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As a values-based financial co-operative, we work with our members  
to build healthy communities. We translate millions of dollars of credit, 
grants and shared profits into support for initiatives like local and organic 
food, affordable housing, environmental sustainability and financial literacy.

We use our financial tools in innovative ways to create a positive  
outcome for our members and communities. That’s the Vancity effect.

The Vancity Effect

These icons link to stories of  
Vancity’s community impact; visit 
vancity.com/mycommunity/impact

http://www.vancity.com/mycommunity/impact


In Vancouver you can buy pretty much any fruit or vegetable all 
year round. But though you may prefer to buy local over imported 
produce, typical Canadian winters often make this impossible. 
Luckily, Local Garden Vancouver Inc. is aiming to change that.

Local Garden offers local restaurants fresh produce year-round 
from its greenhouse atop a parking lot in downtown Vancouver. 
To do so it uses VertiCrop, a new technology for growing healthy, 
natural vegetables in a controlled environment. VertiCrop 
maximizes space usage and eliminates the need for herbicides 
and pesticides.

Vancity, recognizing the potential impact this project could  
have on the local environment and community, provided  
Local Garden with start-up financing.

 vancity.com/localgardenvideo

New technology brings local  
produce to Vancouver year-round

Christopher Ng, CEO, 
Alterrus Systems Inc. 

http://www.vancity.com/localgardenvideo
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 The following supplementary information is available at vancity.com/2012annualreport/…

We’ve been reporting our social and environmental performance 
to members, in addition to our financial results, since 1997. In 2010, 
we began to produce integrated annual reports—reports that 
draw all our results together. As a credit union, our ownership 
structure and way of doing business is different—we’re member-
led rather than shareholder-led. Our business strategy and reports 
reflect how we integrate social, environmental and financial 
elements into all aspects of our business.

Reporting standards
In addition to required financial reporting standards, we 
prepare our reports in accordance with the Global Reporting 
Initiative’s (GRI) Sustainability Reporting Guidelines, and we 
adhere to the AA1000 Principles of inclusivity, materiality and 
responsiveness. We were also the first Canadian organization 
to sign on as a participant in the International Integrated 
Reporting Council’s (IIRC) Pilot Program. We joined because  
we believe that by understanding and enhancing how we 
create value for the people and communities we serve, we  
will remain profitable. We also wanted to share our experience, 
emphasize the importance of a multi-stakeholder perspective, 
and continue to drive improvements in reporting practices. 
We’ve incorporated the key content elements and applied  
the principles of the IIRC’s Integrated Reporting Prototype 
Framework where feasible. 

The 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 affect our 
sustainability performance and responding strategically to them

Report content and scope
The report covers Vancouver City Savings Credit Union and its 
subsidiaries, which, for readability, we collectively refer to as 
Vancity in this report. The content relates to the 2012 calendar 
year, unless we’ve stated otherwise. As well as reporting standards, 
this report was informed by our business model and strategy, 
interviews with our executive and Board, and input from our 
members, employees and thought-leaders.

In response to feedback, we’ve reduced the length of this report. 
We’ve streamlined the content and focused the business review at 
a more strategic level. We’ve also included a two-page summary of 
accountability data in place of the 12-page summarized accountability 
statements. We continue to report progress made on targets 
and commitments as communicated in the previous year’s report, 
and to include future targets and commitments that will help us 
achieve our strategic objectives and move us closer to our vision.

Assurance
Toward the back of this report you’ll find the independent 
financial auditors’ (KPMG) and sustainability assurance provider’s 
(Ernst & Young) reports. We choose to have independent 
assurance on our adherence to the AA1000 Principles, and on 
key accountability data and information, so that users, including 
management, have confidence this report is complete, accurate 
and balanced. External assurance also drives improvements and 
innovation in our management and reporting practices. 

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

 globalreporting.org—Global Reporting Initiative’s 
Sustainability Reporting Guidelines

 accountability.org.uk—AA1000 Principles

 theiirc.org—International Integrated Reporting  
Council’s Integrated Reporting Framework

About this report

 /financialstmts 
Complete Consolidated  
Financial Statements

 /accountabilitystmts 
Complete Consolidated  
Accountability Statements

 /griindex 
Detailed Global Reporting  
Initiative (GRI) Content Index

 /dma 
Disclosure on Management Approach 

 /reportingprocess 
Reporting Process and History

 /ghginventory 
Vancity’s Greenhouse Gas Inventory Report

 /glossary 
Definitions of key terms used  
throughout the Annual Report 
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Section one
About Vancity and key results

Our vision to redefine wealth is supported by a banking model 
that’s grounded in the local economy, whereby members 
deposit their money with us and we use their deposits to lend 
to other members who are growing local businesses, buying 
homes or working to support the economy and protect the 
environment. This is what values-based banking looks like.

