile banking: vancity.com/m provides online 
banking designed for a four-inch screen and is usable on any 
smartphone. Vancity’s iPhone Application is for banking on iPhone,  
iPod Touch, and iPad devices.

Vancity’s INTERAC® e-Transfer service enables members to send money 
online to people with an eligible Canadian deposit account and an email 
address or mobile phone.
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Members and our mortgage process
Susan Chiu and Jonathan Yim never imagined they would be 
landlords. But when Vancity explained how they could be— 
with a no-penalty escape clause—it all made sense. Now  
they’re building equity and a more financially secure future  
for their family.

Good Money–Our Promise to Members

“At Vancity, we make you good money by putting money to good.”  
We launched this promise to our members in 2011 through our 
Good Money campaign. We developed the campaign using insights 
from members and it included our first television advertisements 
since 2008. The feedback from members and employees has  
been positive—they like that we’re reflecting the great things 
Vancity does for members and their communities. As we focus  
on creating positive community impact and demonstrating this  
to current and potential members, we’re confident that our 
membership will grow, naturally and sustainably. We’re planning 
changes to serve members in a way that better reflects our vision 
and brand promise. In 2012 we plan to test a new branch design  
in two community branches—South Burnaby and Shaughnessy 
Station in Port Coquitlam. As well as supporting a new way of 
doing business, the renovations will be to the LEED® Gold  
standard for commercial interiors. 

In 2012, we plan to expand our mobile mortgage sales team to meet 
demand for mortgage services beyond normal banking hours. We also 
plan to implement improvements to our small-business lending process. 
According to BC Stats, in 2010 small businesses made up 98 per cent  
of all businesses in the province, and employed about a million British 
Columbians. As such, small businesses are an important market  
for Vancity.

https://www.vancity.com/SharedContent/documents/impact/chiu_yim.pdf
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We continue to measure loyalty and use the results to inform decision-
making in 2012. To align with our vision and strategy we plan to better 
define member well-being, explore how we impact it through the work  
we do, and develop measures of well-being. Approximately one in three 
members surveyed in 2011 who offered an opinion agreed that Vancity’s 
community contributions positively impacted their own well-being,  
and we want to better understand this. We also plan to focus training on 
developing knowledge, skills and behaviour to enhance member-serving 
employees’ ability to provide financial advice that is in the best long-term 
interest of members, and to share stories of the impact we’re having in 
their communities.

Financial and social inclusion
Offering exceptional advice and service includes providing access to basic 
financial products, services and education, and meeting members’ needs, 
no matter how large or small. Many individuals don’t have easy or affordable 
access to basic banking services. Estimates vary, but a 2008 report by 
Social and Enterprise Development Innovations suggests at least three  
per cent of all households and eight per cent of low-income households 
don’t have any type of mainstream bank account. There are many more 
households without access to sufficient financial services, particularly 
without access to credit. Low-financial literacy is often cited as a reason.

We offer products and services to help low-income and marginalized 
people access basic banking services, obtain credit, build savings and  
buy a home. We also offer a variety of financial literacy and education 
programs to our members, individuals and families within our communities. 
In 2011 we expanded access to services for new members with low credit 
ratings. Previously, we did not offer cheques, ATM access or online 
banking to new members with a low credit rating because of concerns  
we might face losses as a result. Members told us this was too strict,  
and we changed our policies so that almost all new members are eligible 
for these services.

Through a partnership with the Portland Hotel Society, at Pigeon Park 
Savings we serve some 3,700 low-income and marginalized people living  
in Vancouver’s Downtown Eastside who don’t have access to easy and 
affordable banking services. We offer a savings account package for a flat 
fee of $5 a month including cheque cashing and unlimited withdrawals.  
In June 2011 we began offering flexible term deposits to help Pigeon Park 
customers meet their longer-term savings goals. The term is cashable in 
part or in full anytime, ensuring money is always available to members  
for emergency needs.

 Products and services with social or environmental benefits:  
vancity.com/changeproducts and vancity.com/financialliteracy

 Branch locations, opening and closings:  
vancity.com/openingsandclosings

https://www.vancity.com/changeproductsandvancity.com/financialliteracy
https://www.vancity.com/ContactUs/WaystoBank/Branch/BranchRelocations/
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Membership numbers
For Vancity to contribute more to a stronger and more sustainable 
community, we need to engage members to do more business with  
us. While membership numbers remained stable in 2011, our improved 
operational processes and refreshed brand gained momentum, and we 
saw year-over-year increases in the last two months of 2011. We’ve set  
an aggressive growth target for 2012: we want to increase the number of 
active members by 31,000. We define active members as those with at 
least one open account and a member-initiated or automated payment 
transaction within the last year. Our refreshed brand is designed to  
help connect members to the loans and investments they support us  
to make in their communities. We believe this will help us activate  
more of our membership.

 

ACORN
Since 2007, Vancity has granted $400,000 to ACORN Canada to 
help low-income families with their tax returns free of charge.

https://www.vancity.com/SharedContent/documents/Community/2012_Q1_ACORN_Canada.pdf
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The following table presents our core activities 
as a fi nancial institution and their impact on 
earnings as per the Statement of Operations in 
our Consolidated Financial Statements. We’ve 
heard that both members and employees like this 
simple way of explaining the key ways we make, 
spend or invest our money. The remainder of this 
business review focuses on these activities and 
explains how we create value for our members 
and their communities by putting their long-term 
needs fi rst, and how this aff ects our bottom line.

Core activity Earnings impact How we create long-term value Page

Receiving deposits and 
raising funds - Interest expense We off er deposit products to help members 

save and meet their fi nancial goals, and use 
those deposits to fund loans that benefi t 
members’ communities. 

40

Making loans and 
investments + Interest income We lend and invest responsibly and off er 

advice to meet members’ long-term needs. 
Our goal is to increase the proportion of 
loans that have positive community impact.

41

Taking calculated risks - Loan impairment expense We take a prudent but innovative approach 
that supports community impact and 
balances risk with reward.

71

Providing investment 
products and advice, 
and other services 

+ Net fee and commission 
income

We off er other services and advice that are 
in our members’ best interests and we’re 
committed to off ering socially responsible 
investment (SRI) options.

52

We earn revenue + Total operating income 

Investing in employees - Salary, employee benefi ts 
and profi t share expenses

We invest in key areas such as talent 
management and total rewards to create 
a diverse and engaged workforce. We are 
committed to paying all employees a living wage.

55

Managing and 
purchasing buildings, 
systems and equipment

- Occupancy, equipment and 
general operating expenses

We aim to minimize our use of resources, 
remain carbon neutral and seek values-
aligned suppliers. We are developing living 
wage language for use in requests for 
proposal and supplier contracts.

59

We add up expenses = Total operating expenses 76

We deduct expenses 
from revenue = Net earnings from operations 

before distribution and tax
75

Giving back to members 
and the community - Distributions to the 

community and members 
(Shared Success)

We distribute 30 per cent of net earnings 
from operations to the community 
and our members.

67

Paying taxes - Income tax expense We pay taxes. 70

We reinvest what’s left 
in our business = Net (retained) earnings 

from operations
We draw on our profi ts to operate as 
a business and to grow sustainably.

75
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portfolios, a practice called securitization. While we did not do any 
securitizations in 2011, this practice enables us to fund balance sheet 
growth more quickly and on a larger scale than by gathering traditional 
deposits. Our practice is to securitize only insured residential mortgages 
of good quality—we don’t securitize sub-prime mortgages. 

Deposit products
Like all BC credit unions, members’ deposits are 100-per-cent protected 
by unlimited deposit insurance provided by the Credit Union Deposit 
Insurance Corporation. We off er a variety of deposit products to help 
members achieve their fi nancial goals, as well as deposit products with 
social and environmental benefi ts. To align with our focus on positive 
community impact, we’re exploring ways to help members understand the 
connection between their deposits and Vancity loans that create healthy 
communities. We believe this will encourage more members to do more 
business with us, which will allow us to invest more in their communities.

Deposits totalled $13.4 billion in 2011, up from $12.7 billion in 2010. In the 
second half of 2011, we began to see a signifi cant increase in our deposit 
base, likely as a result of members seeking a safe haven for their investments 
and savings given the continued uncertainty in global equity markets. 
In 2011, our interest expense (the cost of borrowing money) was 
$246.8 million, an increase of 13 per cent over 2010. The increase was 
largely due to more interest paid to members as a result of the growth 
in our deposit base.

 Products and services with social or environmental benefi ts: 
vancity.com/changeproducts

Our goal is to maximize the percentage of loans we fund though members’ 
deposits—81 per cent in 2011. This approach reduces our expenses as 
other wholesale means of raising funds may cost more. It also helps 
connect the deposits we receive from members with the loans we 
make to members—loans that benefi t members and their communities.

Percentage of member loans funded by member deposits
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†See note on page 26.

Other ways we raise funds include wholesale borrowings from cities, 
municipalities and other large entities, borrowings from outside investors 
via brokers, or by accessing capital markets. In 2011, the Dominion Bond 
Rating Service reaffi  rmed our short-term debt rating as “R-1 (low) – 
satisfactory credit quality.” This third-party rating enables our debt 
instruments to be eligible investments for institutional or corporate 
investors, enabling us to obtain fi nancing. We can also sell off  loan 

https://www.vancity.com/MyCommunity/OurChangeProductsAndServices/
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Loan portfolio as at December 31, 2011 ($ billions outstanding)

For defi nitions, see the glossary. 

We earned $555.3 million of loan interest income in 2011. This was 
$17.4 million more than in 2010 as a result of strong loan growth partially 
off set by lower interest rates for borrowers. Total interest income for 2011, 
which also includes interest earned on cash, interest-bearing deposits, and 
fi nancial assets, was $601.2 million, an increase of fi ve per cent over 2010.

Despite our prudent lending practices and desire to work closely with 
members to fi nd solutions to their repayment problems, there are 
always times when members have diffi  culty paying back their loans. 
Our allowance for credit losses is the amount we set aside to mitigate the 
impact of these repayment problems. In 2011, we undertook a concerted 
eff ort to bring a number of problem loans to a resolution, especially on 
the commercial side of our portfolio. As a result of these eff orts, our 

Providing credit is the single biggest investment we can make to help 
members and their communities thrive and prosper. We are fi nding 
innovative ways to off er credit while providing trusted fi nancial advice so 
members know they’re making responsible fi nancial decisions that take a 
complete view of who they are and what they need. We understand our 
success depends on the well-being of members and their communities, 
so we work together with members to help them acquire their homes, 
manage their debt in a way that suits their needs over the long term, 
and keep their businesses running.

We manage key lending risks including fi nancial, social and environmental 
risks through our lending and investment policies, which are aligned to our 
Ethical Policy. We believe the application of our policies and practices 
translates into prudent lending and reduced reputational risk. Beyond risk 
management, we take an innovative approach to lending and seek to do 
more business with organizations that benefi t their communities.

At the end of 2011, our total loan portfolio was worth $13.2 billion. 
Commercial loans experienced the highest growth at 22 per cent. 
Residential mortgages and business loans grew by four per cent and 
fi ve per cent respectively. Personal (consumer) loans grew by a modest 
two per cent. 

A $7.1 Residential mortgages
B $2.7 Consumer loans
C $1.7 Business loans
D $1.8 Commercial loans

A

B

C

D
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Community investment loan portfolio
Through our Community Investment division, we provide business 
members with access to advice and a variety of funds such as grants, 
microcredit, traditional loans and lines of credit, start-up and growth 
financing, and cash-flow financing. Our goal is to increase the proportion 
of lending we do that has a positive community impact.

The community investment loan portfolio, which comprises business and 
commercial loans, totalled $3.5 billion in 2011 compared to $3.1 billion in 
2010. We fell short of our net annual growth target of $408 million, primarily 
because the strong growth in new loans was offset by more loans being 
paid off compared to previous years. At December 31, 2011, 76 per cent of 
outstanding community investment loans were to businesses located in 
British Columbia. The remainder were to organizations across Canada 
through commercial loans. 

actual write-off of loans previously provided for increased by $12.0 million 
to $31.3 million, and our loan impairment expense declined by $9.2 million 
to $18.0 million. Driven by improved credit quality of the portfolio and 
lower delinquency rates, our overall allowance for credit losses decreased 
from $96.9 million to $83.6 million, which represented 0.63 per cent of 
total loans at the end of 2011. We believe that our allowance for credit 
losses remains adequate, and considers the current economic climate  
and lower delinquency rates.

Allowance for credit losses ($ millions)
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Net annual growth of our community investment loan 
portfolio (business and commercial loans) ($ millions)
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For definitions see the glossary. 
The decrease in the size of the community investment loan portfolio in 2009 was a reflection of the downturn in  
the market and prudent risk management—see page 27 of our 2008-2009 Accountability Report for full details.

Community investment impact loans
In 2011, we focused on increasing the proportion of lending and investments 
with demonstrable positive community impact. To support this goal, we 
investigated a number of business areas that improve the lives of people 
and/or sustain the environment. We focused on the following five areas, 
chosen because we believe they have strong growth potential and are 
currently underserved:

Affordable housing

Social-purpose real estate

Local, natural and organic food

Energy and environment

Social enterprise and social venture

We exceeded our target of $235 million in new impact loans by $126 million 
due to the success of a targeted strategy, coupled with a strong demand 
for financing of green buildings. The latter resulted in a higher percentage 
of large commercial loans qualifying as impact loans than we’d anticipated.
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Value of new community investment impact loans ($ millions)
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New measure. For definitions, see the glossary. 

As part of impact lending, we continue to offer tailored products such  
as microloans and loans to Aboriginal communities, not-for-profit 
organizations and labour organizations. In 2011, our longstanding microlending 
programs helped more than 350 people—including entrepreneurs with a 
disability, Aboriginal people and newcomers—start a business or get into 
income-generating activity by providing more than $2 million in very small 
loans. Loans were not only for business start-ups, but also, in many cases, 
helped newcomers recertify in a field in which they had worked previously, 
or helped purchase tools and equipment for people who had recently 
completed trades or technical training.

In 2011, we began to track the number and value of new community-
impact loans as well as their associated social, environmental and economic 
outcomes and impacts. Measures include greenhouse gas emissions 
reduced, number of affordable housing units financed, square footage of 
green/energy-efficient buildings financed, square footage of community 
buildings financed, jobs created or retained, and number of social enterprises 
assisted. We plan to refine our tracking tools and enhance reporting on 
lending impacts in our 2012 Annual Report. We also plan to introduce 
three additional impact-lending programs in the areas of women 
entrepreneurs, new immigrants and the local economy, and to further 
increase the percentage of loans we fund with positive community impact.

Resilient Capital Program

We launched the Resilient Capital Program in 2011. The program 
provides capital to allow us to provide creative financing for social 
enterprises and social-purpose businesses that are not quite ready 
for traditional lending, but are worthwhile investments. By the end 
of 2011, the program had raised $7.4 million through deposits from 
foundations, unions, not-for-profit organizations and others. We 
received an additional $1.75 million from the Vancouver Foundation, 
which was matched by Vancity for a $3.5 million loan-loss reserve 
pool to cover loan defaults.
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Songhees Wellness Centre
In 1995 the Songhees First Nation collectively conceived of a space that 
would serve every generation of its community—a space that will 
become reality in 2013.

The Songhees Wellness Centre will be a community gathering place and 
amalgamate the First Nation government’s administration, education and 
health services under one roof. The First Nation currently operates in 
mobile offi  ces, without a main centre for its youth, elders or culture.

In 2011, Vancity fi nanced a construction loan for the Wellness Centre by 
treating the First Nation as a local government and securing the loan with 
projected future lease and tax revenues.

A LEED green building, the Wellness Centre will also provide a community 
centre, sports facility, convention centre and tourist destination for 
Victoria, BC.

https://www.vancity.com/SharedContent/documents/impact/songhees.pdf
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In addition to lending, we offer ongoing advice and technical assistance, 
and we support and participate in initiatives, events and conferences.  
In 2011, through the Canadian Co-operative Association, we were part  
of a small working group to develop a concept paper proposing a national 
investment fund focused on supporting co-operatives. We were also the 
first organization to show interest in helping to capitalize such a fund 
based on a number of conditions and matching contributions. We plan  
to further leverage this work through the United Nation’s declaration  
that 2012 is the International Year for Co-operatives.

Through Financial Fitness workshops, we help not-for-profit organizations 
understand financial, accounting and legal requirements and how to 
interpret them through the lenses of good fundraising, strong governance 
and thoughtful resource management. In 2011 we delivered workshops in 
Victoria and Vancouver to 50 organizations. And we continued to support 
ClimateSmart Business to provide training and tools for small- and 
medium-sized enterprises to manage their greenhouse gas emissions.  
By the end of 2011, more than 600 organizations had been trained or were 
in training. Collectively, these organizations have undertaken thousands  
of carbon-reducing initiatives.

 climatesmartbusiness.com

Loans to individuals
We offer individuals and families credit through traditional lending, lines 
of credit, mortgages and Visa products. The majority of loans outstanding 
to individuals are residential mortgages. As a result of historically low 
interest rates, our members’ preference continued to be variable-rate 
mortgages. At the end of 2011, these accounted for 40 per cent of all 
mortgages outstanding. For some time now, we’ve used a higher rate of 
interest when assessing members’ capacity to make loan payments to 
protect members from taking on too much debt. In early 2011, federal 
regulation was introduced along the same lines: members with mortgages 
insured by the Canada Mortgage and Housing Corporation now have to 
qualify for variable-rate mortgages at the five-year fixed rate. Given our 
responsible lending practices, we don’t expect a significant number of  
our members to have serious difficulty in making mortgage payments  
if mortgage rates rise.

We continue to look for ways to recognize unique circumstances within 
our communities and develop programs that support access to banking 
and credit and that have a positive community impact. For example, live-in 
caregivers have significantly reduced living expenses but typically the only 
adjustment for a person with room and board in a loan application is to 

https://climatesmartbusiness.com/
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Habitat for Humanity Victoria
Habitat for Humanity envisions a world where everyone has a 
safe place to live and poverty has been eliminated. Since 1999, 
the organization has built 18 homes for low-income earners  
in the Victoria, BC region.

It relies on volunteers, partners and donated materials, and 
profits from its ReStore facility, a retail outlet for new and  
used building materials, cover administrative costs. When Board 
members discovered the most successful Habitat affiliates 
owned their ReStore building, Vancity financed the purchase  
of the ReStore in Victoria.

eliminate rent expenses. We adjusted our policies to recognize that live-in 
caregivers benefit from other expense reductions, such as transportation 
costs. As many live-in caregivers are new immigrants, this is one way we 
support new immigrants to Canada.

In 2011, the City of Vancouver partnered with Vancity to provide low-
interest loans to Vancouver homeowners for energy-efficient renovations. 
Vancity provides low-interest financing to homeowners to cover the cost 
of energy-efficient retrofits to their homes, and the City of Vancouver 
offers end-to-end services with multiple partners including utilities, 
contractors, and energy auditors. The program is part of the City of 
Vancouver Greenest City Action Team’s Quick Start Action Items aimed  
at achieving its Greenest City 2020 targets.

 Products and services with social or environmental benefits:  
vancity.com/changeproductsandservices

 City of Vancouver’s Greenest City 2020 targets:  
vancouver.ca/greenestcity

https://www.vancity.com/MyCommunity/OurChangeProductsAndServices/
http://vancouver.ca/greenestcity/
https://www.vancity.com/SharedContent/documents/impact/habitat.pdf


48 VANCITY 2011 ANNUAL REPORT | Business review

Visa credit cards and prepaid gift cards
The payments industry continues to undergo change through technology 
innovations, increased competition and regulation, and shifting consumer 
expectations. Our long-term growth strategy focuses on increasing the 
proportion of Vancity members who use enviroVisa products, and  
serving Citizens Bank Visa credit cardholders. In 2011, our Visa net earnings 
from operations before distribution and tax were $17.9 million, an increase 
of nine per cent from 2010. The primary factor contributing to higher 
revenue was a greater proportion of Vancity members who hold and 
regularly use enviroVisa.

While a financially viable Visa operation is important, we’re also mindful  
of the overall financial health of our cardholders. We’ve begun work on  
a credit card financial literacy program that will focus on increasing our 
cardholders’ overall knowledge about how credit cards function and  
how they can best use and yield the most value from them. We want to 
provide the right amount of credit to members to meet their repayment 
capability, maintain their credit worthiness and allow them to reach 
long-term financial goals. While our cardholders’ average Visa credit card 
balances remained stable in 2011, the average delinquency rate has been 
steadily declining over the past three years to around 1.5 per cent in 2011. 
This was approximately one full percentage point lower than that of the 
Canadian credit card industry, according to Moody’s aggregate Canadian 
Credit Card indices. Around one-third of our cardholders pay off their 
account balance in full every month, which is consistent with the Canadian 
average. We expect the financial health of our cardholders to improve 
further as we introduce greater transparency and options through the 
introduction of financial literacy initiatives.

Vancity cardholders’ average Visa credit card balances ($ millions)
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We offer Vancity Visa prepaid gift cards at our branches and, through 
Citizens Bank, at retail stores and Canada Post locations across Canada and 
online. In 2011, in response to feedback from cardholders we removed 
post-purchase fees, such as monthly maintenance fees and account access 
charges, from our Visa gift cards. We’ll also replace registered cards if lost, 
stolen or expired, free of charge. We continue to maintain this unique 
market differentiation.

Each year we donate at least five per cent of our annual Visa card  
profits to the enviroFund,™ which supports local environmental initiatives.  
In 2011, the enviroFund focused on ecosystem preservation and restoration,  
a topic enviroVisa cardholders chose in 2010. We invited community 
groups to submit applications for initiatives that addressed this area,  
and a committee of community experts including Vancity employees 
reviewed the applications and selected the projects to be funded. On 
behalf of cardholders, we distributed more than half a million dollars  
to 15 organizations.

  vancity.com/envirofund™Vancity enviroFund, and enviroFund are trademarks of Vancouver City Savings Credit Union.

https://www.vancity.com/MyCommunity/NotForProfit/Grants/ActingOnClimateChange/enviroFund/
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Dockside Green
Dockside Green, which is being developed by Vancity, is one of the 
world’s largest master-planned sustainable communities. Located on 15 
acres of former harbourfront industrial land in Victoria, BC, it has a 
planned total of 1.3 million square feet of multi-family residential, office, 
retail and commercial space. All four phases were designed to earn LEED 
Platinum designation. In 2011, Dockside Green’s second residential tower, 
Balance, was awarded 63 LEED points out of a possible 70, achieving full 
points in the categories of sustainable sites, water efficiency, energy and 
atmosphere, indoor environmental quality, and innovation and design 
process. This was an identical score to the first phase, Synergy. Balance and 
Synergy are now tied for the top LEED certification in the world. To date 
two commercial phases and two residential phases have been completed.