We drive financial results by doing the right thing, by putting 
our balance sheet to work to build communities in which 
environmental sustainability is enhanced, co-operatives flourish, 
and all people enjoy basic human rights and equal access to the 
benefits of society. We translate millions of dollars of credit, 
grants and shared profits into support for initiatives like local 
and organic food, affordable housing, and financial literacy.

How do we do this? It’s simple: We serve our members’ financial 
needs and collectively we build healthy communities through 

credit and collaboration. We offer advice and competitive financial 
products, from RRSPs to mortgages and chequing accounts to 
tax-free savings accounts, to help members build their personal 
wealth and meet their financial goals. Then, increasingly, we  
use members’ deposits to lend to or invest in local businesses  
and organizations that create positive economic, social and 
environmental impact in members’ communities. We also share 
30 per cent of our net earnings from operations with members 
and our community. In this way we support initiatives that help 
create jobs, build community assets, support financial literacy, 
reduce greenhouse gas emissions and support affordable housing.

We make good money by putting money to good—using our 
financial tools in creative ways that build a healthier society 
where our members and communities thrive and prosper.  
That’s the Vancity effect.

Vancity is run by its members, for its members.  
This means we care about more than just account 
balances—we care about the long-term well-being 
of our members, communities and employees. 
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We see an opportunity for change in creating a more responsive way 
to bank, one that puts the needs of people and their communities 
first and serves economic, social and environmental development. 

Our progress toward our vision
Where we allocate capital today determines our society’s future 
health; this is why Vancity is committed to co-operative practices, 
environmental leadership, social justice and financial inclusion.

The majority of our business is based on traditional financial services 
but in 2012 we began shifting to a business model of member-led 
innovation. We restructured the Executive Leadership Team to 
integrate people, processes and infrastructure, and allow for more 
agile decision-making and a broader view of risk.

Performance and context
To demonstrate how we’re creating positive impact and inspiring 
members’ confidence, Vancity has reported its results across a com-
prehensive set of goals and measures including member well-being, 
assets invested in impact, net active membership growth, return on 
members’ equity, full transparency, no contradictions and employee 
engagement. Of seven key organizational targets, we met six. 

Vancity’s 2012 financial results showed earnings before distribution 
and tax of $93.1 million, growth in deposits of 9.5 per cent, loan 
growth of 8.5 per cent, and asset growth of $0.9 billion, to a total 
of $17.1 billion. This was despite low margins; a competitive market; 
falling house prices and weaker-than-normal recovery, wage 
growth and job creation following the 2008 economic downturn.

We also attracted 15 per cent more new members than in 2011. We 
didn’t meet our aggressive membership target but we gained 7,806 
net new active members (see page 29)—a credit to our strong brand.

Our expenses increased due to investments in strategic initiatives, 
new technology and core operations. Replacing our core banking 
system—a complex, multi-year undertaking—is the largest business 
initiative we’ve undertaken and has presented some challenges. 
In December 2012 we paused this project to ensure our investment 
and direction are appropriate and we’ll adjust course as needed.

 

In 2012 we exceeded our employee engagement target for the first 
time since 2006. We invested in our people, tools and processes 
to deliver great service to members, including a training program 
for member-serving employees, a redesigned employee orientation 
program, and a program to identify contradictions between our 
policies and vision.

We anticipate regulators will increase future capital and liquidity 
requirements and we’ll manage this accordingly to achieve our 
desired return on members’ equity, aligned with our asset growth, 
while maintaining healthy liquidity and capital adequacy ratios.

Key goals for 2013
Our strategy is ambitious but timely, and is inspired by our members, 
employees, and global peers who are eager to see us succeed. 
We’ve learned some powerful lessons that have informed our 
strategy as we look to 2013 and beyond. See page 52 for a list  
of our future targets and commitments.

Through the Global Alliance for Banking on Values we’re creating 
awareness about values-based banking. In March 2012, Vancity 
hosted the fourth international meeting of the Alliance, with 75 
delegates from 16 countries examining how to build momentum 
among people who want to see positive change in the global 
banking industry.

Our banking model is focused on the needs of people—it’s inclusive 
and puts capital in the hands of those who are creating solutions 
to complex social, environmental and economic problems. It is a 
robust business model for growth, and we believe we’re on the 
right path. Thank you for being on this journey with us.

Message from the Chair Message from the President and CEO

On behalf of our Board of Directors, I’m pleased to present this 
comprehensive account of Vancity’s progress, accomplishments 
and lessons learned in 2012. The integrated 2012 Annual Report 
summarizes Vancity’s financial, environmental and social 
performance for the year, including the impact we create  
for our members and their communities.

We’re making progress toward our vision  
of redefining wealth
The Board of Directors is inspired by the progress Vancity is 
making toward its vision; 2012 brought us strong results that 
sustain our solid foundation. Our results also keep us humble; 
they hold valuable information about the targets we set and  
the decisions we make in pursuit of serving our members’ needs  
at whatever stage in life they may be, and of the impact we 
want to make on important social and environmental issues.

Vancity’s vision is transformational. It’s moving us toward a new 
way of doing business that continues to be values-based, and  
is focused on creating positive member and community impact 
through our operations—from how we make money to how we 
spend and invest it. 

Your Board of Directors believes Vancity can contribute to 
healthy communities in three key ways, helping to ensure:

•	  Co-operative principles and practices are flourishing  
in the community

•	  Environmental sustainability for our members’ lives and 
communities is enhanced

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

These serve as guiding principles to the management team 
and focus Vancity’s work so that our credit union has the 
greatest positive impact on society. 

Our partnerships are making a difference
In 2012 Vancity was the first organization to join the World Wildlife 
Fund and Coastal First Nations in support of Canada’s Great Bear 
region. We’re also progressing with work as a certified Living 
Wage Employer, meeting the living wage requirements for our 
employees and working with our suppliers to encourage them 
to pay wages that allow their employees to meet their basic 
living needs. The Board was also very proud to see Vancity’s 
support of Reconciliation Canada, an investment in a process 
that seeks to revitalize the relationships between Aboriginal 
peoples and all Canadians. 

Vancity’s Board is focused on understanding and putting first the 
real needs of our members, and building healthy communities. 
I’m confident we’re on the right track. On behalf of the Board  
of Directors, thank you for banking and investing with us.

Virginia Weiler 
Chair, Vancity Board of Directors

Tamara Vrooman 
President and Chief Executive Officer
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Vancity’s Board of Directors is accountable to the membership 
and is responsible for setting the long-term vision for Vancity and 
providing effective oversight of its operations. Our Board represents 
the communities where our members live and deposits come from.

In addition to attending regular Board meetings, each Director 
serves on two or more committees that assist the Board in its 

governance. They may also be appointed to special committees or 
to the Boards of our subsidiaries or affiliates, including Citizens Bank. 
The Board delegates the day-to-day leadership and management 
of Vancity to the President and Chief Executive Officer, who 
establishes the accountabilities for each member of the Executive 
Leadership Team. 

Governance structure

We’re guided by the co-operative principles and our own Statement 
of Values and Commitments. While the traditional banking model 
focuses on increasing profits for the benefit of shareholders, we 
have a vision to redefine wealth, which requires us to use our 
$17.1 billion consolidated balance sheet to make a positive impact 
in our members’ lives and their communities. We’re certified as a 
Living Wage Employer and we’re a member of the Global Alliance 
for Banking on Values—a network of the world’s leading sustainable 

financial institutions sharing the commitment to achieving 
triple-bottom-line impact through responsible banking practices.

 vancity.com/ourvalues—Our vision and values 

 bcca.coop/content/principles—The seven co-operative principles

 vancity.com/awards—Complete list of our awards and honours

About Vancity

Human Resources and 
CEO Compensation 

Committee
Audit Committee

Risk Committee
Nominations and 

Election Committee

Banking Applications 
Renewal (BAR)

Ad-hoc Committee

Governance and 
Conduct Review

Committee

BOARD OF DIRECTORS

Members

Our Board of Directors
Our members own us and elect our 
Board of Directors in a democratic 
one-member, one-vote system.  
All Directors are independent from 
management. Members in good 
standing who meet the requirements 
set by regulation may run for election. 
Directors are elected annually for a 
term that normally runs three years 
and can serve a maximum of four 
consecutive terms.

(From left to right)  
Virginia Weiler (Chair), Jan O’Brien (Vice Chair), 
Greg McDade, Allen Garr, Teresa Conway, 
David Wong, Bob Williams, Anita Braha,  
Patrice Pratt
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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.

Our business model
We exist for the benefit of our members. We’re dedicated to 
working with them to ensure their present and future well-
being. That means we support not only our members but also 
their communities, because we believe one cannot prosper 
without the other. While it may sound simple, this requires 
transformative change on Vancity’s part so that our members 
are able to get what they want—products, service, advice, 
price—and what they need—long-term social, environmental 
and economic sustainability. 

Our business model of member-led innovation calls upon us to 
develop a deep understanding of member and community needs 
so we can go beyond the basics of offering good service and 
competitive rates. We need to listen to what’s important to our 
members, gather insights, and identify opportunities to increase 
the positive impact we have on them and on their communities.