While the real estate market in Victoria remained sluggish in 2011, all four 
phases were fully sold out as of October 2011. During the year, one 
commercial unit and nine residential units were sold at Dockside, resulting 
in net profit of $1.5 million, which is included in Vancity’s real estate 
development income of $2.7 million. We began to develop Dockside in 
partnership with another developer but assumed full ownership of the 
project in 2009. We’re currently focused on maintaining the brand’s equity 
and finding a new development partner to complete the project.

 docksidegreen.ca

 For more information on the Leadership in Energy and Environmental 
Design (LEED) Green Building Rating System: cagbc.org

Biggest Little Garden in Town
Since 2009, Vancity has contributed $65,000 to the Biggest  
Little Garden in Town, a food security and community  
gardening project.

http://www.docksidegreen.com/
http://www.cagbc.org/
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Socially responsible asset management

Total socially responsible assets managed or  
advised on by VCIM and its sub-advisory group ($ millions)

364

303
333

434

489

20
07

20
08

20
09

20
10

20
11

For definitions, see the glossary. 

Our approach to managing Vancity’s assets, as well as assets on behalf  
of others, follows the socially responsible investment (SRI) philosophy. 
Through Vancity Investment Management (VCIM) we manage or provide 
advice on socially responsible investment portfolios in two key ways.  
First, VCIM, a signatory to the UN Principles for Responsible Investment, 
incorporates environmental, social and governance criteria (ESG) in its 
equity selection analysis. VCIM acts on additional ethical customer 
preferences in portfolios upon request. Second, VCIM’s Mutual Fund 
Sub-Advisory Group provides services to the IA Clarington Inhance SRI 
family of publicly offered mutual funds. The sub-advisory group uses ESG 
analysis when selecting companies to be included in the mutual fund 
portfolios. The total value of SRI assets VCIM manages or provides advice 
on has been increasing for the past five years and totalled $489 million  
at the end of 2011.

On behalf of VCIM and the IA Clarington Inhance SRI family of mutual 
funds, the sub-advisory group leads corporate engagement and 
shareholder advocacy activities to champion change in the companies  
in which members and clients invest. Recent engagement areas include 
climate change, health and safety, ecosystem integrity, community 
relations, human rights and diversity.

 VCIM’s screening criteria, proxy voting guidelines and shareholder 
engagement report: vcim.ca/philosophy/sri

 UN Principles for Socially Responsible Investing: unpri.com

http://vcim.ca/philosophy/sri/
http://www.unpri.org/
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Treasury investments
Our treasury group’s key task is to manage market and liquidity risk  
during times of economic volatility. Treasury manages Vancity’s cash and 
securities in a way that ensures Vancity has sufficient money to keep 
providing service to members. At the end of 2011, cash, interest-bearing 
deposits and financial assets managed by our treasury group totalled  
$2.6 billion. Of this amount, we deposited $2.1 billion with Central 1 —
we’re required to do this to meet liquidity regulations. Vancity also holds 
liquid securities issued by other financial institutions, the Canada 
Mortgage and Housing Corporation, and the Government of Canada.  
We ensure at least 12 per cent of our deposits and borrowing base is 
liquid —that is, able to be converted into cash quickly and cheaply.  
This is well above the regulatory threshold of eight per cent.

Treasury also invests the deposits we receive from our Shared World 
product to provide affordable credit to people in poor areas of the world. 
Traditionally, we’ve invested with Calvert Foundation (United States) and 
Triodos-Doen Foundation (part of Triodos Bank in the Netherlands) —two 
organizations with expertise in the microfinance sector. However, at the 
end of 2011, all our investments were with Triodos-Doen Foundation.

Our Investment Policy requires that we screen our list of approved 
investee or borrower companies annually in accordance with our Ethical 
Policy. In addition, we’re exploring ways to have a greater proportion  
of treasury investments generate positive social and environmental  
returns while maintaining strong financial returns and ensuring a prudent 
liquidity risk profile in the investment portfolio overall. In 2011, we invested 
$4.6 million in affordable housing mortgage-backed securities issued by 
the Canada Mortgage and Housing Corporation.

 See Complete Consolidated Financial Statements for further details  
on treasury investments.

 See Complete Accountability Statements for details on our Shared 
World product.

North Shore Girls Soccer Club
North Shore Girls Soccer Club has an indoor soccer facility 
thanks to a federal government grant and a Vancity loan.

https://www.vancity.com/2011annualreport/financialstmts
https://www.vancity.com/2011annualreport/accountabilitystmts
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Percentage of new investments made by members 
or clients in SRI options
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Financial planning and advice
Our goal is to meet members’ needs and build their confi dence in their 
fi nancial future by providing them with fi nancial and investment advice 
supported by an array of solutions and services. At our branches, we 
off er members investment and insurance products in both traditional 
and socially responsible options, including deposit products, and securities 
and mutual funds through employees licensed through Credential. 
Through Vancity Life Insurance Ltd., we off er annuities and segregated 
funds for members. And through Vancity Investment Management 
(VCIM) we off er segregated, discretionary investment management 
service to clients. VCIM is a sub-advisor to the IA Clarington Inhance 
family of mutual funds, one of our leading socially responsible investment 
options. Vancity has entered into a strategic relationship agreement 
with IA Clarington, the manager of those mutual funds, to promote 
their distribution.

We’re committed to off ering members socially responsible investment 
(SRI) options. Research has shown that socially responsible portfolios can 
perform comparably to their unscreened peers. SRI is one of the fastest-
growing investment markets in Canada today—people want to invest in 
companies that treat employees with respect, minimize their impact on 
the environment, and seek to make a positive diff erence in the world. 
According to the Social Investment Organization, the percentage of 
Canadian investments managed under SRI guidelines grew to 19.1 per cent 
at the end of 2010 from 17.5 per cent at the end of 2006. In 2011 we 
implemented further training so member-serving employees have the 
knowledge and skills to introduce appropriate SRI options to members. 
We also provided specifi c SRI education to all employees to increase 
their understanding of SRI and Vancity’s approach to investing.



53Business review | VANCITY 2011 ANNUAL REPORT

In 2011, new investments made by members or clients in SRI options as a 
percentage of their total investment transaction value were 28 per cent, 
falling short of our target of 32 per cent. The majority of our SRI options 
are mutual funds, and the lower percentage of total sales into SRI options 
was likely the result of members choosing safer investments—such as 
deposits, bonds, Guaranteed Investment Certificates (GICs) and segregated 
funds with a guarantee—given the continued uncertainty in global equity 
markets. The total value of member and client investments in SRI options 
that we managed, advised on or administered increased slightly from $680 
million in 2010 to $705 million in 2011, representing 29 per cent of total 
member and client investments.

In 2012 we’ll continue to focus on socially responsible investing and 
strengthening our financial advice offering by introducing new financial 
planning tools and training to ensure individual and business members’ 
wealth-management needs are served.

Sheet Metal Workers Training Centre
Vancity financed the new Sheet Metal Workers Training Centre 
in the Fraser Valley to provide stability for this BC industry.

https://www.vancity.com/SharedContent/documents/impact/sheetmetalworkers.pdf
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Smart Money

In early 2011, we began working with Smart Communications Inc, 
the leading telecommunications and mobile payment provider  
in the Philippines with 49 million registered users, to launch the 
SMART Money™ remittance program. The Filipino community  
is the fastest-growing immigrant community in BC and represents  
a large opportunity for Vancity. Smart Money remittance enables 
members to send funds at any one of our branches to the 
Philippines at a cost that is significantly less than a wire transfer,  
or service through other international funds transfer vendors. 
Within minutes, the recipient receives a free text notification  
on their mobile phone, informing them that funds have arrived  
in their Smart Money account. 

In response to the flooding disaster in the Philippines in late 
December, and in support of people who wanted to send financial 
help, we waived the transfer fee until January 31, 2012. In 2012, with 
the needs of our members in mind, we plan to look at remittance 
opportunities to other countries.

Foreign exchange services
Through Citizens Bank, we offer foreign exchange services and serve businesses 
of various sizes through our offices in Calgary, Toronto and Vancouver.  
As well, Vancity members can access these services through our branches. 
We continue to direct our attention toward traditionally underserved 
small- and medium-sized enterprises in Canada, directly and through the 
provision of foreign exchange services to other credit unions. In addition, 
we provide remittance programs for various cultural groups in Canada.

In 2011 the global market saw large fluctuations in exchange rates. Our 
business volumes grew, driven by our continuing delivery of a customer-
centric service strategy that focuses on advice to manage through 
uncertainty, and minimizing the adverse impact of exchange rate fluctuations. 
We also captured new business in sectors with strong growth potential 
and aligned with our community investment areas of focus, see page 43.

Net fee and commission income
In addition to revenue from interest on loans, Vancity earns income from 
the provision of services to members such as accounts, commissions and 
fees earned on investment transactions, issuing Visa cards, foreign exchange 
transactions, credit and life insurance, and loan fees. We want to grow and 
diversify our fee revenue, and increase the proportion of fee revenue we 
earn from members who seek longer-term investment advice from us.

In 2011, net fee and commission income was $70.4 million, slightly below 
the 2010 total of $70.8 million. Gross fee and commission income went up  
$6.0 million from $94.3 million in 2010, mainly due to growth in the credit 
card, trust and investment businesses. This was offset by an increase of  
$6.4 million in associated expenses, mostly as a result of an increase in  
the number of Visa and prepaid cardholders.
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We want proud, motivated and diverse employees who are inspired to 
make a diff erence for members and their communities through the work 
they do. In 2011, we began to focus on building an employee experience 
that enables employees to have the skills, commitment and passion to 
bring our vision to life. We began to implement two key strategies—
Talent Management and Total Rewards—while continuing to improve 
internal systems and processes to help employees make better decisions 
and do their jobs effi  ciently and eff ectively.

Employee diversity and equal opportunity
We want a positive and welcoming work environment that is free from 
harassment and discrimination, where the individual diff erences of 
employees are valued. Having a workforce that refl ects the communities 
we serve is important as it helps us better understand our members and 
meet their needs. We have an Employee Diversity strategy, supported 
by a Diversity in Action team. In 2011, 40 per cent of our employees 
belonged to a visible minority group, which is higher than the average 
at other fi nancial institutions. While the proportion of total female 
employees (67 per cent) was around the industry average, we had more 
women in management: 65 per cent of management and 41 per cent of 
senior management were women.

Total number of employees (individuals)
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In 2009, due to market changes we restructured and reduced our workforce. 
For full details, please see page 41 of our 2008-09 Accountability Report. 

We have an opportunity to increase the representation of Aboriginal 
people and people with disabilities among our employees. In 2011, 
two per cent of employees identifi ed themselves as having a disability 
requiring workplace accommodation and one per cent identifi ed 
themselves as being of Aboriginal descent. This is lower than the 
representation of these groups in the community. In 2011, we revised 
our recruitment processes and supported managers to embrace diversity 
through Respect in the Workplace training. We will continue to ensure 
diversity is refl ected in our recruitment processes; for example, by 
partnering with a group working to support the employment of Aboriginal 
people. We also plan to conduct the fi rst phase of a workplace review to 
identify ways to make our workplace more accessible.
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Survey results improved in almost every area, with the most significant 
improvement in senior leadership and people practices. Employees 
continued to rate Vancity well in how they feel about our corporate social 
responsibility, their co-workers and physical work environment. Primary 
areas of concern for employees were work processes and tools, career 
development and performance management. We continue to target an 
engagement score of 75 per cent and remain focused on large-scale 
systemic improvements and long-term change. In 2011, we invested heavily 
in training and development for member-serving employees. Other 
significant investments related to improvements to our lending processes 
(see page 35) and the replacement of our core banking system and 
business applications (ongoing, see page 59).

Talent management and career development
To be successful, we need to acquire, manage, develop and retain  
the talent required by the organization to drive our business strategy.  
Our talent strategy supports us to do this, and in 2011 we focused on 
succession planning and increasing the leadership capability of senior 
managers through a program called Talking Talent. We plan to enhance 
and refine the Talking Talent program in 2012 and roll it out to all managers 
in 2013. In an effort to link our refreshed brand and management practices 
to our strategy, we’ll develop a talent framework to integrate our talent-
management practices so that we’re well-positioned to meet current  
and future business needs.

Employee experience
We’ve been measuring employee engagement—defined as the energy  
or passion employees have for their employer—for many years through 
an annual survey administered by Aon Hewitt, an independent human 
resources consulting firm. Ninety per cent of our employees completed 
the survey in 2011. Our engagement score was 71 per cent, four per cent 
lower than our target. Our score has been increasing significantly since 
2009, and jumped 10 per cent between 2010 and 2011.

Employee engagement score
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For definitions, see the glossary.  
Benchmark source: Aon Hewitt Best 50 employers survey.
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A priority for 2012 is initiatives that reinforce our vision and co-operative 
values, and help employees connect the work they do to the well-being 
of our members and the communities in which they live. We’ll revise  
our recruitment and orientation processes for new employees to ensure 
understanding and commitment to our vision and values. We’ll also  
design an education program to provide new and existing managers with 
foundational skills and a consistent understanding of our vision, values  
and management practices.

We encourage learning, growth and development through a variety of 
approaches from on-the-job development, formal courses, e-learning and 
conferences through to mentorship, coaching, volunteerism and specific 
job assignments. We also support employees to learn about co-operatives. 
In 2011, we supported 16 employees and one Board member to participate 
in the Bologna Summer Program, a co-operative learning program in Italy. 
In addition, we supported two managers to enter the three-year Master  
of Management Co-operative and Credit Unions Program at St. Mary’s 
University in Halifax, Canada. 

Survey scores for learning and development follow a similar positive  
trend to overall engagement levels at Vancity and reflect higher levels  
of investment in training and development in 2011.

Percentage of employees who agree learning  
and development is strongly supported
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Total rewards, including salaries, benefits and profit-share
In alignment with our Total Rewards philosophy, our goal is to provide  
the right compensation, benefits, perks and recognition to attract and 
retain employees and to reward behaviour that aligns with our strategic 
objectives and vision.

The largest expense on our Statement of Operations is for salaries, 
benefits and profit share. In 2011, these expenses totalled $166.8 million, 
compared to $163.8 million in 2010. This slight increase was due to inflation, 
resulting in higher average salaries and benefits. Our expenses would have 
been further increased by $2.1 million had we not capitalized salary costs 
associated with our project to renew our core banking system and 
business applications. The time and energy we spend on this project 
represents an asset to Vancity. By capitalizing this expense in accordance 
with our Capitalization Policy, we record it as a capital asset and spread 
the costs over the estimated life of the system.

Our employee profit share program allows Vancity to recognize each 
employee’s contribution to Vancity’s success by rewarding them with a 
portion of our profit. The distribution of this profit is based on scorecards 
designed to align with our vision and encourage employees to work 
together as a team to support the business goals. Total profit share based 
on performance in 2011 was $9.8 million compared to $9.5 million in 2010. 

In 2011, we implemented a new human resources information system, 
including the replacement of our payroll system. We also benchmarked 
existing compensation programs to clarify gaps between the current  
state and our local market; this will help us with a review of our base pay 
structure in 2012. By 2013, we plan to replace our profit share program with 
a short-term incentive plan based on individual, team and organizational 
results, including community impact. 

 To find out about our commitment to being a Living Wage Employer, 
see page 60.

PNE Member Day
Vancity employees have many opportunities to participate in 
the various community events we sponsor, including Member 
Day at the PNE.

https://www.vancity.com/AboutUs/OurEvents/
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Replacement of core banking system and business 
applications
We want to spend less time on transactions and more time on interactions 
that show members we understand their needs and can connect them 
with helpful products and services. As our current banking system would 
eventually become a barrier to our growth, we’re renewing it in a way that 
supports how we do business and gives us the fl exibility we need to 
innovate, fulfi ll our growth potential, and prepare ourselves for the future. 
As well as resulting in a better member experience, an updated banking 
system will make it easier for employees to do their jobs. This is the right 
time to renew our banking system as we have the money, resources and 
capability to undertake such a major initiative.

The renewal of our banking system and applications consists of three 
key projects: First, we’re modernizing our Loans Origination System (LOS) 
so that our lending employees can spend more quality time with members 
and less time on the system. Beginning in mid 2012, we’ll use HCL’s 
CapitalStream for both business and personal lending. Second, in 2011 we 
signed an agreement with Temenos for their T24 application to replace 
our core banking system. Finally, we’ll continue to invest in our core 
banking system following completion of the LOS and T24 projects by 
implementing a new member-relationship-management system.

To ensure organizational capability and capacity to implement and adapt 
to major process changes, we have implemented an enhanced decision-
making framework to provide greater clarity on where outstanding items 
and issues currently stand, and identify the necessary steps and timeline 

Occupancy, equipment and general operating expenses
In addition to our investment in people, we incur the following operating 
expenses to support the continuous growth of our business:

Occupancy and equipment expenses, to maintain commercial space 
and equipment necessary as part of our continuous investment in 
our businesses

General and administrative expenses, to support activities relating 
to day-to-day operations

Occupancy costs, which include rent and other expenses necessary 
to maintain our branches and offi  ce space totalled $24.3 million in 2011, 
compared to $23.3 million in 2010. Equipment costs include depreciation, 
repairs and maintenance necessary to keep equipment running at an 
optimal level. These costs totalled $15.5 million in 2011, compared to 
$13.6 million in 2010.

General and administrative expenses include marketing, member services 
and professional fees to support the operational needs of our business. 
These expenses were $73.8 million in 2011, an increase of $2.1 million 
compared to 2010. Marketing expenses increased by $4.1 million due 
to the launch of our Good Money campaign (see page 36). This expense 
was partly off set by a $2.1 million decrease in professional fees: we’re 
developing employees to reduce our reliance on external consultants 
and professionals.
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At the end of 2011, we were aware of eight existing relationships that were 
inconsistent with the Policy. In 2012, we plan to conduct a comprehensive 
review of the Ethical Policy and its application to ensure it remains 
relevant and effective. 

Living Wage Employer
In May 2011, Vancity was certified as a Living Wage Employer by The Living 
Wage for Families Campaign. Vancity is the largest organization in Canada 
to adopt a living wage policy and among a growing number of employers 
certified under Metro Vancouver’s Living Wage Employer program. Our 
vision strongly aligns with the Living Wage Campaign’s mission to reduce 
poverty. We are working toward our goal of meeting Living Wage 
Employer requirements by May 2013.

A living wage is different from a minimum wage, which was $9.50 an hour  
in BC at the end of 2011. A living wage reflects the hourly rate of pay that 
enables a family with two parents working full time and two children  
living in Metro Vancouver to meet basic living needs. The living wage level  
in effect at the time Vancity was certified was $18.17 per hour. The hourly 
wage is adjusted annually to reflect living wage guidelines and standards. 
Currently, approximately 98 per cent of our employees are paid a living 
wage—all our permanent employees, and most of our temporary employees.

for their resolution. We plan to finalize a comprehensive implementation 
plan in 2012 based on a deep understanding of Vancity’s business needs 
and T24 capabilities. We have also developed an enhanced governance 
framework to effectively manage scope, and mitigate risks and issues across 
multiple stakeholders. Change management is a key component of this 
initiative. Departments and employees will need adequate support in 
transitioning to the new system, which will look completely different— 
so we developed a change program supported by data to measure the  
effectiveness of the program across the organization.

Sustainable purchasing
Vancity’s procurement policy favours relationships with suppliers who 
demonstrate leadership in sustainable business practices. We incorporate 
social and environmental criteria in our request for proposal process, 
including sourcing products and services locally. We have approximately 
1,300 suppliers, of which 76 per cent are locally based. In 2011, the value  
of managed purchases was approximately $120 million, three-quarters  
of which was from locally based suppliers.

Ethical Policy
Our procurement process requires us to conduct formal Ethical Policy 
screens on strategic suppliers, including treasury relationships, before 
entering into a relationship. Thereafter, we require that treasury 
relationships are screened once a year and all other strategic suppliers  
and business relationships are screened once every two years. In 2011,  
we conducted 74 formal Ethical Policy screens, of which 60 per cent  
were for existing relationships and 40 per cent for proposed relationships.
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Protecting the environment
We want to enhance the environmental sustainability of our members’ 
lives and their communities. This means being environmentally conscious 
in our operations through energy efficiency, recycling and the selection of 
green building materials in our facilities, as well as providing “green” advice 
to members and financial support for organizations active in developing 
technology and services that benefit the environment. Our goal is to 
continue to provide clear environmental sustainability leadership in the 
financial sector. We’re committed to action on four fronts:

•	 Reducing the negative environmental impact of our operations

•	 Helping members and employees act by providing education, products 
and services that benefit the environment

•	 Enabling the community to act by funding projects that reduce negative 
environmental impact

•	 Encouraging governments to implement public policy changes that 
reduce negative environmental impact

We’ve been carbon neutral since 2008. Our goal is to measure and  
reduce our greenhouse gas emissions, then offset emissions through the 
purchase of carbon offsets from emission-reducing activities that others 
have undertaken.

Becoming and remaining a Living Wage Employer is a journey, not  
a one-time achievement, and in 2011 we learned a lot about all the  
important work along the way. In 2012 we plan to ensure all employees  
are paid a living wage. We’ll also review all relevant external service 
competitive bids and contracts as they come up for renewal to ensure 
that externally contracted staff providing services to Vancity on a regular 
ongoing basis are paid a living wage. Externally contracted staff refers  
to the staff many businesses use to provide services such as janitorial, 
security, cleaning or agency personnel for at least 120 hours of labour  
per year. As well, we decided to include in-scope strategic suppliers  
that provide us with local services. 

 livingwageforfamilies.ca

Bay Resource Group
Bay Resource Group expanded distribution of its environmental 
flooring products and landed several large contracts, with 
financial support from Vancity.

http://livingwageforfamilies.ca/
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Greenhouse gas emissions (tonnes)
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* In 2010, we recalculated the base year (2007) data due to divestitures to allow for fairer comparison between our 2010 
performance and the base year. For more information, see the Complete Accountability Statements.

The scope of our greenhouse gas emissions focuses on four areas: 
employee commuting, premises energy use, paper use and business-
related travel, including our small fleet of vans and cars. Overall, we 
generated 5,253 tonnes of greenhouse gases in 2011, equivalent to the 
amount of energy 1,050 passenger cars need to run for one year. This met 
our goal of less than 6,000 tonnes. Since our base year (2007) emissions 
have remained relatively stable, but they increased by 10 per cent in 2011 
compared to 2010.