By focusing on our members’ needs, we’ll create the kind of growth 
that has impact and that’s built on trust and a deep understanding 
of our market and its opportunities. And we’ll help ensure a 
vibrant future for our members, their communities and Vancity.

Business model and strategy

BOARD OF DIRECTORS

Tamara Vrooman
PRESIDENT AND CEO

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

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 a sustainable community that includes market housing, 
a�ordable 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 drivers’ 
licensing needs.

SQUAMISH INSURANCE AGENCIES LTD.
Provider of auto insurance, homeowner’s insurance and drivers’ 
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 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 $500,000 to invest.

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

Rick Sielski
CHIEF OPERATING OFFICER, 

MEMBER SERVICES

Doris Orr
SVP, RISK

Bob Elton
CHIEF FINANCIAL OFFICER

Linda Morris
SVP, BUSINESS DEVELOPMENT, 

MEMBER AND 
COMMUNITY ENGAGEMENT 

Ellen Pekeles
SVP, OPERATIONS

Chris Dobrzanski
PRESIDENT AND CEO, 

CITIZENS BANK OF CANADA & 
CHIEF ECONOMIST

Vancity is a financial institution serving the Lower Mainland, Squamish and Victoria in British Columbia. 
The credit union’s primary lines of business include retail and business banking (deposit-taking and lending) 
and commercial mortgage lending. Through the bank charter for Citizens Bank, we operate in Calgary, 
Toronto and Vancouver. Citizens Bank assets represent 0.7 per cent of our balance sheet. We also have 
wholly-owned subsidiaries and partnerships, as listed below.

*   Visa Inc./Vancity, Licensed User.
** Total employees of Vancouver City Savings Credit Union and all our subsidiaries
   ‘Vancity’ refers to Vancouver City Savings Credit Union and all our subsidiaries

In April 2012, we made changes to the organizational structure of Vancity’s Executive Leadership Team to create a smaller leadership group with better-defined accountabilities that are aligned with our business strategy. 
Three executives left Vancity in 2012: the SVP, IT and Facility Management and CEO, Inventure Solutions; the Chief Financial O¢cer; and the SVP, Community Investment. At the time of writing this report, Bob Elton 
is in the role of Chief Financial O¢cer and we are in the process of recruiting for this role. The other two executive roles no longer exist. Other key changes include the creation of a single Member Services division to 
bring all major lines of business together in service of our members and communities, and a Risk division to provide a broader view of risk and policy.

Members: 492,101   Employees: 2,544**  Total consolidated assets: $17.1 billion   Headquarters: Vancouver, BC

Members

Organizational chart

Environmental 
sustainability for our 
members’ lives and 

communities 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

Co-operative 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™
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Our business strategy
Our sustainable business strategy eliminates the need for a separate 
sustainability strategy. Through our 2012-2014 business strategy, 
we began to better connect with members and their communities. 
Consultation with the Board of Directors provided clear direction 
around our vision and how Vancity will define success. Our Board 
developed three guiding principles to focus our efforts: 

 Co-operative principles and practices: Co-operatives can meet 
community and individual needs that aren’t met by markets 
and government. They bring people together freely and 
democratically, and can enable individuals to achieve goals 
they couldn’t achieve alone. We want to be advocates for the 
co-operative principles and build legitimacy for co-operative 
models and behaviour, while supporting our co-operative 
members and the growth and development of co-operatives 
in our communities.

 Environmental sustainability: We’re committed to being 
environmentally conscious in our operations. But we realize 
we can have a greater positive impact through the products 
and advice we provide our members and the financial support 
we provide to organizations that benefit the environment.

 Social justice and financial inclusion: Financial services are 
essential to everyday life. People who have difficulty accessing 
and using financial services experience real disadvantages 
not only in terms of the monetary costs of financial exclusion 
but also in terms of feeling excluded from mainstream society. 
In 1961, we were the first Canadian financial institution to  
offer loans to women without needing a male co-signer.  
And more recently we supported the gay, lesbian, bisexual 
and transgendered community in visible ways. We want to 
continue to identify opportunities to serve all our existing 
and future members. 

We conducted extensive research and consulted with our 
members, employees, other stakeholders and partners to test 
our thinking and ensure the required due diligence was reflected 
in our strategy. We learned a great deal about how to achieve 
impact through the work of our Community Investment and 
Sustainable Wealth Management teams, and we felt ready to 
leverage the knowledge and skills we developed so that more  
of our resources are working in the service of our vision—to 
pursue growth with impact. 

Our 2012-14 business strategy established a roadmap for 
transformation, redefining what it means to be a provider  
of financial services by leveraging our greatest strengths— 
our members and our employees—to build resilient, healthy 
communities. In 2012 we continued to invest in the following 
strategic objectives, introduced in 2011 and identified in 
response to feedback from members and employees: 

•	 Provide an exceptional member service experience (page 30)

•	 Increase impact through community investment  
(pages 38-43)

•	 Renew our core banking system and business applications 
(page 32)

•	 Build our socially responsible investment offerings to link 
financial well-being and community investment (page 42) 

•	 Create an employee experience that is fully aligned to our 
vision and business strategy (page 32)

In addition we identified four strategic projects, labeled “catalysts” 
as they were designed to speed up the process for changing 
how we do business:

1. Connect retail deposits to community impact lending— 
By launching a new brand strategy, Good Money, we began 
to build awareness of what it means to do business with 
Vancity. We want to help people make the connection that 
members’ deposits fund loans in support of local businesses—
increasingly, businesses focused on making a positive 
environmental or social impact. See page 26 and pages 30-31.

2. Measure impact—We realized we required both non-financial 
and financial measures to demonstrate how our use of deposits 
and investments can create an impact in members’ communities. 
In 2012, we developed 12 new impact metrics, aligned with our 
guiding principles, to measure the key outcomes our activities 
have on members and their communities. We’ll begin to track 
and test these internally in 2013. These metrics will evolve  
over time and will help us to communicate to members how 
we’re different in an increasingly competitive marketplace. 
See pages 31 and 38.

3. Activate employees—Our employees need to understand our 
vision and business model, know their communities, and be 
well-versed in financial tools to meet members’ needs. We 
redesigned how we recruit and orient new employees to Vancity, 
created a more robust onboarding experience for managers 
to prepare them for their leadership role, and introduced 
new service and advice training. See pages 30 and 34.

4. Build a branch prototype—We redesigned two new branches  
as living labs and community assets to help define a way  
of doing business and clearly communicate how Vancity  
is a different type of financial institution. See page 31.
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Our vision requires us to extend our definition of success beyond member and employee satisfaction and traditional economic indicators 
of profitability. In 2011, we set seven key organizational targets to measure against three necessary outcomes: impact, integrity and 
confidence. These measures are a work in progress, particularly our impact measures, but they reflect what we believe is required to 
accelerate impact and achieve sustainable growth. Our Executive Leadership Team is ultimately accountable for achieving these targets 
and the results influence our employee profit share program. Here’s how we did. Please refer to the pages indicated below for more 
details, and also see page 23 for progress made on supporting targets and commitments.

Impact: we’re creating the impact that our vision promises
Impact measures are critical to demonstrating that we’re creating positive community impact. Measuring impact is challenging, but 
as a starting point we developed the following to measure our progress in 2012.

Goals Progress

We included an existing question on well-being 
in a member survey, and we also developed a 
more robust measure of member well-being, 
which we’ll test in 2013.

For details on how this is calculated, see page 12  
of the Complete Consolidated Accountability 
Statements.  

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

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

20
11

20
12

Increase
34%4.1%

5.5%

See page 31 for details

See page 38 for details

MET

MET

Key results—Organizational scorecard

Confidence: what we’re doing is sustainable and can be done without making trade-offs
We established the following goals to show that our business model is robust and will attract more people to do more business 
with us. Without the confidence of our members and their communities as well as other partners, we cannot achieve impact at  
the scale our vision requires.

Goals Progress

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

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

11.8% 11.0%
6.5%

return in 2012
6.5%

20
10

20
12

20
11See page 28 for details

See page 29 for details

DID NOT MEET

MET

2008 2009 2010 2011 2012

Wellbeing

Process

Annual Report Standards

Branch Service Score

Recruitment and Orientation processes

Funds distribution

Greenhouse gas emissions

20
08

20
09

20
10

20
11

20
12

8.89 8.89 8.97 9.03 9.08

5,202t
5,101t

4,783t

5,253t
5,296t

tonnes(t)

CO2
CO2

CO2

CO2

CO2

20
08

20
09

20
10

20
11

20
12

50% 55%

79% 75% 82%

Percent of o�ce waste diverted from the landfill or recycled.

Percentage of employees who communte to and from work using transit,
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* See note on page 17 of this report

Integrity: the way we do business is consistent with our values and our co-operative principles 
We established integrity targets to acknowledge that without strong ties to the communities in which our members live and work, 
our efforts to achieve impact at scale would not be possible. We need the trust of our members and employees to give us permission 
to do things differently and pursue a new definition of success.

Achieved for 2011 Annual Report. 

We implemented a process, beginning  
with selected policies and procedures. 