Fighting Carbon Pollution

In 2011, we were one of three BC co-operatives to join an appeal  
to the provincial government to take action on climate change by 
increasing the province’s carbon tax. Our Chief Executive Officer, 
Tamara Vrooman, was among 85 business leaders to sign an open 
letter. The letter, released by three environmental organizations—
Pembina Institute, the David Suzuki Foundation and Tides 
Canada—was written in response to recommendations from the 
province’s Finance Committee to cap the carbon tax and introduce 
exemptions for certain industries. “The best way to fight carbon 
pollution is to … put a price on it … British Columbia’s carbon tax  
is one of the best tools we have at our disposal to fight climate 
change. We call on government to commit to a schedule of 
continuing increases after July 2012, in a way that is fair and enables 
all BC businesses and communities to be part of the solution. 
Doing so will help us secure a better future, while creating new, 
high-paying jobs today, in non-polluting industries.”

 tidescanada.org/news/bc-climate-leadership-release

http://tidescanada.org/news/bc-climate-leadership-release/
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Breakdown of greenhouse gas emissions by source 2011 (tonnes)

Breakdown of greenhouse gas emissions by source 2010 (tonnes)

Greenhouse gas emissions by source
Emissions associated with employees commuting to and from work by 
driving alone accounted for almost two-fifths of our total greenhouse 
gases in 2011. Forty-three per cent of our employees drove alone to get  
to and from work, compared to 37 per cent in 2010. This resulted in a  
13 per cent increase in associated greenhouse gas emissions. While these 
results are less favourable when compared to 2010, they’re similar to  
results in 2009 and 2008, which was the year we announced we were 
carbon neutral. 

We exceeded our target for the percentage of employees who commute 
as a passenger in a car, or by transit, biking, or walking (50.4 per cent) to be 
at least 15 percentage points above the equivalent percentage of Metro 
Vancouver residents (31.6 per cent according to the most recent available 
Census data). We continue to encourage employees to make responsible 
choices through programs and incentives, locating buildings close to 
transit, and offering flexible working options.

Emissions from premises energy use accounted for almost one-third of 
total emissions and have remained relatively stable over the past five 
years. We continue to implement energy-saving initiatives across our 
buildings, and estimate we’ve saved more than $4.1 million though energy 
efficiency since 1992, which is when we first began monitoring energy  
use. We renewed our Power Smart Partner Energy Conservation Pledge 
with BC Hydro, which commits us to energy conservation and 
implementing sustainable energy management in our corporate culture, 
business practices and facilities. In 2011, we relocated our Burnaby Heights 
community branch to a permanent site with energy-efficient components 
built to LEED Gold standard.
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Emissions from business-related travel increased significantly in 2011  
(up 49 per cent from last year) and accounted for 18 per cent of our overall 
emissions. More employees took international flights last year due to 
increased involvement by Vancity in international initiatives and increasing 
global recognition for some of our innovative management practices. This 
resulted in more opportunities to participate in working groups or speak 
at events and conferences. We also increased our vehicle fleet by three.

Paper use accounted for 15 per cent of total greenhouse gases. Paper use 
decreased in 2011 from last year, but we used more paper than in 2009 and 
in 2008: during those two years, as a result of the economic downturn we 
spent less on marketing materials. In 2012, we plan to conduct an analysis 
of the sources of our paper use and develop a reduction plan.

In response to feedback from members and other stakeholders and 
championed by our Board of Directors, we’ve reduced our target for 2012 
by 25 per cent from 6,000 to 4,500 tonnes. This will stretch us to look for 
innovative ways to reduce greenhouse gas emissions across all sources, 
especially given our emissions have increased from last year.

Canada Green Building Council’s GREEN-UP program

It’s difficult to obtain meaningful benchmarks, but during 2009  
and 2010 four of our branches participated in the Canada Green 
Building Council’s GREEN UP pilot project for retail branches of 
banks and credit unions. The pilot looked at energy use across  
54 branches at four banks and five credit unions. The GREEN UP 
program helps building owners and operators understand, measure 
and compare ongoing performance of their buildings, helping them 
find efficiencies and improvements to achieve reductions in energy 
use, water use and greenhouse gas emissions. It also facilitates the 
sharing of ideas and best practices to help shape a new approach 
to managing the environmental performance of buildings. In terms 
of energy efficiency our branches performed very well, ranking 
first, third, 11th and 17th. At our Langford Community Branch, which 
ranked first, normalized energy use in 2010 was 114 e-kilowatt hours 
per square metre, almost 60 per cent less than energy use at the 
median (27th-ranked) branch. The pilot also looked at water use 
across 24 branches. One Vancity branch participated and it ranked 
second in terms of lowest water use.

64 
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Shift Urban Cargo Delivery
How do you move cargo quickly and effi  ciently with zero tailpipe 
emissions? Shift Urban Cargo Delivery hauls cargo throughout downtown 
Vancouver, BC using pedal-driven, heavy-duty cargo trikes, giving 
exceptional service to its customers while emitting zero greenhouse gases.

Environmentally friendly co-operatives like Shift, which also provides a 
living wage and skills development for its worker-members, are natural 
candidates for fi nancing through Vancity. Vancity fi nanced a line of credit 
to help Shift meet its capital needs.

With this fi nancing in place, Shift was able to get off  the ground and 
deliver the goods.

65

https://www.vancity.com/SharedContent/documents/impact/ShiftUrban.pdf
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Waste and recycling
We have recycling and waste-reduction programs along with a commitment 
to use environmentally friendly office materials. In 2011, the amount  
of waste collected from Vancity Centre increased from 49 tonnes to  
61 tonnes. We’re not sure of the reasons behind the increase, but our next 
waste audit planned for 2012 should provide some insight. Compared to 
2007 we’re recycling more and sending less waste to the landfill. The 
percentage of waste recycled or diverted was 75 per cent, remaining 
above our organizational target of 70 per cent.

Percentage of waste recycled or diverted from the landfill
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Unless we own our buildings, we can’t control which environmental 
programs are in place. But in 2011 we worked with the landlord at one  
of our major offices in downtown Vancouver—815 West Hastings, which 
at the time housed approximately 400 Vancity employees—to align the 
building’s recycling programs with those we have at Vancity Centre.

Purchasing carbon offsets
Canada’s carbon offset market continues to develop. Offset projects 
significantly vary in terms of type, quality, quantity and price. In 2011,  
we commissioned two local environmental organizations—Offsetters  
and Habitat Carbon—to seek and secure high quality carbon offsets to 
neutralize Vancity’s 2010 greenhouse gas emissions. These organizations 
purchased 4,586 tonnes of carbon offsets on our behalf. We combined 
this purchase with an extra stock of 197 tonnes of carbon offsets that we’d 
purchased in a previous year. Projects funded included a biomass boiler 
(where biomass or wood-waste boilers were installed to replace natural 
gas boilers used to heat a commercial greenhouse), ground-source heat 
pumps for heating and ventilation of commercial and institutional buildings 
in BC, and a gasification system that converts wood residue into renewable 
synthetic gas.

We have stringent criteria for our offsets, but have found that in practice 
it’s extremely difficult to find projects and offsets that meet all the criteria. 
As in previous years, we made decisions based on what was available in 
the market. We made some minor trade-offs and two of three offset 
purchases we made did not meet all of our stated offset purchase criteria; 
nevertheless, we’re confident the offsets we purchased are of high quality. 
In 2012, we’ll review our offset purchase criteria and revise if necessary.

 See the appendix of the Complete Accountability Statements for 
details on our greenhouse gas inventory, including carbon offset 
criteria and offset purchases.

https://www.vancity.com/2011annualreport//accountabilitystmts
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Shared Success Economic Recovery Fund (SSERF)
In 2008, the Board of Directors set aside $3.0 million of members’ Shared 
Success dollars to help members facing fi nancial hardship in the recession. 
Of that amount, $2.0 million was to help homeowners who were having 
trouble making mortgage payments, and $1.0 million was for not-for-profi t 
members in trouble as a result of funding cuts and struggling to make
loan payments. Our membership proved healthier than expected, and the 
Board of Directors approved carrying the funds forward and broadened 
the criteria for allocating them. By the end of 2010, we’d distributed 
$660,640 of the $3.0 million, primarily to not-for-profi t organizations.

In 2011, of the remaining $2.4 million of undistributed funds, we distributed 
a total of $1.6 million, leaving approximately $0.8 million that was allocated 
but not yet distributed. The funds distributed in 2011 included $98,629 
to help not-for-profi t and individual members, $20,000 in grants to two 
not-for-profi t members sponsoring social-justice lending initiatives, $78,969 
in grants to support potential Resilient Capital Program borrowers (see 
page 44), and $1.4 million to the Greater Vancouver Community Assistance 
Foundation (a society operated by Vancity Community Foundation’s Board) 
to secure loan pools that provide fi nancing to a variety of entrepreneurs, 
businesses and social enterprises having diffi  culty accessing credit. The 
$0.8 million in allocated but undistributed funds is reserved for three uses: 
additional funds to support very-low-income entrepreneurs, potential 
borrowers from the Resilient Capital Program, and to sponsor a social 
venture competition. We plan to have distributed all the funds by the 
end of 2013.

Shared Success
As well as creating positive community impact through our operations, 
products, services and advice, in true co-operative form we take pride 
in sharing our profi ts with members and communities. Each year we 
give back the equivalent of 30 per cent of our net earnings from 
operations. We call this dividend Shared Success. Since 1994 Vancity 
has shared more than $221.2 million in Shared Success, with more than 
$134.7 million paid to members and over $86.5 million given in grants 
to local community organizations.

Shared Success ($ millions allocated)
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In 2011, the allocation for Shared Success reached a record high of 
$27.2 million, 16 per cent more than in 2010. Of this, $14.5 million will 
go to the community through granting programs and to the Vancity 
Community Foundation. We also returned $12.7 million to members 
as share dividends and patronage rebates in early 2012.
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Each One, Teach One

In 2011, our formal employee volunteer program, Each One,  
Teach One, won a 2011 National Credit Union Award for Community 
Economic Development. Employees who are selected for their 
competency in a second language or for their cultural awareness, 
deliver basic workshops on financial literacy in the community. 
Topics include basic budgeting and how credit cards work. Since 
2008, we’ve trained more than 60 Vancity employees and have 
reached more than 23,000 individuals. Our employees have said  
it’s a fantastic opportunity to give back to community.

Grants, sponsorships and volunteering
We have several community granting programs, the majority of which  
are funded through Shared Success. Key programs include:

Mission-based grants—we develop partnerships with community 
groups chosen for their particular expertise and shared strategic 
objectives. Partnerships are often multi-year in duration and include 
involvement beyond granting alone. In 2011, we approved approximately 
$3.0 million for distribution to 105 organizations. Examples of initiatives 
we continued to support include the Poverty Reduction Coalition, 
Living Wage Campaign and Climate Justice Project.

Community project grants—these grants of up to $10,000 support local 
projects and programs initiated by community organizations that align 
to our guidelines and support our vision. In 2011, we approved 
approximately $1.6 million for distribution to 135 organizations.

In addition to grants, we sponsor local events and festivals that reflect our 
values and business objectives. We encourage employees and members to 
participate in community events, particularly those we support, fund or 
sponsor. Many of our granting and lending programs include technical 
advice and assistance to community organizations.

 Granting programs and application process: vancity.com/granting

 List of major sponsorships: vancity.com/sponsorships

https://www.vancity.com/MyCommunity/NotForProfit/Grants/
https://www.vancity.com/MyCommunity/NotForProfit/Sponsorships/
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Squamish Helping Hands Society
The Squamish Helping Hands Society collects excess food from restaurants, 
bakeries, grocery stores and farmer’s markets and redistributes it to people 
in need, while at the same time reducing edible waste. Volunteers move 
as much as 300 pounds of food each day through the Helping Hands 
Centre to community groups, schools and social housing developments.

A $20,000 grant from Vancity’s Squamish Savings has allowed Helping 
Hands to evolve this service into a strategic and far-reaching program. 
The society is now looking into cooking programs, community gardens 
and expanding its reach. 

https://www.vancity.com/SharedContent/documents/impact/SquamishHelpingHandsSociety.pdf
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Tax expense ($ millions)
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Tax expense
As a responsible organization, Vancity files corporate income tax and 
information returns as required under enacted and substantively enacted 
legislation. As a credit union, we’re eligible for a tax-rate reduction on 
taxable income earned in a particular tax year. Generally speaking, this 
means we’re able to take advantage of a small-business tax rate until our 
accumulated earnings before taxes reach five per cent of amounts owing 
to our members—in the form of deposits and shares.

We’re positioning ourselves for building a stronger tax governance 
structure in the future to effect more efficient tax planning as part of  
our overall corporate governance. In 2011, Vancity remitted $33.2 million  
of taxes to various levels of government.

In general, the lower level of taxes in 2011 was attributed to a lower overall 
tax rate due to reduced federal and provincial income tax rates and a 
higher credit union deduction. The effective income tax rates for 2011  
and 2010 were 11.7 per cent and 24.3 per cent, respectively.

 See Complete Consolidated Financial Statements for more  
on income taxes.

 See Complete Accountability Statements for a breakdown  
of tax expense.

https://www.vancity.com/2011annualreport/financialstmts
https://www.vancity.com/2011annualreport/accountabilitystmts
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to changing conditions. In 2011, 84 per cent of our employees agreed 
we consider long-term social and environmental impacts when making 
decisions, compared to 69 per cent of Aon Hewitt’s “Best 50 Employers” 
in Canada. By 2013, we’ll implement a process to enable us to identify and 
correct systemic contradictions between what we say and what we do. 
Initially we’ll involve employees in this process, but in the longer term 
we plan to seek input from members and the community.

The Board of Directors holds responsibility for approving Vancity’s overall 
risk appetite, and for monitoring the integration of our enterprise-risk 
framework and adherence to risk policy. Our long-term objective to 
cultivate community and member wealth, deliver the promised member 
experience and sustain our fi nancial health is supported by a consistent 
approach toward the risks we assume. Our goal is one process that 
includes stakeholder engagement for identifying and prioritizing strategic 
risks and opportunities to guide decision-making (for example strategic 
planning, performance management and reporting, and investment and 
resource allocation). We’re committed to ensuring major decisions include 
a balance of fi nancial, legal, risk and value-based considerations.

We’ve identifi ed nine principal risks (see list on page 72). Our approach 
is to enable all parts of our business to understand, examine and assess 
the impact and likelihood of risks. We’ve assigned accountability for 
ensuring each principal risk is well managed to the relevant member 
of the executive leadership team. In 2011, we used our enterprise risk 
framework as the basis for the development of an enterprise-risk 
dashboard for comprehensive risk monitoring and reporting to 
support ongoing decision-making. 

 Key risks and opportunities: page 23

 See Complete Consolidated Financial Statements and Disclosure on 
Management Approach for more on our approach to managing risks.

Regulatory environment
Regulations and statutory requirements are evolving quickly, particularly 
as a result of the global fi nancial crisis and increased scrutiny on fi nancial 
institutions. As a provincially chartered fi nancial institution Vancity is 
regulated by the Financial Institutions Commission (FICOM), an agency 
of the BC government. FICOM is responsible for administering the Credit 
Union Deposit Insurance Corporation (CUDIC), which protects credit 
union members against the loss of deposits. Citizens Bank is federally 
regulated by the Federal Offi  ce of the Superintendent of Financial 
Institutions (OSFI). Citizens Trust is regulated both provincially and 
federally. FICOM and OSFI have wide-ranging regulatory and supervisory 
powers over the operations and practices of Vancity and Citizens Bank/
Trust respectively, including defi ning the scope of operations and 
monitoring their stability.

Foreign Account Tax Compliance Act
In March 2010, the United States (US) government enacted the Foreign 
Account Tax Compliance Act (FATCA). The purpose of this legislation 
is to combat tax evasion by US citizens. It has implications for fi nancial 
institutions around the world with accounts held by US taxpayers or 
by foreign entities in which US taxpayers hold a substantial ownership 
interest. Details of the regulations are still being reviewed along with their 
impact on Canadian fi nancial institutions. We’re assessing the implications 
for Vancity and our members, and determining the best way forward.

Integrated governance and risk management
Governance at Vancity means a leadership structure and system of 
incentives, checks and balances that ensure we create long-term value for 
our members. It begins with board oversight and commitment and follows 
through into management systems that ensure social and environmental 
and broader economic factors, as well as fi nancial factors, are embedded 
in decision-making. Such practices allow us to better predict and adapt 

https://www.vancity.com/2011annualreport/financialstmts
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Senior management compensation
Cash compensation for senior management (executive and director-level) 
consists of base salary and an annual incentive plan aligned to key 
organizational targets and individual accountabilities. In 2011, organizational 
targets included measures related to financial performance, member 
loyalty and overall branch service. For the executive leadership team  
only, employee engagement was a fourth target. Incentive awards range 
between 20 and 50 per cent of actual earnings. In addition, the President 
and Chief Executive Officer (CEO) has a long-term incentive plan that 
serves both as a reward for successfully guiding Vancity toward its vision 
and also as a retention component of the CEO compensation package.

In 2011, total compensation for our President and CEO was 25 times higher 
than for our average entry-level (lowest-paid) employee. From a market 
scan, we understand the difference to be much less than at comparable 
financial institutions. A report by the Canadian Centre for Policy Alternatives, 
Canada’s CEO Elite 100, noted that the average wage of Canada’s CEO Elite 
100 is 189 times more than that of Canadians earning the average wage.

 CEO and executive accountabilities and biographies:  
vancity.com/leadershipteam

Director election process
In 2011 our Board of Directors made a number of changes to the way 
Directors are elected to our Board. In 2009, we asked members what they 
thought of the election process for Directors and only one-third of those 
who responded said they were very satisfied with it. In 2011, we established 
a renewed election process that is more transparent and allows members 
to make a more informed choice when voting. We required that Board 
candidates run as individuals and not teams, and we provided more 
information about candidates through traditional and social media channels 
to help members make informed voting decisions. We also included a 
comprehensive review process so members could see which candidates 
best matched the attributes the Board had identified as desirable.

Principal risks
Strategic and Business—Effectively managing these risks and opportunities 
results in good business decisions and successful implementation of our 
strategies. This results in better financial and community returns and 
enables us to seize opportunities.

Legal and Regulatory—Effectively managing changing regulations, laws, 
industry codes or rules, regulatory expectations or ethical standards 
ensures the success and reputation of the organization.

Systemic—The possibility that the financial system will not function as 
needed to support economic activity.

Reputational—Maintaining and enhancing Vancity’s reputation as a leader 
in driving social change requires a disciplined approach to decision-making 
and focused attention on reputation impact.

Liquidity—Ability to meet our short-term and long-term obligations  
while supporting capacity for growth towards the vision.

Credit—Risks attributable to the possibility that borrowers will fail to 
honour their payment obligations.

Talent—Developing and managing talent to meet current and future 
 business requirements.

Technology—Risk that arises from inadequate or failed technology,  
which is embedded in most of our activities, including practices and 
controls that are used to mitigate and manage other risks.

Market—Effectively managing exposure to changes in market factors such 
as interest rates, foreign exchange rates, equity or commodity prices and 
credit spreads.

https://www.vancity.com/AboutUs/OurBusiness/Governance/LeadershipTeam/
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to members for approval—most recently at Vancity’s 2010 Annual General 
Meeting (AGM). Recommendations will also be brought forward at our 
AGM in 2012. We disclose Director remuneration on our website. In terms 
of linkages to organizational performance, Director remuneration increases 
by BC’s provincial Consumer Price Index if Vancity’s target for operating 
earnings is achieved for that year.

 Director development, remuneration and attendance at meetings: 
vancity.com/boardofdirectors

 Board and Board Committees—responsibilities and evaluation:  
vancity.com/boardofdirectors

 Vancouver City Savings Credit Union Rules; including information on 
membership, Directors (e.g., eligibility and the election process) and 
the Annual General Meeting: vancity.com/vancityrules (PDF)

Supporting co-operatives
Vancity is the largest credit union in Canada, and is part of the credit union 
system for BC and a member of Central 1 Credit Union. At the end of 2011, 
there were 45 credit unions in BC and 106 in Ontario. Of Central 1 affiliates, 
credit unions in BC represented 67 per cent of total assets for the two 
provinces (Vancity on its own accounted for 20 per cent). Central 1 is a 
member of the Credit Union Central of Canada, the national credit union 
central facility, which has ties with credit unions and affiliated organizations 
across the world.

In keeping with the co-operative philosophy, we look for opportunities  
to support the development of new and emerging co-operatives, as well 
as the co-operative sector itself. We provide grants, tailored financial 
products, services and advice to co-operative members, and we’re an 
active player in the co-operative movement at the provincial, national  
and international levels. Several of our employees, senior managers and 
Board Directors participate on co-operative or credit union boards and 
associations. We also support and encourage our employees to learn 
about co-operatives, see page 57.

The Nominations and Election Committee (NEC), made up of four members-
at-large and two Directors, was tasked with assessing candidates’ skills and 
attributes against the Board’s criteria. As well as leadership qualities, aligned 
values and the necessary experience to oversee and guide the organization, 
in 2011 the Board requested candidates with specific skills in the fields of 
finance and technology renewal. The NEC recommended five candidates, 
which recommendations the Board accepted. There were 21 candidates for 
three open positions, including the five recommended by the Board.

Following the election, we asked members for feedback on the revised 
process. More than 5,000 members responded to an online survey and 
overall the changes were well received. We learned the main reason 
members vote continues to be because of a sense of duty, followed  
by wanting to have their voice heard. The majority of members surveyed 
agreed with campaigning on skills and attributes, retiring slates, and having 
the NEC recommend the best-suited candidates to meet the current needs 
of the Board. In 2012, we’ll improve how we communicate the criteria, and 
desired skills and attributes. We’ll also more clearly identify those individuals 
whom the Board has accepted as recommended candidates, based on 
those recommendations by the NEC.

Another significant change in 2011 was that, for the first time, members 
with personal accounts were able to vote online. Overall, 19,159 ballots 
totalling 51,689 votes were cast. This was an increase of almost one per 
cent in ballots and 18 per cent in votes over last year. Of eligible members, 
4.8 per cent cast a ballot and around one-quarter of these chose to vote 
online. The introduction of online voting motivated more younger and 
early-middle-aged members to vote.

Director remuneration
Director remuneration means how much we pay our Board Directors.  
An independent committee of members reviews our Directors’ 
remuneration structure to ensure it continues to be reflective of the level 
of responsibility our Directors hold, and the expertise it takes to carry out 
those responsibilities. The Committee’s recommendations are presented 

https://www.vancity.com/AboutUs/OurBusiness/Governance/BoardofDirectors/
https://www.vancity.com/AboutUs/OurBusiness/Governance/BoardofDirectors/
https://www.vancity.com/SharedContent/documents/VancityRules.pdf
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Victoria Carshare Co-operative
A commitment to being green and rising gasoline prices have driven 
some people in Victoria, BC to opt for an alternative to car ownership: 
carsharing. The Victoria Carshare Co-operative serves 500 members who 
enjoy driving for $120-$150 per month each, a fraction of the money the 
average Canadian spends monthly to own and operate a car.