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

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*

See page 20 for details
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In 2012, the employee engagement 
score is at least 75 per cent**

56% 53%
61%

71% 76%

20
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20
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20
09

20
11

20
12See page 32 for details

*  Results for these four measures influenced employee profit share and executive incentive pay. Meeting the target translated into 100 per cent profit share payout to employees for that 
target, with additional profit share payouts for exceeding a target. Part-way through 2012, we developed a new measure and target for member well-being, based on a question asked in  
a member survey. While not included above, results for this measure also influenced employee profit share in 2012. For more details, see page 31.

**Achievement of the employee engagement target influenced executive incentive pay only. 
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Regulatory environment and the credit union system
Vancity is part of a collaborative BC credit union system and is a 
member of Central 1 Credit Union—the central financial facility, 
payments settlement centre and trade association for credit unions 
in BC and Ontario. At the end of 2012 there were 44 credit unions 
in BC and 100 in Ontario. Of Central 1 affiliates, credit unions in BC 
tend to be larger and represent 65 per cent of total assets for 
the two provinces. Vancity accounts for 19 per cent of the assets 
of Central 1 and 30 per cent of the assets of BC credit unions. 

As a provincially chartered financial institution Vancity is regulated 
by the Financial Institutions Commission (FICOM), an agency of 
the BC government. FICOM is also responsible for administering 
the Credit Union Deposit Insurance Corporation (CUDIC), which 
protects credit union members against the loss of deposits, to 
an unlimited amount. 

Citizens Bank is federally regulated by the Federal Office of the 
Superintendent of Financial Institutions (OSFI). Citizens Trust is 
regulated both provincially by FICOM and federally by OSFI. 

Key external trends, risks and opportunities
The context in which we operate has changed significantly in recent 
years—due in part to the 2008 financial crisis, which continues 
to have a profound effect on the banking industry as well as an 
impact on the local economy. The following lists three significant 
external trends and changes that presented both opportunities 
and risks for Vancity and our members, and that helped shape 
our 2012-14 business strategy. 

1. A shifting economic landscape 
The economy has been in recovery mode since the economic crisis 
of 2008, the outfall of which transformed nations, economies and 
cultures. We faced increased governance requirements, an erosion 
of trust in the financial system, record-low interest rates and 
high personal debt loads. Locally, high housing and living costs 
continued to put stress on our members and their ability to save. 

Our response
While Vancity operates at a local level, we’re intricately connected 
to the larger economy. Access to and responsible use of credit, 
affordable housing, a resilient and robust economy, and a clean 
and safe environment were areas we felt we could shape to 
contribute to the well-being of our members. We felt we were 
in a good position to leverage our co-operative structure, Good 
Money brand, tools and partnerships, strong financial performance, 
and our energized employees. We were confident our advantageous 
position of being a member-centric, community-based credit 
union would set us up for transformative changes to come, and 
demonstrate that our business model is scalable and sustainable 
while meeting members’ needs. 

Operating context
2. New thinking on growth
A comprehensive analysis of trends over the last 20 years showed 
that most of our growth was externally driven. In other words, 
the activities in the market such as housing prices, (increased 
housing costs drive larger mortgages), interest rates, or consumer 
behaviour drove much of the increase we’d seen in our assets 
and membership. While historically our membership growth 
outpaced population growth, this didn’t always translate into 
more services per member or deeper relationships with them. 

Our response
We learned that we tend to foster new growth when we have 
better connections in the community, including branch managers 
who are engaged in their community and employees who live and 
work in the community and who share common values or culture 
with members. We believed our vision would create a compelling 
driver for growth that would resonate with members. Our 
assumption was that if we help make members successful and  
act in their best long-term interests, their communities will 
thrive and their overall well-being will be enhanced. 

So we shifted our focus to understanding our members’ needs 
for the long term, leveraging our brand with a supportive 
member experience, and increasing the quality of our advice 
and service. Our branch prototypes were a key part of our 
strategy (see page 31). 

3. A changing view of banks 
Financial institutions continued to be viewed less as cornerstones 
of the community and more with skepticism. At the same time, 
European member banks in the Global Alliance for Banking on 
Values (GABV) were demonstrating strong growth, achieved  
in the wake of the global economic crisis as people began to 
question traditional banking models. (At the end of 2012, GABV 
comprised 22 banks, banking co-operatives and credit unions 
with more than $60 billion in assets.)

Our response
As a values-based credit union and member of GABV we felt  
we could play a key part in helping to shift thinking on the role 
of financial institutions in the community, while building local 
awareness of what it means to do business with Vancity and  
of how we’re different from conventional financial institutions.  
In particular, we wanted to demonstrate how we use members’ 
deposits to fund loans to members, which in turn help create 
stronger, healthier communities. We saw an opportunity to 
begin telling members’ stories through all our communication 
channels to show tangible ways we’ve made a difference to 
members’ lives and communities. 

Vancity accounts for 30 
per cent of the assets  
of BC credit unions.
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Member and community insights 
Inclusiveness—continuous dialogue and collaboration with our 
members, communities and other stakeholder groups—is core to 
our business strategy, vision and values. Engagement builds trust, 
strengthens relationships, and can help us understand our business 
better, including the identification of current and emerging risks 
and opportunities. As owners and customers, members are our 
most important stakeholder group. Our other key groups include 
employees (who are also members and owners), the communities 
in which we operate and our members live, and our regulators. 
Additional groups include suppliers and business partners, 
competitors and peers, and public-interest groups.

We engage our stakeholders in a variety of ways: for strategy 
development, risk management, input into specific initiatives and 
information sharing. For example, in 2012 we used focus groups 
and an online member panel (my2cents) to obtain member 
feedback on topics such as Shared Success, credit cards, our 
governance process and financial literacy. In addition to formal 
engagement tools like surveys and focus groups, our employees 
and Directors engage with members and communities to listen 
to ideas and concerns. And as a credit union, our governance 
structure involves members in engagement opportunities such 
as voting in Board elections or participating in our Annual 
General Meeting.

We increased the number of our engagement mechanisms in 2012. 
We launched an employee-led process called V-check (for vision 
check) to identify systemic contradictions between what we say 
and what we do. We focused on policies and procedures for lending 
and account opening for personal members and small-business 
lending. In most cases, the process identified that contradictions 
were not an issue but that we had some unclear policies and 

business decisions that led to opportunities for coaching, service 
improvement, and clarification. One change made as a result was 
expanding our clean air car loans to other vehicles, including bikes 
and used cars. In 2013 V-check will focus on policies and procedures 
within our risk management and Visa areas. 

We expanded our online panel to include self-selected employees, 
so that they could participate as members. We also launched a 
Facebook account, building on our experience with Twitter, 
YouTube and LinkedIn.  

Also in 2012 we surveyed members and employees on the topic 
of sustainable banking as part of a wider study being conducted 
by the Global Alliance for Banking on Values. We used the results 
of this survey, together with other engagement results, to update 
our understanding of which sustainability issues are important 
to whom. A focus of ours in 2013 will be developing a more 
coordinated approach to engagement to ensure that what we 
hear from members and communities informs our strategy and 
operations, and drives innovation. 

Materiality assessment
The sustainability reporting standards we follow include materiality 
as a core principle. We consider information to be material if it 
relates to our significant economic, environmental and social 
impacts or if it would substantively influence the assessments and 
decisions of our members or other key stakeholders. Understanding 
what’s material helps us prioritize what we manage and report. 
We conducted our last in-depth materiality assessment in 2009. 
Each year we review and update our list of material topics  
and corresponding measures to include in our annual reports. 
Our external sustainability assurance providers—Ernst & Young 
in 2012—also conduct their own process to ensure we report 
the material issues relating to our sustainability performance. 
The following are topics members have told us are of most 
importance to them and the pages where you will find our response:

•	 Member service and advice, including financial literacy— 
pages 30-31 and 35-36

•	 Privacy of personal/financial information, and fraud—page 36

•	 Technology, including renewal of our core banking system 
and related applications—page 32

•	 Employee practices, including paying a Living Wage— 
pages 32-34 and 43

•	 Access to affordable housing and the high cost of living— 
pages 18-19, 35, 39 and 42

•	 Lending and granting decisions and impacts/community 
well-being—pages 38-43

•	 Financial performance and risk management— 
pages 26-29 and 49-50

Determining material topics is a complex and often subjective 
process, and topics and interests evolve over time. We’d benefit 
from a more formal, coordinated and consistent approach to collect 
and aggregate key insights from our members and communities. 
We’d also benefit from a more formal and replicable approach 
to prioritize and respond to material risks and opportunities 
within the context of our operating environment and business 
strategy. In 2013 we plan to address this by enhancing the way 
we engage with stakeholders, and assessing the implications  
of the evolving reporting standards on Vancity’s reporting and 
management practices. 

 vancity.com/2012annualreport/reportingprocess— 
Details on our materiality and engagement processes 

 vancity.com/2012annualreport/accountabilitystmts— 
Detailed data tables and more information on material topics 

As owners and  
customers, members  
are our most important 
stakeholder group.
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Section two
Performance summary, 

business review and future plans

In our 2011 Annual Report, in addition to seven key organizational targets (see page 16 of this report) we included 12 supporting targets 
and commitments to measure progress against our strategic objectives and plans. Here’s how we did. 