Victoria Carshare Co-operative was founded in 1996 by fi ve friends who 
were looking for an economical alternative to owning a car and bought 
one to share. With fi nancing from Vancity, the co-op recently added two 
cars to its fl eet of 20. The cars are strategically parked on city and 
suburban streets, in parking garages or in designated parking spots in 
residential developments, including Vancity’s own Dockside Green.

https://www.vancity.com/SharedContent/documents/impact/victoriacarshare.pdf
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Net earnings from operations before distribution and tax ($ millions)
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Net earnings from operations ($ millions)
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Our proposition is that there’s no compromise when you do business 
with Vancity: we can run our business effi  ciently and eff ectively and put 
the long-term interests of our members and their communities fi rst. 
Throughout this report, we describe how we balance fi nancial, social 
and environmental factors in our key decisions and activities. In 2011 we 
experienced strong growth across the organization, strong progress on 
process improvements and we continued to manage resources effi  ciently. 
Our continued strong fi nancial results demonstrate our way of doing 
business is viable.

Our fi nancial performance in 2011 exceeded our expectations. 
We remained focused on our fi ve strategic priorities and continued 
to actively manage expenses. Our treasury investment strategies were 
successful and took advantage of market conditions to lock in value 
for members. Overall, net earnings from operations before distribution 
and tax decreased while net earnings from operations increased. Net 
earnings from operations before distribution and tax of $131.1 million 
exceeded our target by $35.1 million, but were $7.8 million less than 2010. 
Last year’s fi gure included several one-time IFRS accounting adjustments 
that positively impacted our 2010 earnings fi gure. Net earnings from 
operations of $90.7 million exceeded our target by $29.7 million, and 
increased by $4.5 million compared to 2010. This increase was mainly due 
to reduced income tax expense caused by a decrease in legislative tax 
rates, combined with an increase in the credit union tax rate deduction.



76 VANCITY 2011 ANNUAL REPORT | Business review

Compared to 2010, total operating income before loan impairment 
expense decreased marginally by two per cent, while operating expenses, 
including community donations, increased by three per cent. This resulted 
in a deterioration of our efficiency ratio, which increased from 65.0 per 
cent in 2010 to 68.7 per cent in 2011.

Efficiency ratio
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International Financial Reporting Standards

In 2011, we transitioned our financial reporting from Canadian 
Generally Accepted Accounting Principles (GAAP) to International 
Financial Reporting Standards (IFRS). Vancity’s Complete Consolidated 
Financial Statements were prepared in accordance with IFRS as 
issued by the International Accounting Standards Board. We applied 
IFRS reporting requirements consistently as at January 1, 2010 
(opening balance sheet) and for the years ended December 31, 2011 
and 2010. Where applicable, tables and charts presented in this 
report include both IFRS and GAAP financial results for the year 
ended December 31, 2010 and financial results based on GAAP  
only for years prior to 2010. 

  For a full discussion of the impact of these changes,  
see the Complete Consolidated Financial Statements.

https://www.vancity.com/2011annualreport/financialstmts
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In fall 2011, Central 1 announced a call for capital from its Class-A member 
credit unions, including Vancity. We were required to increase our holding 
of Class-A shares of Central 1 from an amount equal to 2.4 per cent of 
consolidated assets to 3.8 per cent—an additional $21 million. This didn’t 
have a significant impact on our capital base. The capital call was a result 
of continued volatility in the financial markets, and was intended to 
ensure Central 1 is able to meet revised internal capital targets and 
maintain a strong capital position. Vancity is required by regulators to  
hold a significant amount of deposits with Central 1, so it is important  
to Vancity that Central 1 has a strong capital position.

Our capital adequacy ratio was 13.6 per cent in 2011, well above the regulatory 
limit of eight per cent. This is a reflection of the work we did in 2009 to 
streamline our operations, coupled with strong earnings performance in 
2010 and 2011. We continue to use some of this capacity to invest 
responsibly in long-term foundational initiatives to enable us to achieve 
our vision without jeopardizing long-term organizational sustainability.

In 2012, we expect tighter margins will put downward pressure on revenues, 
and we anticipate increased expenses from our strategic investments.  
This explains why our 2012 financial targets remain conservative: net 
operating earnings before distribution and tax of $83.0 million, net earnings 
from operations of $51.0 million, an efficiency ratio of 75 per cent or less, 
and return on average members’ equity of 6.1 per cent. We believe our 
investments coupled with strong growth in deposits, lending and 
investments will lead to stronger financial results in 2013 and 2014.

Net earnings from operations grew by five per cent in 2011, while members’ 
equity grew by 8.5 per cent. This resulted in a slight reduction in return  
on average members’ equity, from 11.8 per cent in 2010 to 11.3 per cent in 
2011. Return on members’ equity has increased significantly since 2007.  
This has allowed us to significantly increase our retained earnings,  
which our regulators determine to be critical for long-term success. 
Increased retained earnings gives us greater flexibility as we don’t need  
to rely on third-party sources of capital, and it means our capacity for 
growth is strong.

Return on average members’ equity

8.0%
7.6%

5.9%

10.6%

11.8%
11.3%

20
08

 G
A

A
P

20
07

 G
A

A
P

20
09

 G
A

A
P

20
10

 G
A

A
P

20
10

 IF
RS

†

20
11 

IF
RS

†

†See note on page 26.



78 VANCITY 2011 ANNUAL REPORT | Business review

Environmental sustainability 
for our members’ lives and 

community is enhanced

... by demonstrating integrity, inspiring confidence and 
achieving impact through member-led innovation

... that allows us to make good money by putting money to good

Social justice and financial 
inclusion are enhanced in 
our members’ lives and 

communities

Cooperative principles 
and practices are 
flourishing in the 

community

Translate insights into new 
opportunities for impact

Become a trusted advisor that 
meets members’ long-term needs

Use financial tools innovatively to 
deliver breakthrough solutions that 

enhance member well-being

Invite and respond to member 
and stakeholder input

Vancity is building healthy communities

Good Money™

Vancity‘s vision is not to design a better bank. As a co-operative, our 
governance model is fundamentally diff erent from that of most banks 
and therefore we can do some things banks can’t do. 

Redefi ning wealth is about demonstrating that members can meet their 
fi nancial goals without trading off  their need for healthy communities. 
Our vision requires that we extend our defi nition of success beyond 
member and employee satisfaction and traditional economic indicators 
of profi tability. To truly redefi ne wealth, we need to demonstrate three 
key outcomes:

we’re achieving the impact our vision calls for

our stakeholders have confi dence that redefi ning wealth 
is a viable way of doing business

we’re doing business with integrity—thus continuing 
to build trust with our members
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a return on members’ equity of eight per cent by 2014. We believe we’ll 
deepen relationships with existing members through the investments 
we’ve already made as well as through our differentiated Good Money 
brand campaign (see page 36). We also believe we’ll attract new members, 
and that this will translate into an incremental increase of 31,000 net active 
members in 2012, assuming the current product mix per member and 
revenue mix per product remains unchanged. Our goal is to maintain  
this growth rate through 2014.

Our 2012 financial targets reflect increased expenses associated with 
investments and anticipated lower revenues as a result of tighter financial 
margins. However we believe these investments, as well as future growth  
in deposits, loans and investments, will lead to stronger financial results  
in 2013 and 2014.

Integrity
Beyond confidence and impact, the way in which we achieve impact  
at scale and become sustainable is critical—how we do it, with whom,  
and where. We need to be transparent and accountable so we can 
demonstrate that the way we do business is consistent with our values 
and our co-operative principles. It’s through demonstrating integrity that 
we build trust with our members. Two of our three top-level integrity 
indicators are process-oriented and reflect our commitment to there 
being no systemic contradictions between what we say and what we do. 
Our employee engagement target of 75 per cent assumes we’ll continue 
to see an increase in engagement based on the investments we’re making 
in training and process improvements.

Below we explain what these three outcomes mean to us and what  
we expect to achieve in the next year, and beyond that to 2014.  
These outcomes, together with our targets and commitments, will  
guide us as we continue to work together to redefine wealth and  
build healthy communities.

Impact
We need to demonstrate that what we’re doing is creating the positive 
community impact our vision promises. To do this, we need to be able  
to measure the non-financial as well as the financial impact of our work.  
In 2012, we’re targeting a 30 per cent increase in the percentage of assets 
that are invested in ways that improve the lives of people or sustain the 
environment, and a 50 per cent increase by 2014. We’ll achieve this 
primarily through community impact loans and socially responsible 
investments. Our assumption by doing this is that we’ll similarly increase 
the percentage of members who believe their relationship with Vancity 
has enhanced their well-being. As this is unchartered territory, we’ll revisit 
these targets as we gain greater insight, and we’ll continue to develop 
additional impact measures.

Confidence
It’s not enough to demonstrate impact. We have multiple stakeholders,  
all of whom need to have the confidence that what we’re doing is 
sustainable: regulators, members, employees and the broader community. 
We need to be able to show them that we can do this work without 
making unacceptable trade-offs. Our current capacity and scale supports  
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Supporting targets and commitments

Target or commitment Page Who is accountable

In 2012, the average branch service score  
is at least 8.69 out of 10.

34 COO Member Services

By the end of 2012, revise our recruitment 
and orientation processes for new 
employees, and develop an onboarding 
program for new and existing managers.

57 SVP Operations

In 2012, design a short-term incentive  
plan for employees.

58 SVP Operations

By the end of 2013, distribute remaining 
funds from the Shared Success Economic 
Recovery Fund to members or to 
community organizations that  
benefit members.

67 SVP Business Development, 
Member and Community 
Engagement

In 2012, greenhouse gas emissions are  
4,500 tonnes or less.

61 SVP Operations

In 2012, the percentage of employees who 
commute to and from work using transit, 
by walking or cycling, or as a passenger in 
a car is at least 15 percentage points more 
than the percentage of metro Vancouver 
residents who use these sustainable 
modes of transport.

63 SVP Operations

Key organizational targets

Target or commitment Page Who is accountable* 

Impact

By the end of 2012, increase the 
percentage of assets invested in  
impact by at least 30 per cent.

79 Executive Leadership Team

In 2012 establish a measure(s) to help  
us understand how Vancity impacts 
member well-being.

37 Executive Leadership Team

Confidence

By the end of 2012, increase the number of 
our net active members by at least 31,000.

38 Executive Leadership Team

In 2012, return on average members’ equity 
is 6.1 per cent.

77 Executive Leadership Team

Integrity

In 2013, implement an employee-led 
process to identify systemic contradictions 
between what we say and what we do.

79 Executive Leadership Team

In 2012, prepare Annual Report content  
to leading standards of transparency  
(IFRS, GRI application level A+, AA1000 
principles) and obtain opinions/
conclusions without qualification  
from our assurance providers.

12 Executive Leadership Team

In 2012, the employee engagement score  
is at least 75 per cent.

56 Executive Leadership Team

* To adhere to the highest standards of transparency, we report on subsequent events—material events that occur between 
the end of the reporting year (December 31) and the date our Board of Directors approves the final version of this report. 
In April 2012, we made changes to the organizational structure of Vancity’s Executive Leadership Team and their new roles 
are as follows: CEO Citizens Bank, Chief Financial Officer, SVP Operations, SVP Risk, SVP Business Development, Member 
and Community Engagement, COO Member Services. Key organizational targets are assigned to the new roles.
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In 2012, develop an implementation plan 
to replace our core banking system and 
related business applications.

59 President and CEO

In 2012, review our carbon offset purchase 
criteria and revise if necessary.

66 SVP Operations

In 2012, at Vancity Centre, at least  
70 per cent of office waste is diverted 
from the landfill or recycled.

66 SVP Operations

In 2012, net earnings from operations 
before distribution and tax are at least  
$83.0 million.

75 Executive Leadership Team

In 2012, net earnings from operations are 
at least $51.0 million.

75 Executive Leadership Team

In 2012, the efficiency ratio is 75.0 per cent  
or less.

76 Executive Leadership Team
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As required by law, Vancity engaged independent fi nancial auditors to audit Vancity’s 
2011 Complete Consolidated Financial Statements in accordance with Canadian 
generally accepted auditing standards. The Summarized Consolidated Financial 
Statements included in this report are extracted from the Complete Consolidated 
Financial Statements.

Voluntarily, Vancity also engaged independent sustainability assurance providers in 2011 to:

Provide reasonable assurance on Vancity’s adherence to the AA1000 principles of 
inclusivity, materiality and responsiveness.

Provide reasonable assurance on 2011 greenhouse gas emissions data and 2010 carbon 
neutral status.

Provide limited assurance over progress made on 25 accountability targets and 
commitments during the reporting year, including specifi ed performance information.

External auditors’ and assurance providers’ responsibilities
KPMG examined Vancity’s 2011 Summarized and Complete Consolidated Financial 
Statements in accordance with Canadian generally accepted auditing standards. KPMG’s 
report on the Summarized Consolidated Financial Statements appears on page 99, and 
their report on the Complete Consolidated Financial Statements is available online.

Ernst and Young provided assurance on specifi ed information contained in the 2011 
Annual Report, including the Summarized and Complete Consolidated Accountability 
Statements, in accordance with both the International Standard on Assurance 
Engagements other than Audits or Reviews of Historical Financial Information 
(ISAE 3000) and the AA1000 Assurance Standard (2008). Ernst and Young’s assurance 
statement appears on page 84, and is also available online.

KPMG and Ernst and Young had full and free access to internal audit employees, 
other management employees, and the AOR Committee of the Board.

Summarized statements
Vancity management prepared the Summarized Consolidated Financial and Summarized 
Accountability Statements and is responsible for their reliability, completeness, and 
integrity. Management prepared the Summarized Consolidated Financial Statements 
in accordance with the basis of preparation included in Note 1 of the Summarized 
Consolidated Financial Statements. The Summarized Consolidated Financial Statements 
don’t contain all the disclosures required by International Financial Reporting Standards 
and readers are cautioned that these statements may not be appropriate for their 
specifi c purposes. Management considers that the basis of presentation is appropriate 
to summarize fi nancial and accountability information for inclusion in the Annual Report.

The Complete Consolidated Financial Statements, including the Independent Auditors’ 
Report and management’s responsibilities for fi nancial reporting, are available at 
vancity.com/2011annualreport/fi nancialstmts.

The Complete Accountability Statements, including the Independent Assurance 
Statement, are available at vancity.com/2011annualreport/accountabilitystmts. 

Tamara Vrooman
President and Chief 
Executive Offi  cer

Rob Malli
Chief Financial Offi  cer

Virginia Weiler
Chair, Vancity Board 
of Directors

27 March 2012 

Management responsibilities
Vancity management prepared the 2011 Annual Report, including the Summarized 
and Complete Consolidated Financial Statements, and the Summarized and Complete 
Accountability Statements. Management is responsible for their accuracy, completeness 
and integrity.

Management designs the systems of internal control and reporting procedures to 
provide reasonable assurance that fi nancial records are complete and accurate so as to 
safeguard the assets of Vancity. These systems include establishing and communicating 
standards of business conduct throughout all levels of the organization to provide 
assurance that all transactions are authorized and proper records are maintained. Internal 
audit provides management with the ability to assess the adequacy of these controls.

There are currently no prescribed requirements relating to the preparation and 
publication of sustainability or integrated reports. Management chooses to use the 
AA1000 principles of inclusivity, materiality and responsiveness to guide the way Vancity 
conducts business, including planning and reporting processes, and to prepare the 
2011 Annual Report in accordance with the Global Reporting Initiative G3.1 Guidelines, 
to application level A+. Management prepared and reported accountability data in 
accordance with the GRI G3.1 Guidelines; including the Financial Sector Supplement 
or, as relevant, ISO 14064 – Part 1 and internally developed criteria as disclosed and 
described in the Summarized and Complete Accountability Statements.

With regard to the Summarized and Complete Accountability Statements, management 
is responsible for the collection and presentation of the performance indicators, 
statements and claims in the report, the criteria used in determining that the information 
is appropriate for the purpose of disclosure in the report, as well as the identifi cation of 
stakeholders, determination of material issues and defi nition of targets and commitments.

Board responsibilities
The Audit and Operational Risk Committee (AOR Committee) comprises at least 
four Board directors who are not offi  cers or employees of Vancity. It’s responsible for 
the oversight of the design and implementation of internal controls to support the 
risk-management framework, the integrity of fi nancial and accountability reporting, 
and compliance with regulatory matters. The AOR Committee reviewed and 
recommended approval of this report to the Board of Directors; the Board of 
Directors approved this report.

The AOR Committee is responsible for overseeing the selection and remuneration of 
external auditors and assurance providers and making a recommendation to the Board 
of Directors, who in turn make a recommendation to the membership. The selection 
process includes criteria to ensure they have the appropriate qualifi cations, experience, 
and knowledge to perform their duties. Members appoint the external auditors and 
assurance providers at Vancity’s Annual General Meeting.
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The scope of our engagement, as agreed with management, is as follows:

Subject matter 1: to obtain a reasonable level of assurance that Vancity has 
implemented processes and disclosures that adhere with the AA1000 Principles 
and to express an opinion thereon;

Subject matter 2: to obtain a limited level of assurance on the fair presentation 
of the following specifi ed performance information presented in the Report and 
to express a conclusion thereon: 

 - Overall member loyalty score

 - Average branch service experience score

 - Employee engagement score

 - Net annual growth of community investment loan portfolio 

 - New community investment impact loans funded

 - Percentage of new investments made by members or clients in socially 
responsible investment options

 - Percentage of employees who commute to and from work using sustainable 
transit modes

 - Percentage of waste recycled or diverted from the landfi ll

 (together, the “Specifi ed Performance Information”)

Subject matter 3: to obtain a reasonable level of assurance on the fair presentation 
of Vancity’s 2011 greenhouse gas emissions as presented in the Report and to express 
an opinion thereon.

Subject matter 4: to obtain a reasonable level of assurance on the fair presentation 
of Vancity’s assertion that the greenhouse gas emissions for the year ended 
December 31, 2010 have been neutralized through the purchase of off sets as 
presented in the Report and to express an opinion thereon.

Subject matter 5: to obtain a limited level of assurance on the fair presentation of the 
‘Status’ of the targets and commitments as presented in the Report for the following 
groups of targets and commitments and to express a conclusion thereon:

 - Enhancing members’ well-being

 - Making loans and investments

 - Providing investment products and advice, and other services

 - Investing in employees

 - Managing and purchasing buildings, systems and equipment

 - Integrated governance and management

Ernst and Young LLP’s 
independent assurance 
statement
To the Members of Vancouver City Savings Credit Union 

Our responsibilities 
Our assurance engagement has been planned and performed in accordance with the 
International Standard on Assurance Engagements ISAE 3000 Assurance Engagements 
other than Audits or Reviews of Historical Financial Information and in accordance 
with the requirements of a Type 2 assurance engagement under the AA1000 Assurance 
Standard (2008) [“AA1000AS (2008)”].

Scope of our engagement
We have carried out a ‘reasonable’ assurance engagement over the following:

Vancouver City Savings Credit Union and its subsidiaries’ (“Vancity’s”) adherence to 
AA1000 Accountability Principles Standard (2008) [“AA1000AS (2008)”], which include 
the principles of Inclusivity, Materiality and Responsiveness (“AA1000 Principles”)

Vancity’s greenhouse gas emissions appearing in Vancity’s 2011 Annual Report 
including the Summarized and Complete Accountability Statements (together the 
“Report”) for the period January 1, 2011 to December 31, 2011 prepared by Vancity 
management

Vancity’s assertion in the Report that the greenhouse gas emissions for the year 
ended December 31, 2010 have been neutralized through the purchase of off sets 
(“Carbon Neutral Assertion”)

We have carried out a limited assurance engagement over:

Vancity’s specifi ed performance information appearing in the Report for the period 
January 1, 2011 to December 31, 2011

The ‘Status’ for the period January 1, 2011 to December 31, 2011 of Vancity’s targets 
and commitments appearing in the Report

1  Readers should note that reasonable and limited assurance in ISAE3000 is consistent with high and moderate levels of 
assurance, respectively, in AA1000 AS(2008) 
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Subject matters 2, 3 and 4 – Specified Performance Information, 
greenhouse gas emissions and Carbon Neutral Assertion

Has Vancity provided fair representation of the Specified Performance Information, 
greenhouse gas emissions, and carbon neutral assertion with respect to the 
organizational boundaries and time period defined in the Report? 

Has Vancity accurately collated data relating to the Specified Performance 
Information, greenhouse gas emissions and Carbon Neutral Assertion?

Are the data for the Specified Performance Information and greenhouse gas 
assertions accurate and sufficiently detailed for stakeholders to assess Vancity’s 
performance?

Subject matter 5 – targets and commitments
Has Vancity fairly represented the status of the targets and commitments in the 
Report?

Are the data for the targets and commitments accurate and sufficiently detailed  
for stakeholders to assess Vancity’s performance?

Assurance procedures
Our assurance procedures for concluding on the subject matters included, but were 
not limited to:

Interviewing selected personnel, including the Executive Leadership Team, to 
understand the key sustainability issues related to the application of the AA1000 
principles: Materiality, Inclusivity and Responsiveness

Undertaking our own materiality assessment including a document review of 
relevant Vancity and external documentation (e.g., Board Meeting minutes,  
media review)

Observing stakeholder feedback sessions 

Interviewing selected personnel responsible for the Specified Performance 
Information and targets and commitments and understanding processes specified 
for the collection and reporting of the Specified Performance Information and 
targets and commitments and where relevant, performing walkthroughs of systems 
and processes for data aggregation and reporting

Verifying the accuracy of calculations performed

Verifying that data and statements had been correctly transcribed from corporate 
systems and/or supporting evidence into the Report

Verifying key assumptions and the evidence to support the assumptions

Examination, on a test basis, of evidence supporting the information in Vancity’s 
schedules of 2011 greenhouse gas emissions and the 2010 carbon offsets

Criteria
Subject matter 1: AA1000APS (2008)

Subject matter 2: Criteria internally developed by Management 

Subject matter 3: ISO 14064 – Part 1

Subject matter 4: Criteria internally developed by Management and  
ISO 14064 – Part 1

Subject matter 5: Criteria internally developed by Management 

Vancity management’s and Directors’ responsibilities
The Report was prepared by the management of Vancity, who is responsible for the 
collection and presentation of the performance information, statements, claims and 
assertions in the Report, and the criteria used in determining that the information is 
appropriate for the purpose of disclosure in the Report. In addition, management is 
responsible for the identification of stakeholders, identification and prioritization of 
material issues and definition of targets and commitments.

Management is also responsible for maintaining adequate records and internal controls 
that are designed to support the reporting process. 

The Board of Directors is responsible for the integrity of non-financial reporting, and 
for reviewing and approving the Report. 

There are currently no prescribed requirements relating to the preparation, publication 
and verification of sustainability information.

Work we performed
In order for us to provide conclusions in relation to the above scope of work, we have 
sought to answer the following questions for the five selected subject matters:

Subject matter 1 – AA1000 Principles

Inclusivity
Has Vancity undertaken a stakeholder identification process in accordance with 
AA1000APS (2008) definition and explanation of Inclusivity?

Materiality
Has Vancity undertaken a materiality process in accordance with AA1000APS (2008) 
definition and explanation of Materiality?

Has Vancity reported the material issues relating to its sustainability performance?

Responsiveness
Has Vancity prioritized and carried out its stakeholders’ responses in accordance 
with AA1000APS (2008) definition and explanation of Responsiveness?
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Subject matter 2
Nothing has come to our attention that causes us to believe that the Specified 
Performance Information for the period January 1, 2011 to December 31, 2011 is not 
presented fairly, in all material respects, in accordance with the criteria internally 
developed by management. 

Subject matter 3
In our opinion, the Report presents fairly, in all material respects, the greenhouse gas 
emissions for the year ended December 31, 2011 in accordance with ISO 14064 – Part 1.

Subject matter 4
In our opinion, the Report presents fairly, in all material respects, the Carbon Neutral 
Assertion for the year ended December 31, 2010 in accordance with ISO 14064 – Part 1 
and the criteria internally developed by management.

Subject matter 5
Nothing has come to our attention that causes us to believe that the ‘Status’ of the 
targets and commitments for the period January 1, 2011 to December 31, 2011 are not 
presented fairly, in all material respects, in accordance with the criteria internally 
developed by management. 

Observations and opportunity for improvement
In 2011, Vancity has put significant effort into integrating sustainability principles into its 
broader strategy development process. This resulted in changes within the organization 
and the need for the development of new performance measures and associated 
processes. Now that the foundation has been set, management has identified that  
the processes and controls supporting adherence to the AA1000 Principles and the 
non-financial performance measures including the status of targets and commitments  
need to be strengthened. 

The above observation and opportunity for improvement does not affect our 
conclusions expressed in the conclusion section above.

Independence, competence and experience
All professional personnel involved in this engagement meet the independence 
requirements in accordance with the ethical requirements of ISAE 3000 and AA1000AS. 
Our team has been drawn from our Climate Change and Sustainability Services Practice 
and has the required competencies and experience to perform this engagement. 

Vancouver, Canada 
March 27, 2012

Limitations
Our scope of work did not include providing conclusions in relation to:

The completeness or accuracy of information relating to areas other than the  
subject matters

Information reported by Vancity other than in its Report, such as information 
contained on its website other than the information in the online Complete 
Accountability Statements

Management’s forward-looking statements

Any comparisons made by Vancity against historical data, with the exception  
of specific performance information for which we have provided assurance  
in prior years

The Report being in accordance with all of the requirements of GRI G3 Guidelines,  
or to a particular application level

The appropriateness of definitions for internally developed criteria applied  
to indicators other than the Specified Performance Information and targets  
and commitments.

Our conclusions
Subject to the limitations noted above and on the basis of our procedures for this 
reasonable and limited assurance engagement, we provide the following conclusions:

Subject matter 1

Inclusivity
In our opinion, the information contained in the Report demonstrates that Vancity 
engages with stakeholders and takes into consideration the information obtained 
from the stakeholder engagement process in developing an accountable and 
strategic response to sustainability in accordance with the AA1000APS Inclusivity 
principle.

Materiality
In our opinion, the information contained in the Report focuses on the material 
sustainability issues most significant to Vancity and its stakeholders in accordance 
with the AA1000APS Materiality principle.

Responsiveness
In our opinion, the Report demonstrates responsiveness to stakeholder issues and 
feedback through description of Vancity’s decisions, actions, performance and 
communication in accordance with the AA1000APS Responsiveness principle.
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If data increases or decreases by a material amount from the prior year, or if  
over five years data is trending up or down, we include an explanation in the 
accountability statements or business review. We consider a material amount to  
be either +/- five per cent, or an amount we or our third-party survey providers 
consider to be a statistically significant variance for survey results.

We include external industry benchmarks from sources we consider to be reliable, 
where meaningful and available, to provide context for performance.

We disclose in the table notes if data is estimated or based on extrapolation,  
and we provide details of the estimation or extrapolation.

For relevant indicators, we follow the indicator protocols contained in the GRI’s 
sustainability reporting guidelines (version G3.1) unless otherwise stated. When 
requirements under the protocols change, we restate data and include a minimum  
of three years of data, where available.

We’re continuously improving our non-financial data tracking and reporting 
processes. Sometimes this means that, while data quality improves, we may lose 
comparability of data over time. In these cases, historical data is either omitted, 
recalculated (if possible), or included with an appropriate table note if we think 
showing the historical data is of value. We indicate restatements and omission of 
data in the table notes.

Throughout these statements, we reference additional data and information contained 
in the following documents (PDF), which are available on our website:

  Disclosure on Management Approach:  
vancity.com/2011annualreport/dma

  Complete Accountability Statements:  
vancity.com/2011annualreport/accountabilitystmts

  Complete Consolidated Financial Statements and Notes:  
vancity.com/2011annualreport/financialstmts

Key to symbols
   =  2011 data externally assured by independent assurance provider (Ernst and Young)

BM = external benchmark data
 = more information is available online

Summarized 
Accountability 
Statements
Performance data overview 
We select performance data based on relevance to our business strategy and interest 
to stakeholders. We also include relevant data to adhere to the reporting standards we 
follow, primarily the Global Reporting Initiative’s (GRI) sustainability reporting guidelines 
version G3.1, including the Financial Services Sector Supplement.

  Description of how we identify our most material issues:  
vancity.com/2011annualreport/materiality (PDF)

  Global Reporting Initiative’s (GRI) sustainability reporting guidelines:  
globalreporting.org

We apply the following principles to the data we report:

We report data for Vancity unless otherwise stated. Vancity refers to Vancouver  
City Savings Credit Union, and all of its subsidiaries—see operational structure on 
page 20 of this report.

We report data for the calendar and fiscal year January 1 to December 31 with the 
following exception: we report energy and water data for the previous year’s fourth 
quarter to the current year’s third quarter. (For example, 2011 energy data is reported 
for the period October 1, 2010 to September 31, 2011.) We use annual full-time 
equivalent (FTE) employee numbers to normalize energy and water data.

We include five years of data, where comparable and available.

https://www.vancity.com/2011annualreport/materiality
https://www.globalreporting.org/Pages/default.aspx
https://www.vancity.com/2011annualreport/dma
https://www.vancity.com/2011annualreport/accountabilitystmts
https://www.vancity.com/2011annualreport/financialstmts
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Serving members—see page 34 of the business review

Member loyalty and satisfaction survey scores

   BM 2011 2010 2009 2008 2007

Overall member  
 loyalty score  % 42-50 45 43 44 46 n/a
Overall members likely  
 to recommend* %  59 n/a n/a n/a n/a
Average (mean) branch 
 service score  #  9.03 8.97 8.89 8.89 8.84
Member service  
 centre customer  
 satisfaction score % 71 78 75 77 73 75
Data sources: Member Loyalty surveys, Member Experience Tracking survey and Member Service Centre quality  
tracking survey. 
Loyalty benchmark (BM) source: Market Probe, North American financial institutions best-in-class personal loyalty score. 
Call centre satisfaction score benchmark (BM) source: SQM Group, North American Financial Institutions. 
n/a = data not available due to survey not in place at time. 
*New indicator. Survey question asked in member loyalty survey.

Member complaints escalated to the Board of Directors and executive leadership team
In 2011, complaints mainly related to accounts, service and products. There were no 
complaints related to harassment or discrimination.

      2011 2010 2009

Total number of complaints    # 102 154 213
New indicator.

Member privacy

Member reports of breaches of privacy and losses of member or client data
In 2011, we made clarifications to our Privacy Code but no significant changes. 

    2011 2010 2009 2008 2007

Substantiated reports and 
privacy breaches  # 9 6 13 13 8
Data reflects the number of breaches reported to Vancity’s Privacy Office from a branch, member or customer.  
Key reasons for breaches include misdirected emails, letters and telephone calls, or employee misconduct/errors. 
Due to improvements in tracking systems in 2009, historical data may not be comparable.

Enhancing members’ well-being
  See Disclosure on Management Approach for an overview of our member concerns 

process, mechanisms to collect and respond to member feedback, and more details 
on product responsibility, fraud, and privacy.

  See Complete Accountability Statements for a breakdown of personal members  
by age, and more survey results.

Member and client numbers—see page 38 of the business review

Number of members
To align Vancity with other credit unions, in 2011 our Board of Directors approved a 
change in the way we count our membership. A full member is a person who resides, 
works or carries on business in British Columbia and holds a minimum of $5 in 
membership equity shares with Vancity, regardless of voting eligibility. We now include 
joint members in our member count. The inclusion of joint members is consistent with 
Vancity’s intent to recognize all members and is aligned with the process by which 
voting privileges are extended to the same members. Including all joint account holders 
is a transparent way of representing Vancity’s true membership size.

In 2011, more than 90 per cent of members held personal accounts. The remainder held 
business accounts, while some members held both. Approximately one in seven of our 
business members were not-for-profit organizations.

   2011* 2011 2010 2009 2008 2007

Vancouver City Savings  
 Credit Union # 479,528 418,937 417,211 414,377 407,120 388,000
*New methodology to count members. Approximately 35,000 persons (including Squamish) were excluded from the 2011 
new membership count because they did not meet the minimum share requirement of $5. As these members reach the 
minimum share requirement they will be included in the overall member count.

Number of clients
Community Capital (part of Vancity’s Community Investment division) changed its 
mandate in 2010 to focus exclusively on community investment impact loans. This 
resulted in a decline in the number of client accounts as legacy clients were not replaced.

    2011 2010 2009 2008 2007

Vancity Investment  
Management  # 535 518 505 499 505
Community Capital  # 52 63 75 74 75

In 2011, there were 1,523 Citizens Bank personal customer accounts compared to 1,970  
in 2010. These will continue to decrease as Citizens Bank no longer operates in the 
personal banking marketplace. Its operations focus on Visa, foreign exchange and 
commercial real estate.

  See citizensbank.ca/retail for more information.

https://www.vancity.com/2011annualreport/dma
https://www.vancity.com/2011annualreport/accountabilitystmts
https://www.citizensbank.ca/retail/default.aspx
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Community investment loan portfolio—see page 42 of the business review

Net annual growth in the community investment loan portfolio
Our community investment loan portfolio (comprising commercial and business loans) 
grew by $72 million in 2011, primarily as a result of strong growth in our commercial 
real-estate loan portfolio, which grew by 22 per cent in 2011. This growth was a reflection 
of our focus on lending and our goal to increase the proportion of loans with positive 
community impact. Strong growth in new loans was partially offset by more loans being 
paid off in 2011 compared to previous years.

(millions of dollars)   2011 2010 2009 2008 2007

Net annual loan growth   $ 376 304 (289) 166 571
Value based on loans outstanding. 
Net growth = gross annual loans approved less loans paid off. 
The decrease in the size of the community investment loan portfolio from 2008 to 2009 was a reflection of the downturn 
in the market and prudent risk management—see page 28 of our 2008-2009 Accountability Report for full details.

Value of community investment loans with positive community impact

(millions of dollars)       2011

Total approved       $ 361
Total approved as percentage of  
 all commercial and business loans approved    % 34
New indicator.

Socially responsible asset management—see page 50 of the business review

Value and percentage of socially responsible assets managed or advised on by Vancity 
Investment Management (VCIM)

(millions of dollars)   2011 2010 2009 2008 2007

Total assets that VCIM provides  
 sub-advisory services to  
 IA Clarington ( IA Clarington  
 Inhance SRI Fund family)*  $ 148 106 62 68 99
Percentage of all assets subject  
 to environmental, social, and  
 governance (ESG) screens  % 100 100 100 100 100
Total assets managed by VCIM 
 subject to ESG screening  $ 341 328 271 235 265
Percentage of all assets subject  
 to ESG screens  % 91 91 86 87 85
We restated 2009 and 2010 data for VCIM sub-advisory services to exclude the bond portion of the IAC portfolios which 
we provide screening for but do not manage. Data prior to 2009 may not be directly comparable. 
We restated 2010 data for VCIM to include client accounts that have transitioned into VCIM’s model of performing ESG 
screens on all assets. 
*Data includes member investments in the IA Clarington Inhance SRI Fund family ($128 million in 2011) along with socially 
responsible investments distributed through IA Clarington’s’ other distribution channels ($20 million in 2011).

Receiving deposits and raising funds

Percentage of member loans funded by member deposits—see page 40 of 
the business review

   2011 2010 2010 2009 2008 2007 
   IFRS† IFRS† GAAP GAAP GAAP GAAP

Percentage of member  
 loans funded by  
 member deposits % 81 81 84 89 79 77
New indicator. 
†As a result of a change in reporting standards, effective January 1, 2010, Vancity prepared its Consolidated Financial 
Statements in accordance with International Financial Reporting Standards (IFRS). For reporting periods up to and including 
the year ended December 31, 2010, Vancity prepared its Consolidated Financial Statements in accordance with Canadian 
Generally Accepted Accounting Principles (GAAP). For a full discussion of the impact of these changes, see the Complete 
Consolidated Financial Statements.

Making loans and investments
 See Disclosure on Management Approach for details on our approach to managing 

community investments, including managing lending risks, and products and 
services with social or environmental benefits.

 See Complete Accountability Statements for more detailed data on our business 
and commercial loan portfolio, including loans broken down by North American 
Industry Classification System (NAICS), and for a detailed description and list of  
our change products and services.

Business and commercial loans portfolio—see page 41 of the business review

Funded business and commercial loans
The value of funded business and commercial loans greater than five million dollars 
increased 21 per cent from 2010, primarily due to an increase in large commercial real 
estate loans funded. This has increased the total value of loans funded by 10 per cent.

(millions of dollars)    2011 2010 2009 2008

Total value of loans funded   $ 1,058 962 455 521
Average funded loan size   $ 0.9 0.7 0.4 0.4
Total number of loans funded  # 1,214 1,289 1,077 1,226
We restated 2008 to 2010 data due to a change in methodology to include new funded loans or lines of credit, and new 
increments funded to loans and lines of credit 
Data includes all loans and lines of credit to businesses funded by our Community Investment division and branch network. 
Breakdown for total value of loans is rounded to the nearest one million dollars.

https://www.vancity.com/2011annualreport/dma
https://www.vancity.com/2011annualreport/financialstmts
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Providing investment products and advice, and other services
 See Complete Accountability Statements for more data on gross and net new 

investments made by members or clients in socially responsible investment options.

Financial planning and advice—See page 52 of the business review

Vancity member and Vancity Investment Management client investments in socially 
responsible investment (SRI) options
While gross member investments in SRI options in 2011 increased, net member 
investments in SRI options and new SRI investments as a percentage of overall new 
investments decreased. The European sovereign debt crisis contributed to a difficult 
year for the stock market, negatively impacting investments in equity markets.  
As the majority of Vancity’s SRI options are mutual funds, the decrease in new SRI 
investments by our members or clients as a percentage of overall investments may  
be attributed to a trend to safer investments such as deposits, bonds, Guaranteed 
Investment Certificates (GICs) and segregated funds with a guarantee.

      2011 2010 2009

Gross new SRI investments by  members or clients 
 as a  percentage of overall investments  % 28.5 30.6 22.6
Net new SRI investments by  members or clients  
 as a  percentage of overall investments  % 23.2 31.2 24.0
Data includes investments made by members in socially responsible mutual funds at Vancity branches through  
Credential Asset Management Inc. or Credential Securities Inc. and screened investments made by Vancity Investment 
Management’s clients. 
Net SRI investments equals gross SRI investments less redemptions.

Corporate engagement—see page 50 of the business review

      2011 2010 2009

Number of companies in portfolio with which  
 Vancity Investment  Management  sub-advisory  
 group interacted    # 19 21 21
Percentage of companies in portfolio  with which  
 Vancity Investment  Management sub-advisory  
 group interacted    % 13 14 14

Change product portfolio
Our change products are designed to benefit a specific (usually underserved) target 
group. Social and/or environmental features are embedded into the product design. 
Overall, the value of personal banking change products has declined, primarily because 
we are not actively promoting these products. To align with our vision and focus on 
positive community impact, we’re exploring ways to connect all member funds invested 
in our broader retail deposit product range with community impact loans.

The change product portfolio does not capture all our products with social and/or 
environmental benefits, due to inadequate tracking systems—specifically, our inability 
to assign unique codes to some products to differentiate them from conventional 
products. Most notably, not all our community investment impact loans are captured 
except where they overlap with a business banking change product, namely loans to 
not-for-profits organizations, micro-loans and Community Capital loans.

Change product portfolio by line of business

(millions of dollars)   2011 2010 2009 2008 2007

Value of personal banking  
 change products  $ 16 19 17 19 18
Value of business banking  
 change products  $ 878 855 781 645 528
Socially responsible assets  
 under administration, advised  
 on, or managed*  $ 705 680 563 476 630
Socially responsible real  
 estate development**  $ 42 52 58 88 72
Total value of change portfolio $ 1,640 1,610 1,420 1,230 1,250
Change portfolio as a percentage  
 of total assets under  
 administration or management % 6.3 6.5 5.8 5.1 5.3
The total value of the change product portfolio is rounded to the nearest $10 million dollars. Due to rounding, breakdowns 
may not add to the totals. 
We restated 2008-2010 data for personal banking products to exclude Secured Visa Accounts. These accounts do not fall 
under our definition of a change product since they do not have a specific target beneficiary but are available to everyone. 
This did not impact the total value of the change product portfolio due to rounding. 
We restated 2010 data for socially responsible assets under administration, advised on, or managed to include client 
accounts that have transitioned into Vancity Investment Management’s (VCIM) model of performing environmental,  
social and governance screens on all assets. This increased the overall total value of the change portfolio by approximately 
$5 million, and increased the change product portfolio as a percentage of total Vancity assets under administration or 
management by 0.1 per cent. 
*Data includes VCIM’s client assets managed or advised on per the indicator ‘Value and percentage of socially responsible 
assets managed or advised on by VCIM’ ($469 million in 2011), plus member investments in socially responsible mutual  
funds offered through Credential Asset Management Inc. or Credential Securities Inc. (assets under administration). 
**Loans/lines of credit provided by Vancity Enterprises for socially and environmentally responsible real-estate 
development. In 2011, all loans and lines of credit were for Dockside Green.

https://www.vancity.com/2011annualreport/accountabilitystmts
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Employee diversity

     2011 2010 2009 2008 2007

Men  % 33 32 32 32 33
Women  % 67 68 68 68 67
Aged under 30 years  % 20 21 22 24 24
Aged 30-39 years  % 30 31 31 31 32
Aged 40-50 years  % 29 29 29 29 29
Aged over 50 years  % 20 19 18 16 15
Non-management  % 83 84 84 84 83
Management  % 14 13 12 12 13
Senior management  % 3 3 3 4 4
Of Aboriginal descent*  % 1 1 1 1 n/a
Belong to a visible  
 minority group*  % 40 39 38 40 n/a
With a disability*  % 2 2 2 2 n/a
*Data for percentage of employees belonging to visible minority, of Aboriginal descent, or with a disability, is based on 
employees’ self-disclosure in the annual online employee engagement survey. 
n/a = data not available.

Employee engagement and satisfaction—see page 56 of the business review

Employee engagement score
The continuation of an upward trend from 2009 demonstrates that we are focusing on 
the right employee concerns. We remain focused on large-scale systemic improvements 
and long-term change rather than quick fixes.

   BM 2011 2010 2009 2008 2007

Employee engagement  
score  % 78 71 61 53 56 64
Data source: Employee engagement survey. 
Benchmark (BM) source: Aon Hewitt Best 50 Employers.

Training and development—see page 56 of the business review

Percentage of employees who agree learning and development is strongly supported 
at Vancity
The increase from 2010 is likely due to organizational process improvements which offer 
more training to employees. More employees are also using our tuition reimbursement 
program for learning and development. In general, as the engagement score increases, 
scores for questions within the survey also increase.

   BM 2011 2010 2009 2008 2007

Employees % 80 70 64 57 59 72
Data source: Employee engagement survey. 
Benchmark (BM) source: Aon Hewitt Best 50 employers survey.

Investing in employees
 See Disclosure on Management Approach for details on our approach to health  

and safety, labour relations, training and career development, diversity, human 
rights/equal opportunity and compensation.

 See Complete Accountability Statements for additional diversity data (including 
employees belonging to a visible minority group or Aboriginal group by position 
level and women in each position level) and data on the Group Registered 
Retirement Savings Plan.

Employee profile, diversity and equal opportunity—see page 55 of the 
business review

Employee profile
Since 2007 the proportion of permanent part-time employees has increased, primarily 
in our branches. We moved some on-call/temporary employees to permanent 
part-time status and our preference is to hire permanent part-time employees rather 
than temporary employees. Most of our part-time employees are in member-serving 
roles and were less affected in 2009 when we restructured and reduced the number of 
employees who don’t deal directly with members.

   BM 2011 2010 2009 2008 2007

Full-time equivalents  
 (FTE) #  2,061 2,080 2,228 2,384 2,371
Headcount  
 (number of individuals) #  2,459 2,397 2,384 2,704 2,623
Contract/temporary % 6 5 5 6 6 8
Permanent full-time % 75 78 78 78 79 80
Permanent part-time % 19 17 17 16 15 12
Belonging to a Union % 9 18 19 18 16 17
Benchmark (BM) source: BC HRMA, Canadian credit unions, 2011 annual median scores.

Employee turnover
In 2009, due to market changes, we restructured and reduced our workforce. This 
explains the higher number of departures and turnover rate in 2009. For full details,  
see page 41 of our 2008-09 Accountability Report.

   BM 2011 2010 2009 2008 2007

Overall turnover rate % 11 8 8 17 14 15
Voluntary turnover rate % 8 6 6 8 10 12
Data is based on permanent employees and excludes churnover (internal movement). 
Benchmark (BM) source: BC HRMA, Canadian credit unions, 2011 annual median scores.

New employee hires

       BM 2011

New hire rate     % 12 12
New indicator (new GRI 3.1 reporting requirement). 
Benchmark (BM) source: BC HRMA, Canadian credit unions, 2011 annual median scores.

https://www.vancity.com/2011annualreport/accountabilitystmts
https://www.vancity.com/2011annualreport/dma
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Employee pension plans

Defined Benefit Plan

    2011 2010 2009 2008 2007

Employee participation rate  
 in Defined Benefit Plan*  % 15 16 16 15 15
Vancity contributions:  
 percentage of eligible  
 employee earnings  % 11.2 10.8 10.2 9.4 9.2
Employee contributions:  
 percentage of eligible  
 employee earnings  % 7.2 7.1 5.5 5.5 5.4
We restated 2007-2010 data to exclude terminated employees.

Employee compensation—see pages 58 and 60 of the business review

Entry-level employee compensation (hourly wage) compared to British Columbia  
living wage
In 2011, we were certified as a Living Wage Employer. Becoming a Living Wage Employer 
requires that we do our best to ensure our employees are paid the living wage rate  
of $18.17 or more, which was the effective rate at the time we agreed to become  
a Living Wage Employer. In 2011, we paid approximately 98 per cent of employees a  
living wage, including the value of the benefits we provide. Two per cent of employees 
(non-permanent) were not being paid a living wage as a result of those employees not 
being eligible for benefits. We’ll continue to work toward our goal of meeting living 
wage requirements by May 2013.

Living Wage* Vancity entry-level hourly wage

Permanent 
employees

Non- 
permanent 
employees 

(branch)

Non-
permanent 
employees 

(non-branch)
Entry-level  
  compensation:  
  hourly wage

$ n/a 15.86 16.33 15.86

Value of benefits 
  as determined  
  using living wage 
  calculation

$ n/a 2.31 n/a n/a

Total compensation: 
  hourly wage

$ 18.17 18.17 16.33 15.86

New indicator. Replaces ratio of entry-level salary compared to British Columbia (BC) minimum wage. 
n/a = not applicable 
*BC living wage for 2010—the rate at which we signed on to be a Living Wage Employer. In 2011, the actual value of the 
benefits provided to permanent employees exceeded the living wage benefit calculation conducted when Vancity was 
certified as a Living Wage Employer. The living wage benefit calculation has a threshold and as such, does not value benefits 
that provide more value than the calculation measures.

Employee grievances related to human rights
The increase in grievances may be attributed to more heightened awareness of  
our Respect in the Workplace policy and training on discrimination and harassment  
in the workplace. The majority of grievances were related to personal harassment  
(e.g., bullying) concerns. Of the nine grievances resolved, four were substantiated.

      2011 2010 2009

Total number of grievances reviewed  
 or addressed (file pending)    # 3 0 0
Total number of grievances no longer 
 subject to action or resolved   # 9 4 6
Total number of filed grievances related 
 to human rights    # 12 4 6
In 2011, we changed this indicator to include only human rights-related grievances to align with GRI 3.1 requirements 
Incidents refer to legal actions, complaints registered with the organization or competent authorities through a formal 
process, or instances of non-compliance. Some incidents are filed on behalf of a collective group.

Health and safety

Incidences of injury and days lost
As a financial institution, our most significant health and safety issue is the risk of 
robberies. We have extensive robbery training and security procedures, as well as a 
robbery support program for affected employees. In 2011, there were 25 robberies  
(14 robberies in 2010). No injuries resulted. Overall, the number of injuries and days  
lost remained low and most resulted from falls, slips or trips.

    2011 2010 2009 2008 2007

Total number of incidents  # 7 3 7 9 5
Injury rate (number of injuries  
 per 100 people)  # 0.4 0.2 0.3 0.4 0.2
Lost day rate (number of  
 lost days per 100 people)  # 11 5 8 12 6
There were no work-related fatalities or incidents of occupational diseases during 2011. 
In 2011, of the seven claims accepted by WorkSafe BC, three claims did not result in any costs being paid to claimants. 
Data source: WorkSafe BC

Number of days lost due to employee illness
The increase in days lost due to employee illness was primarily due to an increase in 
pregnancy-related and stress-related short-term disability leave claims.

   BM 2011 2010 2009 2008 2007

Total days lost due  
 to illness #  16,529* 15,049 18,793 18,683 15,400
Absenteeism rate % 6 8 7 9 10 n/a
Data includes permanent full-time and part-time employees. 
Days lost due to illness includes time taken by employees to care for a sick family member. 
Benchmark (BM) source: BC HRMA, Canadian Credit Unions. 
*Due to improved tracking systems, data now includes Citizens Bank. This inclusion does not affect comparability to 
previous years.
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Purchasing and managing buildings, systems and supplies
 See Disclosure on Management Approach for details on our approach to managing 

our environmental impacts, including products and services, greenhouse gas 
emissions, energy, materials, waste and water.

 See Complete Accountability Statements for data on greenhouse gas (GHG) 
emissions by scope and additional disclosures required to meet International 
Organization for Standardization reporting standards for GHG (ISO 14064 – Part 1).

Suppliers—see page 60 of the business review

Managed purchases in 2011 increased by 19 per cent from 2010, largely due to Vancity’s 
new brand launch, distribution and marketing for Visa services, and banking system and 
process improvements.

    2011 2010 2009 2008 2007

Total value of managed purchases 
 by region (millions of dollars)  $ 118.9 99.7 80.9 86.7 91.8
Locally-based  % 75 80 72 71 73
Rest of Canada  % 16 12 18 19 21
USA/other  % 9 8 10 10 6
Total number of suppliers  
 by region  # 1,306 1,237 1,324 1,619 n/a
Locally-based  % 76 77 75 69 n/a
Rest of Canada  % 17 15 19 24 n/a
USA/other  % 7 8 6 7 n/a
We determine locally based using the “remit to” postal code shown on the supplier invoice and the following criteria: the 
supplier has a local representative, a local store and/or local warehouse within the community where our branches operate. 
n/a = no comparable data available.

Greenhouse gas emissions (GHG)—see page 62 of the business review

Overall emissions increased this year. Significant increases occurred in all employee 
travel-related sources of emissions. Specifically, our employees travelled more due  
to our involvement in international initiatives such as the Global Alliance for Banking  
on Values (GABV) and more invitations to speak at conferences. Emissions from our 
vehicle fleet increased due to the purchase of three additional vehicles, and the  
average greenhouse gas emissions from employee commuting increased due to more 
employees commuting alone in a single occupancy vehicle compared to 2010.

   2011 2010 2009 2008 2007 2007 
        base year*

Total GHG emissions  t 5,253 4,783 5,101 5,202 5,504 5,241
Tonnes of GHG emissions  
 per employee (FTE) t 2.5 2.3 2.2 2.2 2.3 2.4
t = metric tonnes. 
*In 2010, we recalculated the base year (2007) data, as required by ISO14064 – Part 1, to reflect the impact of our 2009 
divestitures (a reduction in full-time equivalents of 6.96 per cent). This allows fairer comparison between our 2010 and 2011 
performance and the base year.

Average compensation for women as a percentage of average compensation for men
The reported pay discrepancy may be due to the way we combine pay band levels into 
each reporting category. In the non-management category (the largest category of 
employees), there is a higher ratio of women to men, especially at entry-level. In 2010, 
we examined our data closely to determine whether inequities existed, and concluded 
that by role category, pay rates were essentially on par: women’s pay ranged from  
92-113 per cent of men’s pay.

      2011 2010 2009

Non-management    % 88 81 83
Management    % 94 94 100
Senior management    % 100 101 100
We restated 2009 and 2010 data to include total compensation to meet GRI G3.1 reporting requirements and to align 
reporting categories with the other employee measures we report.

President and Chief Executive Officer compensation compared to average entry-level 
employee compensation
In 2011, total compensation for our President and Chief Executive Officer (CEO) was  
25 times higher than for our average entry-level (lowest-paid) employee. From market 
scans, we understand the difference to be much less than at other comparable financial 
institutions. For example, a report by the Canadian Centre for Policy Alternatives 
‘Canada’s Elite CEO 100’ noted the average of Canada’s CEO Elite 100 make 189 times 
more than Canadians earning the average wage.

      2011 2010 2009

Ratio of Vancity’s President and  
Chief Executive Officer compensation to  
 average entry-level employee compensation  # 25 23 20
We restated 2009 and 2010 data to include total compensation, not just base salary. 
President and Chief Executive Officer compensation includes base pay, variable pay (short- and long-term incentive plan) 
and benefits/perks. It excludes pension.

Local hiring

       2011 2010

Proportion of senior management  
 hired from within the local community   % 73 67
Senior management for this indicator is defined as Vice President positions and above. 
We used the residing address at the time of when the individual applied to Vancity to determine whether the applicant 
was local, which we define as living in British Columbia.

https://www.vancity.com/2011annualreport/dma
https://www.vancity.com/2011annualreport/accountabilitystmts
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Materials and waste—see pages 64 and 66 of the business review

Paper use and quality
In 2011, paper consumption declined slightly but remained higher than historical levels. 
The higher level of paper use in 2010 came after a period of economic downturn  
and a subsequent focus on expense reduction across Vancity, particularly in 2009.  
In 2010, our spending on marketing campaigns increased resulting in more paper-based 
communication and marketing materials being produced. In 2012, we plan to conduct 
further analysis on the sources of paper use and develop reduction plans.

    2011 2010 2009 2008 2007

Total paper use  t 427 553 260 346 404
Percentage of paper  
 with recycled content  % 85 89 73 69 66
Paper use per employee (FTE) kg 207 266 117 145 170
t = metric tonnes; kgs = kilograms. 
Paper use is based on amount of paper purchased. Includes: letterhead, copier, printer and fax paper, member statements, 
marketing materials, communication to members, business cards and envelopes. In 2011, we estimated five per cent of paper use.

Waste
The amount of glass, plastic and metal we recycled almost doubled in 2011, while the 
amount of waste to landfill increased by 36 per cent. Combined, the amount of materials 
we collected increased by 24 per cent. We are not sure of the reasons behind the 
increase, but our next waste audit is planned for 2012 and this should provide some 
insights. Overall, when compared to 2007, we are recycling more and sending less waste 
to the landfill.

    2011 2010 2009 2008 2007

Total materials collected   t 61 49 78 104 106
Percentage of total materials 
 recycled or diverted from  
 from the landfill   % 75 79 55 50 47
Materials collected  
 per employee (FTE)  kg 118 84 122 147 146
t = metric tonnes; kgs = kilograms. 
Data is for Vancity Centre, where adequate tracking systems are in place. 
At Vancity Centre, there is one tenant who shares our compactor and recycling unit. Materials recycled excludes batteries, 
fluorescent tubes, electronic waste, toner cartridges and ribbons, furniture, ATMs and construction waste. Recycling 
programs exist for all these items.

Water use

    2011 2010 2009 2008 2007

Total estimated  
 water use (millions)  l 30 30 39 41 50*
Total estimated water use  
 per employee (FTE) (thousands) l 15 14 17 17 21
l = litres. 
All water is obtained from municipal water supplies.  
We estimated the water use of each non-metered location by multiplying the average annual water use per square foot from 
similar metered locations according to building type (office or branch) by the total square footage of the un-metered 
location and then prorating for the number of days the location was in operation. Metered water use is based on data from 
12 branches and Vancity Centre.  
*In 2007 there was an undetected leak at our Kitsilano Community branch, adding eight million litres of water use above 
the normal level.

Premises energy use—see page 63 of the business review

Total premises energy use (electricity and natural gas)

    2011 2010 2009 2008 2007

Total energy use (millions)   kWh 17.4 17.3 19.8 20.4 20.0
Total energy use per  
 employee (FTE)  kWh 8,412 8,300 8,900 8,563 8,451
kWh = kilowatt hours. 
Total energy use is the sum of the estimated value for all un-metered branches plus the actual energy use at metered 
locations. We estimated the energy use of each non-metered location by multiplying the average annual energy use per 
square foot from similar metered locations according to building type (Free-Standing, Strip Mall, Mall, or Office) by the 
total square footage of the un-metered location and then prorating for the number of days the location was in operation. 
Metered energy use is based on data from 51 locations with electricity meters, 33 locations metered with gas and 13 
locations with no gas usage (only electricity).

Employee commuting—see page 63 of the business review

In 2011, 43 per cent of employees drove alone to get to and from work, compared  
to 37 per cent in 2010, but similar to results in 2009 and 2008, which was the year  
we announced we were carbon neutral. We expect this percentage to remain stable, 
though we are looking at options to encourage more employees to take sustainable 
transportation modes. In 2010, the survey was not well communicated and the response 
rate was low (35 per cent compared to 57 per cent in 2011), which might have led to 
inflated results that year.

   BM 2011 2010 2009 2008 2007

Employees using  
 sustainable  
 transportation 
 modes*  % 32 50 56 48 49 46
Employees driving  
 alone  % 67 43 37 45 44 47
Data source: Vancity’s transportation survey 
Benchmark (BM) source: 2006 Census, Statistics Canada (Vancouver Central Metropolitan Area). 
*Percentage excludes drivers in high occupancy vehicles (HOVs) to allow for comparison with the benchmark.
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Community responsive grants ($) approved for distribution, by focus area

    2011 2010 2009 2008 2007

Planet  % 22 41 28 35 21
People  % 36 32 36 34 39
Places  % 2 5 14 7 13
Other*  % 40 22 22 24 27
Total grants approved  
 (millions of dollars)  $ 1.6 1.3 1.5 1.1 0.9
Revised indicator. Previously totals included strategic grants, now mission-based grants, which have different focus areas 
than project grants and are reported separately below. 
We made minor changes to the project grants program in 2011. Previously, focus areas were called Climate Change/
Environment, Poverty and Social Economy. Data remains comparable. 
*Data includes grants which focus on the local community where our branches operate and business unit grants which may 
not be easily categorized within the three pillars, staff community building grants and bursaries.

Mission-based grants ($) approved for distribution, by focus area

       2011 2010

Aboriginal     % 2 1
Affordable housing     % 34 15
Arts and entrepreneurship     % 1 14
Energy efficiency and environment    % 27 15
Financial literacy     % 3 8
Labour unions and members    % 1 n/a
Local and organic food     % 5 15
Microfinance     % 4 5
Poverty reduction and advocacy    % 2 1
Social-purpose business     % 16 8
Social-purpose real estate     % 2 15
Strengthening not-for profit organizations   % < 1 2
Other     % 2 < 1
Total grants approved (millions of dollars)    $ 3.0 4.1
New indicator. 
Breakdown includes enviroFund grants.

Tax expense—see page 70 of the business review

Tax expense decreased in 2011, due to a reduction in the overall tax rate, as a result of 
lower legislative tax rates and higher credit union tax-rate deduction.

   2011 2010 2010 2009 2008 2007 
(millions of dollars)  IFRS† IFRS† GAAP GAAP GAAP GAAP

Total income and  
 other taxes $ 33.2 48.2 43.9 30.8 37.8 30.8
†See note on page 89.

Giving back to members and the community and paying taxes

Economic value generated and distributed

   2011 2010 2010 2009 2008 2007 
(millions of dollars)  IFRS† IFRS† GAAP GAAP GAAP GAAP

Direct economic value  
 generated (revenue before  
 interest payments to  
 providers of borrowings) $ 425.2 417.0 429.9 393.1 459.7 417.8
Total economic  
 value distributed $ 334.5 330.8 352.5 339.3 412.9 385.0
Economic value retained  
 (net earnings) $ 90.7 86.2 77.4 53.8 46.8 32.8
Amounts do not match the Complete Consolidated Financial Statements. In the above table in 2011, revenues are before 
$13.8 million in interest payments to providers of borrowings. 
†See note on page 89.

Shared Success and community donations—see page 67 of the business review

Allocations to members and community

(millions of dollars)  BM 2011 2010 2009 2008 2007

Community allocations  $ 14.5 12.5  8.3 6.2 3.7
Member dividends  
 and patronage rebates  $ 12.7 11.0 6.9 9.1 5.2
Total Shared Success  
 allocations to members  
 and the community  $ 27.2 23.5 15.2 15.3 8.9
Shared Success as a percentage 
 of net earnings from operations % 30.0 30.3 30.2 32.7 27.0*
We extracted data from or calculated these amounts using data derived from the Complete Consolidated Financial Statements. 
*The shortfall was caused by restatement of earnings and was ‘made up’ by going over the 30 per cent target in 2008.

Community donations as a percentage of profits

    2011 2010 2010 2009 2008 2007 
   BM IFRS† IFRS† GAAP GAAP GAAP GAAP

Community  
 donations as  
 a percentage  
 of previous  
 three-year  
 pre-tax profits % 1.0 18.5 23.4 23.4 16.1 11.6 5.7
Calculations are based on data extracted from the Complete Consolidated Financial Statements. Consistent with all  
items reported on the Statement of Operations in the Summarized and Complete Consolidated Financial Statements. 
Community donations are recorded on an accrual basis. 
Benchmark (BM) data source: one per cent as recommended by the Canadian Centre for Philanthropy through its national 
Imagine Canada Caring Company program. 
†See note on page 89.
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Confidential and anonymous reporting
Our anonymous and confidential whistle blower system is intended to provide 
employees and members with an avenue to report concerns about serious business 
misconduct. In 2011, reports involved: non-compliance with policies or procedures, 
unethical conduct, violation of law/regulation, and embezzlement/fraud. The increase 
from two to five reports likely reflects a growing awareness of the reporting tool. All 
reports have been investigated or are in the process of being investigated.

      2011 2010 2009

Number of complaints made through  
 confidential and anonymous reporting system  # 5 2 1
New indicator.

Compliance

Compliance with laws and regulations

Total number of incidents of non-compliance with regulations 
and voluntary codes concerning marketing communications, 
including advertising, promotion and sponsorship

None to 
report 

between 
2007 to 2011

Total number of legal actions for anti-competitive behaviour,  
anti-trust and monopoly practices and their outcomes

Monetary value and description of significant fines and non-
monetary sanctions for non-compliance with laws and regulations 
(including environmental laws and regulations and concerning the 
provision and use of products and services)

Percentage and total number of business units analyzed for risks 
related to internal fraud 

None

Internal fraud
In 2011, the incidents resulted in two employees resigning, one being let go and one 
receiving a final warning letter.

     2011 2010 2009 2008

Substantiated incidents of internal fraud # 4 5 6 7
Internal fraud can include: mismanagement of personal accounts, member-account compromise, misrepresentation of facts 
and theft of cash.  
In 2010, we refined the data collection to only include fraud and theft and not other Code of Conduct employee-related 
incidents so historic data is not directly comparable.

Integrated governance and management
 See Disclosure on Management Approach for our key policies and framework  

for doing business.

 See Complete Accountability Statements for data on the number of Ethical Policy 
screens for the reporting period.

Board of Directors—See pages 19 and 21 of the business review

Board diversity
Vancity’s Board of Directors is elected by our members. Management has no role  
in choosing who sits on the Board.

    2011 2010 2009 2008 2007

Directors aged under 30  % 0 0 0 0 0
Directors aged 30-50  % 22 22 22 18 30
Directors aged over 50  % 78 78 78 82 70
Directors who are women  % 66 67 78 73 70
Directors who belong to  
 a visible minority group  % 11 0 0 0 0

Board elections—See page 72 of the business review

The number of ballots and votes cast have increased over the previous year which  
may be a result of the introduction of online voting, changes in the election process 
and the timing of the 2010 election (the 2010 Winter Olympics took place during the 
2010 election).

    2011 2010 2009 2008 2007

Total ballots  # 19,159 16,017 25,602 26,011 21,168
Total votes cast  # 51,689 43,931 70,195 90,858 56,721
Percentage of eligible  
 members who voted  % 4.8 4.0 6.6 7.0 8.0
New indicator. 

Directors’ attendance
In 2011, there were 39 regular and 31 special meetings of the Board of Directors and its 
committees for a total of 70 meetings held. Special meetings of the Board of Directors 
may be called with 24 hours’ notice. The Board held 11 regular meetings with attendance 
in the range of 91 to 100 per cent, and nine special meetings with attendance ranging 
from 67 to 100 per cent. Attendance at the remaining 50 committee meetings varied 
between directors.

 Detailed attendance records: vancity.com/boardofdirectors

https://www.vancity.com/2011annualreport/dma
https://www.vancity.com/2011annualreport/accountabilitystmts
https://www.vancity.com/AboutUs/OurBusiness/Governance/BoardofDirectors/
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Values alignment

Percentage of employees who agree Vancity considers long-term social, environmental, 
and economic impacts when it makes decisions

      BM 2011 2010 2009

Employees   % 69 84 82 81
Data source: employee engagement survey. 
Benchmark (BM) source: Aon Hewitt Best 50 Employers.

Percentage of members who rate Vancity a nine or 10 out of 10 for being committed to 
improving the environment

       2011 2010

All members     % 60 49
The increase from 2010 to 2011 was not statistically significant. 
Data source: member loyalty surveys. In 2011, the percentage of respondents answering “Don’t know” was 14.

Percentage of members who rate Vancity a nine or 10 out of 10 for using our resources 
and expertise to act in the best interest of the community that we serve

     2011 2010 2009 2008

All members   % 53 49 48 56
The increase from 2010 to 2011 was not statistically significant. 
Data source: member loyalty surveys. In 2011, the percentage of respondents answering “Don’t know” was 10.

Ethical Policy—See pages 19 and 60 of the business review

Our Ethical Policy requires us to formally screen existing treasury relationships  
annually and all other strategic suppliers/business relationships once every two  
years. It also requires us to screen proposed strategic relationships before entering  
into a relationship. Beyond what the policy requires, on occasions we voluntarily 
request formal screens to guide decisions. We have a formal internal appeal process  
for instances when certain relationships appear to be inconsistent under the Ethical 
Policy, but there is a strong business case for entering into these relationships.

A further requirement of our Ethical Policy is to ask an independent third party  
to annually screen Vancity’s operations using the same criteria we use to screen  
other organizations. In 2011, the review concluded Vancity was aligned with its own  
Ethical Policy.

Ethical Policy screens
We screened 82 per cent of strategic relationships in accordance with our Ethical Policy. 
We plan to screen the remaining 18 per cent in 2012.

        2011

Percentage of existing strategic suppliers and  
 relationships screened in accordance with the Ethical Policy  % 82
New indicator.

Strategic relationships inconsistent with the Ethical Policy
When our internal appeal process determines that a relationship which is inconsistent 
with the Ethical Policy is in Vancity’s best interest, we aim to develop and implement 
action plans to address our key concerns. In 2011 we developed action plans for two 
such relationships and six more relationships were under appeal.

        2011

Known existing relationships that are inconsistent with the Ethical Policy # 8
Relationships with action plans to address key concerns   # 2
New indicator.
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Net interest income
Net interest income remained stable. In 2011, interest rates remained low resulting in 
higher member lending volumes and increased interest income. Member deposits and 
borrowings also increased leading to a corresponding rise in interest expense. Together, 
the net effect was net interest income for 2011 that was consistent with 2010.

   2011 2010 2010 2009 2008 2007 
(millions of dollars)  IFRS† IFRS† GAAP GAAP GAAP GAAP

Net interest income $ 354 355 345 291 286 281
Data is derived from Vancity’s audited Complete Consolidated Financial Statements. 
†See note on page 89.

Economic capital
Different types of risk are inherent in the normal course of business: credit risk  
through lending, interest-rate risk through lending and borrowing at different rates,  
and operational risk in business (fraud, reputation, internal control, etc.). Depending  
on the shift in the securities market, the value of our members’ investments may 
fluctuate. While we mitigate these risks through prudent decisions, we need to have 
sufficient capital for unexpected events (i.e., events that are infrequent but severe  
in nature). Economic capital is the capital we must hold to cover us against such 
unexpected events. The goal for economic capital ratio is always at least 1.0.

    2011 2010 2009 2008 2007

Economic capital ratio  # 1.2 1.1 1.1 1.1 1.1
Ratios are not meant to be compared year over year.

Key financial results
 See Complete Consolidated Financial Statements for the complete set of financial  

data and information.

Financial data
For an explanation of performance relating to the efficiency ratio, return on average 
members’ equity and capital adequacy, see pages 76 and 77 of the business review.

Return on average assets has been growing year-over-year as a result of net  
earnings from operations growing at a much faster pace than average assets. This 
demonstrates Vancity’s earning power and the strength of our business model.

Liquidity ratio increased from 16.7 to 18.8, reflecting adequate investments in liquid 
assets available to meet Vancity’s short-term liquidity requirements.

Net interest margin slightly decreased from 2010 as a result of the current low 
interest rate environment, which was offset by an increase in the volume of new 
loans and mortgages.

Net interest income/operating revenue increased from 2010, reflecting a greater 
proportion of our operating revenue coming from sources that are interest  
sensitive, while other sources of earnings (such as fees and commissions) are 
proportionally declining.

Gross impaired loans/total loans decreased from 2010 as a result of improved credit 
quality of the loan portfolio. See discussion on pages 41 and 42 of the business review.

   2011 2010 2010 2009 2008 2007 
   IFRS† IFRS† GAAP GAAP GAAP GAAP

Efficiency ratio % 68.7 65.0 68.9 78.0 76.0 83.0
Return on average  
 members’ equity  % 11.3 11.8 10.6 8.0 7.6 5.9
Return on average assets % 0.6 0.6 0.5 0.4 0.3 0.3
Capital adequacy ratio % 13.6 13.9 14.0 13.5 12.4 12.2
Liquidity ratio % 18.8 16.7 16.3 22.9 17.0 14.6
Net interest margin % 2.3 2.4 2.5 2.1 2.1 2.2
Net interest income/ 
 operating revenue % 82.5 80.9 76.3 72.7 67.5 77.9
Gross impaired loans/ 
 total loans % 0.2 0.6 0.6 0.4 0.3 0.2
Data is derived from or is calculated using data from Vancity’s audited Complete Consolidated Financial Statements. 
†See note on page 89.

https://www.vancity.com/2011annualreport/financialstmts


99Summarized statements and other information | VANCITY 2011 ANNUAL REPORT

KPMG LLP’s independent 
auditors’ report on 

summarized consolidated 
fi nancial statements 

To the Members

The accompanying Summarized Consolidated Financial Statements, which comprise 
the summarized consolidated balance sheets as at December 31, 2011, December 31, 2010 
and January 1, 2010, the summarized consolidated statements of operations, comprehensive 
income, changes in members’ equity and cash fl ows for the years ended December 31, 
2011 and December 31, 2010, and related notes, are derived from the audited Complete 
Consolidated Financial Statements of Vancouver City Savings Credit Union (the “Credit 
Union”) for the years ended December 31, 2011 and December 31, 2010.

We expressed an unmodifi ed audit opinion on those consolidated fi nancial statements 
in our report dated March 1, 2012. Those consolidated fi nancial statements, and the 
Summarized Consolidated Financial Statements, do not refl ect the eff ects of events that 
occurred subsequent to the date of our report on those consolidated fi nancial statements.

The Summarized Consolidated Financial Statements do not contain all the disclosures 
required by International Financial Reporting Standards. Reading the Summarized 
Consolidated Financial Statements, therefore, is not a substitute for reading the audited 
Complete Consolidated Financial Statements of the Credit Union.

Management’s responsibility for the Summarized Consolidated 
Financial Statements
Management is responsible for the preparation of the audited Complete Summarized 
Consolidated Financial Statements on the basis described in Note 1.

Auditors’ responsibility
Our responsibility is to express an opinion on the Summarized Consolidated Financial 
Statements based on our procedures, which were conducted in accordance with Canadian 
Auditing Standard 810, “Engagements to Report on Summarized Financial Statements.”

Opinion
In our opinion, the Summarized Consolidated Financial Statements derived from 
the audited Complete Consolidated Financial Statements of the Credit Union for 
the years ended December 31, 2011 and December 31, 2010 are a fair summary of 
those consolidated fi nancial statements, on the basis described in Note 1.

Chartered Accountants
Vancouver, Canada
27 March 2012
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    December 31,  December 31,  January 1,  
(thousands of dollars)  2011  2010  2010

Assets
Cash and cash equivalents $ 116,025 $ 208,689 $ 144,737
Interest bearing deposits with financial institutions   2,083,277  1,804,231  2,119,602
Financial assets: 
 Fair value through profit or loss  242,958  36,714  30,404
 Available-for-sale  178,030  61,673  524,684
    420,988  98,387  555,088
Accrued interest receivable  14,374  8,832  11,175
Derivative instruments  19,258  23,506  20,043
Loans and advances to members: 
 Residential mortgages  7,143,071  6,831,727  6,610,652
 Commercial mortgages  1,760,774  1,454,661  1,272,422
 Consumer loans  2,695,666  2,638,598  2,610,122
 Business loans  1,709,245  1,642,950  1,527,471
 Accrued interest receivable  23,935  24,756  24,141
 Allowance for credit losses  (83,586)  (96,902)  (89,006)
    13,249,105  12,495,790  11,955,802
Premises and equipment  94,226  95,861  80,739
Intangibles  22,750  11,687  2,842
Inventory  15,091  23,916  30,562
Investment property  1,588  1,232  1,864
Current tax assets  7,762  -  -
Deferred tax assets  42,161  31,751  31,076
Assets held for sale  -  5,076  5,076
Retirement benefit asset  -  1,039  1,318
Other assets  40,512  36,921  67,347
Total assets $ 16,127,117 $ 14,846,918 $ 15,027,271

Liabilities and Members’ Equity
Deposits from members:
 Demand deposits $ 4,451,342 $ 4,197,454 $ 3,981,827
 Term deposits  8,709,949  8,313,020  8,145,344
 Shares  106,402  101,794  101,105
 Accrued interest and dividends payable  98,107  80,383  91,476
    13,365,800  12,692,651  12,319,752
Derivative instruments  38,139  12,144  10,900
Borrowings:
 Secured borrowings  181,698  376,198  623,757
 Wholesale borrowings  1,458,855  731,356  1,150,845
 Accrued interest payable  1,740  1,235  4,319
    1,642,293  1,108,789  1,778,921
Accounts payable and accrued liabilities  187,254  205,656  184,052
Provisions   5,501  5,839  4,358
Current tax liabilities  -  10,826  6,625
Retirement benefit obligation  44,272  32,170  25,425
Other liabilities  8,884  9,575  6,248
Total liabilities  15,292,143  14,077,650  14,336,281
Members’ equity:
 Capital and reserves attributable to members:
 Contributed surplus  29,275  29,275  29,275
 Retained earnings   815,889  732,884  649,755
 Accumulated other comprehensive income  (10,190)  7,109  11,960
Total members’ equity  834,974  769,268   690,990
Total liabilities and members’ equity $ 16,127,117 $ 14,846,918 $ 15,027,271

Approved on behalf of the Board:

VANCOUVER CITY SAVINGS CREDIT UNION 
December 31, 2011, with comparative figures  

for December 31, 2010 and January 1, 2010

Summarized 
consolidated  

balance sheet

Virginia Weiler 
Director

David Wong 
Director
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(thousands of dollars)    2011  2010
 
Interest income   $ 601,160 $ 572,930
Interest expense    246,794  218,278

Net interest income    354,366  354,652

Loan impairment expense     18,003  27,228

Fee and commission income    100,344  94,338
Fee and commission expense    29,924  23,547

Net fee and commission income    70,420  70,791

Hedge ineffectiveness on cash flow hedges    (2)  16
Real estate development income     2,681  2,866
Net gains on financial assets    319  6,888
Other income    1,595  3,064
      4,593  12,834

Total operating income    411,376  411,049

Operating expenses:
 Salary and employee benefits    166,792  163,800
 Occupancy and equipment    39,735  36,953
 General and administrative     73,765  71,676
      280,292  272,429

Gains from business reorganization and other    -  259

Net earnings from operations before distribution and tax    131,084  138,879

Distribution to community and members     28,404  24,856

Net earnings from operations before tax     102,680  114,023

Income tax expense     11,994  27,810

Net earnings from operations   $ 90,686 $ 86,213

VANCOUVER CITY SAVINGS CREDIT UNION 
Year ended December 31, 2011,  

with comparative figures for 2010

Summarized 
consolidated 
statement of 

operations
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(thousands of dollars)    2011  2010
 
Net earnings from operations   $ 90,686 $ 86,213

Other comprehensive income (losses) for the year, net of tax:
 Net gains on available-for-sale financial assets:
  Unrealized gains arising during the year,  
   net of tax expense of $474 (2010 – tax expense of $169)   2,609  455
  Amount transferred to the statement of operations,
   net of tax recovery of $133 (2010 – tax recovery of $4)   (734)  (11)
      1,875  444

Cash flow hedges:
 Effective portion of changes in fair value,
  net of tax recovery of $2,555 (2010 – tax expense of $900)   (14,065)  2,433
 Amount transferred to the statement of operations,
  net of tax recovery of $928 (2010 – tax recovery of $2,860)   (5,109)  (7,728)
      (19,174)  (5,295)

Unrealized losses on pension assets and benefits, 
 net of tax recovery of $2,234 (2010 – tax recovery of $1,141)    (7,681)  (3,084)

Other comprehensive losses for the year    (24,980)  (7,935)

Comprehensive income attributable to members   $ 65,706 $ 78,278

 

VANCOUVER CITY SAVINGS CREDIT UNION 
Year ended December 31, 2011,  

with comparative figures for 2010

Summarized 
consolidated  
statement of 

comprehensive 
income
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(thousands of dollars)    2011  2010
 
Cash flow from operating activities:
Net earnings from operations before distribution and tax   $ 131,084 $ 138,879
Adjustments for non-cash items:
 Loan impairment expense    18,003  27,228
 Other comprehensive loss    (24,980)  (7,935)
 Depreciation of premises and equipment    12,336  11,339
 Amortization of intangibles    1,702  859
 Depreciation of investment property    19  -
 Net gains on financial assets at fair value through 
  profit or loss and available-for-sale    (319)  (6,888)
 Realized and unrealized gains on available-for-sale financial assets   (2,216)  (609)
 Net gains on disposition of assets held for sale    (207)  -
 Income tax expenses    (11,994)  (27,810) 
      123,428  135,063
 Change in derivative instruments    30,243  (2,219)
 Change in current tax assets and liabilities    (18,588)  4,201
 Change in deferred tax assets    (10,410)  (675)
 Change in other assets    (3,591)  30,426
 Change in accounts payable and accrued liabilities    (18,402)  21,604
 Change in provisions, including pensions    12,803  8,505
 Change in other liabilities    (691)  3,327
 Net cash generated from operating activities    114,792  200,232
 
Cash flow from investing activities:
 (Purchase of) proceeds from disposition of interest bearing deposits 
  with financial institutions    (279,046)  315,371
 (Purchase of) proceeds from disposition of financial assets at fair value 
  through profit or loss and available-for-sale    (320,066)  464,198
 Change in accrued interest receivable    (5,542)  2,343
 Change in loans and advances to members    (771,318)  (567,216)
 Purchase of premises and equipment    (21,503)  (26,466)
 Disposal of premises and equipment    10,802  5
 Purchase of intangibles    (12,765)  (9,704)
 (Purchase of) proceeds from disposition of investment property   (375)  632
 Change in inventory    8,825  6,646 
 Proceeds from disposition of assets held for sale    5,283  -
 Net cash (used) generated in investing activities    (1,385,705)  185,809
 
Cash flow from financing activities:
 Change in deposits from members    650,817  383,303
 Change in shares    4,608  689
 Change in accrued interest and dividends payable    17,724  (11,093)
 Secured borrowings repayment    (194,500)  (247,559)
 Change in wholesale borrowings    727,499  (419,489)
 Change in accrued interest payable on borrowings    505  (3,084)
 Distributions to community and members    (28,404)  (24,856)
 Net cash generated (used) from financing activities    1,178,249  (322,089)
Cash and cash equivalents at the beginning of the year    208,689  144,737
Net cash (decrease) increase in cash and cash equivalents    (92,664)  63,952 
Cash and cash equivalents at the end of the year   $ 116,025 $ 208,689

VANCOUVER CITY SAVINGS CREDIT UNION 
Year ended December 31, 2011,  

with comparative figures for 2010

Summarized 
consolidated  
statement of 

cash flows
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      AOCI  AOCI    Total
    Contributed  Hedging  Fair value  Retained  members’
(thousands of dollars)  surplus  reserve  reserve  earnings  equity

Balance at January 1, 2011  $ 29,275 $ 5,770 $ 1,339 $ 732,884 $ 769,268

Net earnings from operations  -  -  -  90,686  90,686

Other comprehensive 
 income (losses) for the year,  
 net of tax:  

 Net gains on available-for-sale 
  financial assets:     
  Net unrealized gains arising 
    during the year  -  -  2,609  -  2,609
  Net amount transferred  
    to the statement
    of operations  -  -   (734)   -  (734)
    -  -  1,875  -  1,875
 
Cash flow hedges:
 Effective portion of changes  
  in fair value  -  (14,065)  -  -  (14,065)
 Net amount transferred  
  to the statement 
  of operations  -  (5,109)  -  -  (5,109)
    -  (19,174)  -  -  (19,174)

Net unrealized losses on pension 
 assets and benefits  -  -  -  (7,681)  (7,681)

Other comprehensive losses
 for the year  - - (19,174)  1,875  (7,681)  (24,980)

Total comprehensive income 
 attributable to members  - - (19,174)  1,875  83,005  65,706

Balance at December 31, 2011 $ 29,275 $ (13,404) $ 3,214 $ 815,889 $ 834,974

VANCOUVER CITY SAVINGS CREDIT UNION 
Year ended December 31, 2011,  

with comparative figures for 2010

Summarized 
consolidated  

statement 
of changes 

in members’ 
equity 
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      AOCI  AOCI    Total
    Contributed  Hedging  Fair value  Retained  members’
(thousands of dollars)  surplus  reserve  reserve  earnings  equity

Balance at January 1, 2010 $ 29,275 $ 11,065 $ 895 $ 649,755 $ 690,990

Net earnings from operations   -  -  -    86,213  86,213

Other comprehensive  
 income (loss) for the year,  
 net of tax:  
 
 Net gains on available-for-sale 
  financial assets:
  Net unrealized gains arising
    during the year  -  -   455   -  455
  Net amount transferred 
    to the statement  
    of operations  -   -  (11)  -   (11)
      -  -  444   -  444

Cash flow hedges:
 Effective portion of changes 
  in fair value  -   2,433  -  -    2,433
 Net amount transferred  
  to the statement 
  of operations  -   (7,728)  -  -    (7,728)
     -  (5,295)   -  -  (5,295)

Net unrealized losses on pension 
 assets and benefits   -  -   -  (3,084)  (3,084)

Other comprehensive losses
 for the year   -  (5,295)  444  (3,084)  (7,935)

Total comprehensive income  
 attributable to members   -  (5,295)  444  83,129  78,278 

Balance at December 31, 2010 $ 29,275 $ 5,770 $ 1,339 $ 732,884 $ 769,268



Note 1: Basis of preparation
The Summarized Consolidated Financial Statements are derived from the audited 
Complete Consolidated Financial Statements and Notes, prepared in accordance with 
International Financial Reporting Standards, as at and for the years ended December 31, 
2011 and December 31, 2010. Those audited Complete Consolidated Financial Statements 
were approved by the Board of Directors on March 1, 2012 and are located on Vancity’s 
website at: vancity.com/2011annualreport/financialstmts (PDF)

The Summarized Consolidated Financial Statements were prepared by management 
based on the following criteria:

•	 To fairly summarize financial information, extracted from the audited Complete 
Consolidated Financial Statements, for inclusion in the 2011 Annual Report, which 
provides members with relevant information on the financial, environmental and 
social performance of Vancity

•	 To be in compliance with Section 128 (4) of the Financial Institutions Act,  
RSBC 1996, c. 141

Note 2: Transition to new accounting standards
The audited Complete Consolidated Financial Statements are the Credit Union’s  
first financial statements prepared in accordance with International Financial Reporting 
Standards (IFRS), and IFRS 1 First-Time Adoption of International Financial Reporting 
Standards, has been applied. The Credit Union previously prepared its consolidated 
financial statements in accordance with Canadian Generally Accepted Accounting 
Principles (Canadian GAAP). 

IFRS 1 requires first-time adopters to retrospectively apply, with certain exceptions,  
all effective IFRSs in effect as at the reporting date, which for the Credit Union was 
December 31, 2011. A detailed explanation of how the transition from Canadian GAAP  
to IFRS has affected the Credit Union’s financial position, financial performance and 
cash flows is presented in the notes to the audited Complete Consolidated Financial 
Statements for the year ended December 31, 2011.
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The following are defi nitions for 
some of the more technical terms 
used throughout this report. Our 
defi nitions may vary from generally 
accepted defi nitions.

AA1000: A series of principles-based 
standards to a) identify, prioritize and 
respond to sustainability challenges, 
b) for assurance and c) for stakeholder 
engagement.

Accountability: A responsibility 
to account for or explain actions 
undertaken.

Accountability data and information: 
Data and information (primarily 
non-fi nancial) we voluntarily disclose 
in addition to fi nancial data and 
information we need to provide to meet 
regulated reporting requirements. We do 
this to provide members with a more 
complete picture of our performance.

Active members: See Members. 

Absenteeism rate: The number of work 
days missed by employees due to illness 
per permanent full-time equivalent. 
Work days missed include care days 
(personal and severe family illness and 
emergency child or elder care) and 
short-term disability leave.

Accountability data or statements: 
Primarily non-fi nancial data presented 
in addition to the fi nancial statements 
to provide a complete picture of 
organizational performance.

Assets with impact: Include community 
investment impact loans, socially 
responsible client and member 

investments (assets under management 
or administration), and treasury 
investments which generate positive 
social and environmental returns while 
maintaining strong fi nancial returns.

Best-in-class: The highest performance-
level range for a particular industry 
sector. 

Branch service score (average): The 
score is based on members’ average 
rating of “overall branch service” on a 
scale of one to ten. The data source is 
the third-party administered Member 
Experience Tracking System (METS).

Capital adequacy ratio: Regulatory 
capital divided by the value of risk-
weighted assets. It is one measure that 
refl ects the strength of the institution 
and is looked upon as a cushion for 
unexpected losses. Capital levels for 
BC credit unions are regulated pursuant 
to guidelines issued by the Financial 
Institutions Commission of British 
Columbia, based on standards issued by 
the Bank of International Settlements. 
Minimum capital adequacy ratio is 8 per 
cent, along with a requirement that at 
least 35 per cent of capital base consist 
of retained earnings.

Carbon neutral: Having net-zero carbon 
emissions by reducing greenhouse gas 
emissions, then off setting emissions 
through the purchase of carbon off sets 
from emission-reducing activities that 
others have undertaken.

Carbon footprint: the total set of 
greenhouse gas (GHG) emissions caused 
by an organization, event, product or 
person.

Cash-fl ow fi nancing: Lending that’s 
based more on an assessment of the 
organization’s current and expected cash 
fl ow than on real estate collateral. 

CEO: Chief Executive Offi  cer, who 
reports to the Board of Directors.

Central 1: Central 1 Credit Union is the 
central fi nancial facility, payments 
settlement centre and trade association 
for credit unions in British Columbia and 
Ontario. 

Change product portfolio: Products 
designed to benefi t a specifi c (usually 
underserved) target group, where social 
and/or environmental features are 
embedded into the product design.

Commercial loans—See Loans. 

Community impact—See Impact. 

Community Investment division: This 
division comprises the Community 
Business, Community Real Estate, 
Community Capital, Community 
Investment and Community Credit 
and Administration groups.

Community investment impact loans: 
Loans (business and commercial) that 
have the ability to facilitate positive 
community impact. Detailed internal 
criteria exist to help us determine what 
to categorize as impact loans. These 
criteria will evolve over time as our 
understanding of positive impact 
increases. 

Community investment impact 
loans—new: Community investment 
impact loans approved in the calendar 
year.

Community investment loans: 
Commercial loans and loans to 
businesses, including not-for-profi t 
organizations, social enterprise and 
co-operatives, generated by Vancity’s 
Community Investment division 
(Community Business, Community Real 
Estate and Community Capital)

Community investment loan 
portfolio—net growth: Net annual 
increase in the dollar value of loans 
outstanding.

Compensation or remuneration: 
Unless otherwise stated, compensation 
includes base pay, variable pay (profi t 
share and any incentives) and benefi ts/
perks. It excludes pension arrangements.

Contact Centre: See Member Service 
Centre.

Co-operative: A business organization 
owned and operated by a group of 
individuals (members) for their mutual 
benefi t.

Economic capital ratio: Actual capital 
base divided by economic capital that 
we have determined we are required 
to hold to protect Vancity against 
unexpected losses. Economic capital 
answers the question “How much capital 
do we need to hold, given our company’s 
risk profi le?” The target for this metric is 
always at least 100 per cent.

Economic value distributed: This 
provides a basic indication of how 
an organization creates fi nancial wealth 
for its stakeholders. Includes operating 
costs, (which include payments to 
suppliers), employee wages and benefi ts, 
distributions to members and interest 
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paid on wholesale borrowings, gross 
taxes, and community allocations.

Efficiency ratio: Total operating  
expenses including community 
distributions, divided by total operating 
income excluding loan impairment 
expense. It measures how much we  
must spend to make one dollar.  
A lower efficiency ratio is generally  
desired because this means it costs  
less to generate each dollar of income.

Employee engagement: The energy  
or passion employees have for their 
employer.

Employee engagement score: The 
percentage of employees with a score  
of 4.5 out of six on six key questions.  
The data source is the annual employee 
engagement survey, which is administered 
by Aon Hewitt, a third party.

Employee turnover or turnover rate: 
The number of permanent employees 
who leave Vancity during the year 
divided by the average number of 
permanent employees in the year. 
Employees who leave the organization 
voluntarily or due to dismissal or 
retirement are included. It excludes 
‘churnover’ (internal movement).

Employees—full-time equivalents 
(FTE): Total active full-time equivalents 
based on the number of hours actually 
worked by all employees (permanent and 
non-permanent) in the fiscal year. Total 
hours worked divided by 1,820 working 
hours in a year. This number is used for 
normalizing data.

Employees—headcount: Total number 
of individual permanent full-time, 
part-time, and non-permanent (contract) 
employees. Includes active and inactive 
employees. Inactive employees are those 
on maternity leave, short-term disability 
leave or short-term leaves of absence, 
excluding employees on long-term 
disability and long-term leaves of 
absence.

Employees—on call or casual: 
Employees with very flexible work 
arrangements. Typically on-call 
employees are called in to work on short 
notice on an as-needed basis to cover 
vacations, leaves, and other temporary 
staffing situations.

ESG screens: Environment, social and 
governance screens. Environmental 
screening looks for companies that 
reduce their environmental impact; for 
example, by eliminating their use of 
hazardous or toxic materials, or using 
recycled materials as raw materials. Social 
screens usually include items like human 
rights, employee rights, consumer rights 
and animal rights. Governance looks at 
how companies deal with, for example, 
compensation, incentive packages and 
whether there are procedures to 
encourage sustainability.

Ethical Policy: A set of guidelines that 
help us decide which organizations we 
want to do business with. 

Executive Leadership Team (ELT):  
The Chief Executive Officer and those 
who report directly to her.

Financial margin:  
See Net interest income. 

Grants—mission-based: Grants used to 
develop partnerships with community 
groups chosen for their particular 
expertise and shared strategic objectives. 
Such partnerships are often multi-year  
in duration and include involvement far 
beyond a grant. 

Grants—project: Grants of up to $10,000 
support local projects and programs 
initiated by community organizations 
that align to our guidelines and support 
our vision.

Grants—responsive: Grants, including 
community project grants, that support 
projects and programs initiated by 
organizations in the communities in 
which our members live and work.  
These grants align to guidelines and 
funding priorities focused on our vision.

GRI/Global Reporting Initiative: A 
non-profit organization that produces 
one of the world’s most prevalent 
standards for sustainability reporting.

Greenhouse gas emissions: Includes 
emissions from premises energy use, 
paper use, vehicle fleet, employee 
business travel by vehicle or air, and 
employee commuting to and from  
work in a single-occupancy vehicle. 
Emissions are expressed in tonnes of 
carbon-dioxide (CO2) equivalent. Some 
estimation and extrapolation is used  
in the calculation.

Gross impaired loans/total loans: 
Non-performing loans before specific 
allowance, divided by total loans  
before accrued interest receivable and 
allowance for credit losses. This is a loan 
quality indicator that represents the 
proportion of non-performing loans 
relative to the entire loan portfolio. 

IFRS/International Financial Reporting 
Standards: Principles-based standards, 
interpretations and the framework 
adopted by the International Accounting 
Standards Board (IASB). 

Impact (positive): An improvement  
(or potential improvement) in the lives  
of people, the community and/or  
the environment.

Injury rate: The number of claims (those 
accepted by WorkSafe BC) x 200,000 
(equivalent to 100 full-time employees 
working 40-hour weeks, 50 weeks per 
year), divided by the hours worked.

ISO/International Organization for 
Standardization: An international 
standard-setting body composed of 
representatives from various national 
standards organizations.

Leadership in Energy and Environmental 
Design (LEED) Green Building Rating 
System: A third-party certification 
program and internationally accepted 
benchmark for the design, construction 
and operation of high performance  
green buildings. 
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Liquidity ratio: Total liquid assets 
divided by total deposits from members. 
It represents assets that could be easily 
liquidated to pay short-term obligations. 

Loans—business: Loans and lines of 
credit to businesses, and commercial 
loans less than $6.5 million, generated  
by Vancity’s Business and Community 
Capital groups; and small-business loans 
generated by Vancity’s Community 
Member Services division (non real-
estate secured loans less than $150,000, 
and real-estate secured loans less  
than $750,000).

Loans—commercial: Commercial real 
estate loans generated by Vancity’s 
Community Real Estate group for both 
construction and fixed rate loans, 
generally over $6.5 million. Loans include 
office, industrial, retail and multi-family 
residential properties located in BC, 
Alberta and Ontario.

Loans—community investment: See 
community investment loan portfolio.

Loans—residential mortgages: Loans  
to personal members secured by 
real-estate, generated by Vancity’s 
Member Services division.

Loans—consumer: Loans and lines of 
credits to personal members that are  
not secured by real-estate (e.g. car  
loans), generated by Vancity’s Member 
Services division. 

Loans—impact: See Community 
investment impact loans.

Loans—residential mortgages: Loans  
to personal members secured by 
real-estate generated by Vancity’s 
Member Services division.

Loan portfolio—total: Total dollar value 
of all loans outstanding net of provisions 
for credit losses. Loans include commercial 
loans, business loans, residential mortgages 
and consumer loans. 

Managed purchases: Those goods and 
services procured by Vancity, for which 
decision-making and oversight are 
performed internally. These don’t include 
spending related directly to payments 
made to the government; (municipal, 
provincial or federal) or costs associated 
with the lease of premises at which 
Vancity has a place of business.

Member loyalty score—overall:  
A combined loyalty score proportional  
to the ratio of personal and business 
members at Vancity. It’s the percentage 
of members who rate Vancity a nine or 
10 out of 10 on all three loyalty measures: 
overall experience at Vancity, likelihood 
to continue using Vancity and likelihood 
to recommend Vancity to others. The 
data source is the annual member  
loyalty survey, which is administered  
by a third party.

Member Service Centre: Our contact 
centre serving members via phone  
and email.

Member Service Centre customer 
satisfaction score (Csat): The percentage 
of members answering “very satisfied” 
from four choices ranging from “very 
satisfied” to “very dissatisfied” to the 
question, “Based on your last call to their 
call centre, overall how satisfied are you 
with Vancity’s call centre?” The data 
source is the Member Services Centre 
quality tracking survey.

Member Services division: This division 
comprises Community Member Services 
(including our network of 59 branches), 
Member Service Centre, Visa and Foreign 
Exchange groups, and the Sustainable 
Wealth Management group (including 
Vancity Investment Management). 

Members: A person who resides,  
works or carries on business in British 
Columbia and holds a minimum of  
$5 in membership equity shares with 
Vancouver City Savings Credit Union  
and Squamish Savings. 

Members—active: Members who  
have at least one open account and a 
member-initiated or automated payment 
transaction within the last 12 months.

Members—business: Organizational 
members, including not-for-profit 
organizations, social enterprises  
and co-operatives.

Members—personal or retail:  
Individual members.

Membership—net annual growth:  
The difference between the previous  
and current year’s number of members.

Mission-based grants: See Grants. 

Mutual fund: A redeemable investment 
vehicle in which funds are pooled  
by numerous investors and used  
to purchase common stocks, bonds  
or other financial instruments, which  
is managed by professional portfolio 
managers.

Net interest income: The income  
we earn from loans (interest income)  
less the interest we pay on deposits  
(interest expense).

Net interest margin: Net interest 
income divided by average interest-
earning assets. It represents the average 
yield on the credit union’s interest-
earning assets. 

Net interest income/operating revenue: 
Net interest income divided by total 
operating income, excluding loan 
impairment expense. Operating revenue 
includes non interest income such  
as fees, commissions, real estate 
development income and net gains on 
financial assets. This ratio represents  
the relative proportion of net interest 
income in relation to operating revenue. 

New hire rate: Rate of new (permanent) 
employees joining the organization for 
the first time. Calculated by the total 
number of new employees hired for  
the year divided by average number of 
employees for the year, multiplied by 100.
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Onboarding: Also known as organizational 
socialization, onboarding refers to the 
mechanism through which new employees 
or new members acquire the necessary 
knowledge, skills, and behaviour to 
become effective organizational 
members and insiders.

Privacy complaint or breach: A breach 
of Vancity’s Privacy Code regarding the 
privacy, confidentiality and security of 
member personal information. Examples 
of breaches could include: improperly 
accessing member personal information 
without consent, losses of customer data 
and mail, email or telephone calls that 
are directed to the wrong location.

Project grants: See Grants. 

Remuneration: See Compensation.

Responsive grants: See Grants. 

Retail—member, service or banking: 
Retail refers to personal or individual 
banking (rather than commercial or 
business banking).

Return on average assets: Net earnings 
from operations divided by average 
assets. It measures how efficient we are 
at using our assets to generate earnings.

Return on average members’ equity:  
Net earnings from operations divided  
by average members’ equity, excluding 
member shares. It measures how much 
profit we generate with every unit of 
members’ equity. 

Securitization: The process of pooling 
certain types of assets (such as mortgages) 
and repackaging them to form liquid 
interest-bearing securities. The interest 
and principal payments from the assets 

are passed through to the purchasers  
of the securities, as is the credit risk 
associated with the assets.

Shared Success: As a financial co-
operative, each year we give back the 
equivalent of 30 per cent of our net 
earnings from operations to members  
(in the form of share dividend and 
patronage rebates) and the community 
(through grants). We call this dividend 
Shared Success.

Social enterprise: An organization that 
applies business strategies to achieving 
philanthropic or other positive societal 
goals. Social enterprises can be structured 
as for-profit or not-for-profit.

Socially responsible investments (SRI): 
As defined by the Social Investment 
Organization (SIO), SRI is the inclusion  
of environmental, social and governance 
(ESG) considerations into the management 
and selection of investments. We include 
all relevant funds listed by the SIO, 
including the IA Clarington Inhance SRI 
Fund family. In addition we include the  
IA Clarington bond fund, Vancity 
segregated fund, and all assets managed 
by Vancity Investment Management 
(VCIM) unless a client specifically 
requests that environmental, social or 
governance (ESG) screens not be applied.

Sponsorship: Donation of cash and/or 
in-kind resources that support an 
organization’s event or idea in return  
for public recognition of Vancity and  
our members’ support for the project.

Stakeholder: Individuals or groups  
who affect and/or are affected by  
the organization and its activities. 

Stakeholders—key: Vancity has 
identified its key stakeholders as 
members, employees, community  
and regulators.

Supplier—strategic: Suppliers with  
a total annual spend of more than 
$250,000 or who pose a high financial  
or reputational risk.

Supplier—locally-based: We determine 
locally-based suppliers by using the 
“remit to” postal code shown on the 
supplier invoice and the following criteria: 
the supplier has a local representative, a 
local store and/or local warehouse within 
the communities our branches operate in. 

Sustainability: At Vancity, sustainability 
means ensuring we’re a strong enduring 
organization by doing business in a way 
that contributes to the well-being of  
our members, communities and the 
environment. 

Sustainable transportation mode:  
Any transportation mode (e.g. public 
transit, carpooling, biking or walking) 
except for driving alone (i.e., single 
occupancy vehicle).

SVP: Senior Vice President. At Vancity, 
SVPs report directly to the Chief 
Executive Officer (CEO). 

Turnover: See Employee turnover.

Vancity Centre: Vancity’s head office 
building located at 183 Terminal Avenue, 
Vancouver BC.

VP: Vice President. At Vancity, VPs report 
directly to the Chief Executive Officer 
(CEO) or to a Senior Vice President.

Waste recycled or diverted from  
the landfill: Waste recycled or diverted 
from the landfill at Vancity Centre (glass, 
plastics, metals, paper, cardboard, other 
fibrous materials and compost) divided 
by total waste collected. Due to issues 
with data accuracy, not all the items we 
recycle are included. 

Well-being—individual or member:  
Our definition will continue to evolve, 
but well-being is an individual’s overall 
quality of life. This incorporates many 
factors such as financial literacy and 
security, employment, affordable 
housing, the built environment, physical 
and mental health, education, recreation 
and leisure time, and social belonging. 

Well-being—community: This definition 
will continue to evolve, but we have 
identified three key dimensions. A 
healthy community is one in which: 
co-operative principles and practices 
flourish; all people have basic human 
rights and equal access to the benefits  
of their society; the environmental 
sustainability is enhanced. 

Certain financial or accounting-related terms defined 
above do not have a standardized meaning under IFRS  
or GAAP and therefore may not be comparable to similar 
measures used by other financial institutions.

Reference to any third-party report, website or other 
source is for information purposes only. Vancity assumes 
no liability for the completeness, accuracy or suitability  
of any information provided by any third-party source.
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Topic Page(s) 
in this 
report

Online 
reference 

Global Reporting 
Initiative (GRI) 
Indicator reference

Financial and economic 59, 67, 75, 
93, 98, 100

DMA, 3 DMA EC 

Anti-money laundering /aml and DMA, 
15-16

Capital adequacy 77, 98 FS, Note 25

Credit risk 41, 46 FS, Note 23 (a) 
and DMA, 14

EC2, FS1-FS4

Economic value added 94 EC1

Economic capital ratio 98

Effi  ciency ratio 26, 76, 81

Expenses 59, 76, 101

Fee and commission income 54, 101 FS, Note 19

Financial ratios 98

IFRS/International Financial 
Reporting Standards

76, 106 FS, Note 31

Impaired loans 42, 98 FS, Note 7

Interest income and expense 40, 98, 101 FS, Note 18

Liquidity/liquidity ratio 24, 51, 98 FS, Note 23 (b)

Living wage 60-61 EC5

Loan portfolio 41-42, 89 FS, Note 7 
and AS, 7

FS6

Net earnings from operations 
and net earnings from operations 
before distribution and tax

17, 26, 75, 
101 

2.8

Return on average assets 98

Return on average 
members’ equity

98

Suppliers/sustainable purchasing 60, 93 EC6

Sustainable growth model 25

Tax expense 70 FS, Note 11 EC4

Treasury investments 51 FS, Note 23 (b) (ii) 

Products and services 40, 41, 52, 
89, 90

DMA, 10 DMA PR

Asset management 50, 89 4.12, FS10-FS12

Business and commercial loans 41

Credit cards/prepaid Visa 
gift cards

48-49

Deposits 40

Fees and rates /feesandrates 
and DMA, 10

FS15

Impact loans 43-44, 89 FS7, FS8

Loans/mortgages and 
investments

41-51, 89-90 FS, Note 7

Financial planning and advice 52-54 FS15

Financial literacy 52-54 /fi nancialliteracy 
and AS, 12

FS16

Foreign exchange services 54

Products/services with social 
or environmental benefi ts

43-47, 52, 
89, 90

/changeproducts 
and AS, 9-12

FS7, FS8

Responsible lending 41, 46 DMA, 14 EC2, FS1-FS4, FS15

Socially responsible investing 52, 89 /sri FS7, FS8

Topic Page(s) 
in this 
report

Online 
reference 

Global Reporting 
Initiative (GRI) 
Indicator reference
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Members 34, 88 DMA, 8 and 10 DMA S0 and PR

Complaints—number, procedure 88 /complimentsandcomplaints  
and DMA, 10-11 

Financial/social inclusion 37 DMA, 9 FS13, FS14

Number of members/member 
profile

88 AS, 4-5

Privacy 88 /privacy and 
DMA, 11-12

PR8

Service experience and initiatives 35-38 PR5

Employees 55, 91 DMA, 6 DMA LA and HR

Benefits vancitycareers.com 
and DMA, 6

LA3 (ADD)

Compensation and profit share 58, 92-93 DMA, 6 EC5, LA14

Complaints and grievances 92

Diversity 55, 91 /values  
and DMA, 8

LA13

Employee engagement 56

Training and education 56-57 vancitycareers.com 
and DMA, 7-8

LA11

Health and safety 92 DMA, 7 LA7

Hiring practices/new hires 91 AS, 15 and 19 EC7, LA2

Human rights /equal opportunity 92-93 AS, 13-16   
and DMA, 8

LA14, HR4, HR11

Pension plans 92 FS, Note 13 EC3

Profile/number of employees 55, 91 LA1

Turnover 91 AS, 19 LA2

Union/labour-management 
relations

91 DMA, 7 LA4, LA5

Environment and community 61, 67,  
93, 95

DMA,  
4 and 8

DMA EN and SO

Carbon neutral and carbon 
offsets

61-66 AS, 20-22

Commuting (by employees) 63, 94

Dockside Green 49

Energy use (premises) 63, 94 EN3, EN4

Granting programs 68, 95 /grants

Greenhouse gas emissions 62-64, 93 AS, 20-22  
and 32-47

EN16, EN17

Paper use and quality 64, 94 EN1, EN2, EN22

Products/services with social  
or environmental benefits

See products and services above

Shared Success 67, 95 FS, Note 22 EC1

Sponsorships /sponsorships

Waste (collected, recycled) 66, 94 DMA, 5 EN1, EN2, EN22

Water use 94 DMA, 6 EN8

Volunteering 68

Governance, management  
and reporting

12-33, 71-83, 
96-97

DMA, 8 and 12 DMA SO, Risk and HR

AA1000 Principles 12, 83 accountability.org 4.12

Advocacy 46, 60, 62 /advocacy  
and DMA, 10

SO5, SO6

Audits/assurance 13, 83,  
84, 99

DMA, 12-13 3.13, FS9

Topic Page(s)  
in this 
report

Online  
reference 

Global Reporting 
Initiative (GRI)  
Indicator reference

Topic Page(s)  
in this 
report

Online  
reference 

Global Reporting 
Initiative (GRI)  
Indicator reference
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Risk management–enterprise-
wide

71 DMA, 12 4.9, 4.11

Risks and opportunities 22-24 FS, Note 23 1.2, 4.17

Reporting principles  
and practices

12-13, 83 REP, 1-10 3.1-3.4, 4.8

Stakeholders 12-13, 22 MAT, 1-5 and 
DMA, 10-11

4.14-4.17, 3.5

Targets and commitments–2011 26-33 1.2

Targets and commitments–future 78-81 1.2

Vision and values 18, 25 /values 4.8

  Online references:

  DMA (Disclosure on Management Approach):  
vancity.com/2011annualreport/dma

  FS (Complete Consolidated Financial Statements):  
vancity.com/2011annualreport/financialstmts

  AS (Complete Accountability Statements): 
vancity.com/2011annualreport/accountabilitystmts

  MAT (Materiality and Stakeholder Engagement): 
vancity.com/2011annualreport/materiality

  REP (Reporting Process and History): 
vancity.com/2011annualreport/reportingprocess

This report is prepared in accordance with the Global Reporting Initiative’s G3.1 
Sustainability Reporting Guidelines to application level A+, including the Financial 
Services Sector Supplement (FS). We have reported all required profile and 
management approach disclosures and each core indicator, where possible and material. 

  See the detailed Global Reporting Initiative Content Index (G3.1) for details on 
application levels and explanations of what we have and have not disclosed.

Awards 28 /awards 2.10

Board of Directors and 
Committees  

19, 21,  
72-73, 96

/boardofdirectors 4.1-4.10

Board diversity 28, 96 LA13

Business strategy 16-17, 25, 
78-79

1.1, 1.2

Citizens Bank 20, 48, 
54, 71

citizensbank.ca/
retail

Co-operative model/principles 18 4.12

Compliance with laws and 
regulations

96 DMA, 10 and 12 EN28, SO2, SO7, SO8, 
PR4, PR7, PR9

Directors’ attendance 96 /boardofdirectors

Ethical Policy 19, 60 DMA, 13 4.8, HR1, HR2, FS1-FS5, 
FS10

Ethical Policy—screening results 60, 97 4.8, HR1, HR2, FS1-FS5, 
FS10

Executive/CEO compensation 72, 93 4.5

External operating context 22-24 1.1

Fraud management 95 /antifraudtips 
DMA, 9 and 15

SO4

Future outlook 78-81 1.1

GRI/Global reporting initiative 12, 83 globalreporting.org 4.12

Human rights (in investment and 
procurement practices)

19, 60, 97 DMA, 13 HR1, HR2, FS1-FS5, 
FS10

Materiality process 12-13 MAT, 1-5 3.5

Memberships and voluntary 
initiatives

12-13, 25,  
50, 60, 61

DMA, 16-17 4.12, 4.13

Topic Page(s)  
in this 
report

Online  
reference 

Global Reporting 
Initiative (GRI)  
Indicator reference

Topic Page(s)  
in this 
report

Online  
reference 

Global Reporting 
Initiative (GRI)  
Indicator reference

https://www.vancity.com/2011annualreport/accountabilitystmts
https://www.vancity.com/2011annualreport/dma
https://www.vancity.com/2011annualreport/financialstmts
https://www.vancity.com/2011annualreport/materiality
https://www.vancity.com/2011annualreport/reportingprocess
https://www.globalreporting.org/Pages/default.aspx
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Dunbar
Maryvonne Taft
Fairview
Gabriella Bognar
Fraser Street
Jasvir Kheleh
Hastings
Franko Zaurrini
Kerrisdale
Christopher Singh
Kitsilano
Ross Lambert
Main Street
Aldina Graziano
Marpole
Roanna Haggith
Oakridge
Lily Wong
Point Grey
Zeenat Ali
Vancity Centre
Janette Hunter
Victoria Drive
Elaine Kennedy
West End
Kathryn Fitzgerald

Coquitlam
Maillardville
Jag Gill
Pinetree
Tony Ciulla
Delta
North Delta
Praveen Sidhu
Tsawwassen
Michelle Laviolette
Langley
Langley
Holly Harding
Walnut Grove
Sandeep Mann
Maple Ridge
Maple Ridge
Vanita Dennis
Mission
Mission
Grace Saris
New Westminster
New Westminster
Sheryl Ries
Kruger
Sheryl Ries

Abbotsford
Abbotsford
Michael Spuls
Burnaby
Brentwood
Gerry Collins
Burnaby Heights
Maria Michayluk
North Road
Patricia Sonier
Royal Oak
Jennifer Pecknold
South Burnaby
Peter Unadkat
South Slope
Jas Parmar
Station Square
Mirella Gazzolla
Telus
Michael Sanders
Chilliwack
Chilliwack
Ben Letkeman

North Vancouver
North Vancouver
Greg Letham
Lynn Creek
Arlene Urlacher
Lynn Valley
Navi Dhiman
Westview
Robin Matthews-
Kanhai
Pitt Meadows
Pitt Meadows
Jayne Perrault
Port Coquitlam
North Side
Marie Lewthwaite
Shaughnessy Station
Jenn Fahey
Port Moody
Port Moody
Jindy Bains
Richmond
Richmond
Babs Mann

Squamish
Chieftain Centre
Bal Ladhar
Surrey
Cedar Hills
Dean Webster
Guildford
Rup Sumal
Morgan Creek
Barry Osman
Newton
Jodh Dhaliwal
Surrey City Centre
Sonny Nielsen
Vancouver
4th Avenue
Hormus Karat
Chinatown
Grace Wong
Collingwood
Angela Lam
Commercial Drive
Phelan Jung
Downtown
Jan Dean

Victoria
Victoria
Maria McLeod
Victoria City Centre
Lorraine Hayhoe
Langford
Jeremy Meckler
Scott Street
Chris Tilden
West Vancouver
West Vancouver
Cherie Devisser
White Rock
Semiahmoo
Ana Sawatzky
Regional directors
Debbie Bywater
David Perri
Keith Tongue
Peter Reale

*As of April 2012



Environmental impact estimates were made using the Environmental Paper Network Calculator. 
For more information visit  http://calculator.environmentalpaper.org  
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