Results—Supporting targets and commitments

Target or commitment Progress

In 2012, net earnings from operations 
before distribution and tax are at  
least $83.0 million.
Accountable: Executive Leadership Team

In 2012, net earnings from operations 
are at least $51.0 million.
Accountable: Executive Leadership Team

In 2012, the efficiency ratio  
is 75.0 per cent or less.
Accountable: Executive Leadership Team

MET

MET

Financial

Members and employees

net earnings before 
distribution and tax

$93.1M

net earnings

$57.3M

efficiency ratio
78.5%
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11

DID NOT MEET

In 2012, the average branch service 
score is at least 8.69 out of 10. 
Accountable: Executive Leadership Team

MET
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50% 55%

79% 75% 82%

Percent of o�ce waste diverted from the landfill or recycled.

Percentage of employees who communte to and from work using transit,
by walking or cycling, or as a passenger in a car

49% 48%
56%

50% 49%

32%
Benchmark
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11
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12

1
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3

$138.9M $131.1M

$86.2M $90.7M

$57.3M

78.5%
68.7%65.0%

$93.1M

See page 27 for details

See page 27 for details

See page 28 for details

See page 30 for details
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In 2012, develop an implementation 
plan to replace our core banking system 
and related business applications.
Accountable: Chief Executive Officer

In 2012, design a short-term incentive 
plan for employees.
Accountable: SVP Operations

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

MET

MET

Members and employees

This project has been paused to ensure  
our investment and direction are on track. 
Upon completion of this assessment,  
we’ll adjust our course as needed.

We designed a new plan, but will remain with  
our current plan until we better understand 
incentives within a values-based banking model.

We completed the 
design and began 
implementing the 
onboarding program.

We reviewed our criteria  
and made some changes.

DID NOT MEET
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By the end of 2013, distribute 
remaining funds from the Shared 
Success Economic Recovery Fund  
to members or to community 
organizations that benefit members.
Accountable: SVP Business Development,  
Member and Community Engagement

IN PROGRESS

Social

We expect to distribute all funds by the end of 2013.
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Environmental

In 2012, greenhouse gas emissions  
are 4,500 tonnes or less.
Accountable: 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.
Accountable: SVP Operations

MET

DID NOT MEET
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In 2012, review our carbon offset 
purchase criteria for appropriateness 
and revise if necessary.
Accountable: SVP Operations

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

MET
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See page 32 for details

See page 33 for details

See page 34 for details

See pages 46-47 for details

See page 46 for details

See page 47 for details

See pages 46-47  
for details

Note: Benchmark based on 2006 Census data, most recent available.
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regulatory limit of eight per cent and our internal threshold.  
We also reduced our borrowings by $410.0 million to maintain 
an adequate level of liquidity capacity.

We balance a desire for revenue diversification (less reliance on 
interest income) with acting in our members’ best interest. As a 
result, our fee and commission income tends to be lower than 
our peers’, but is still an important contributor to earnings. During 
2012 net fee and commission income dropped by six per cent to 
$66.2 million. We had increased costs related to our credit card 
offerings—more members redeemed reward points and there 
were higher expenses related to some of our strategic partnership 
agreements. These costs were partially offset by an increase in 
fee income from sustainable wealth management from $21.1 million 
to $23.1 million. Assets under management or administration 
(off-balance sheet) grew by more than 15 per cent and totalled 
$2.8 billion by the end of the year. 

On the expense side, operating expenses increased by 17.7 per cent 
to $330.0 million, largely due to increased spending on strategic 
initiatives including the Banking Applications Renewal project  
(see page 32), and higher salary, benefits and training costs.  
This translated into lower net earnings before distribution and 
tax and lower net earnings than in 2011—but higher than our 
2012 targets. This aligned with our long-term plan of investing  
in our infrastructure now with the expected return of increased 
member business in the future. Total operating income was 
$423.1 million, higher than in 2011 by $11.8 million or 2.9 per cent. 
This was driven by higher revenue and lower loan loss expenses.

 vancity.com/2012annualreport/dma—For an explanation  
of the ways we can raise funds, see our Disclosure on 
Management Approach, page 3. 

Overall financial results
Our fiscal framework is built upon a fundamental concept of 
sustainable growth—that in the long run our asset growth will 
occur simultaneously with return on average members’ equity, 
without one outpacing the other. Overall, financial results in 2012 
were positive, especially considering the economic environment. 
Total assets grew by $0.9 billion to $17.1 billion due to healthy 
growth in our lending portfolio. We ended the year with a loan 
portfolio of $14.4 billion, 8.5 per cent higher than the prior year. 

A key reason for strong loan growth was the low-interest-rate 
environment. Part of the growth was front-loaded in early 2012 
as members refinanced to take advantage of low mortgage rates 
in the market. Members’ preference continued to be for variable 
mortgages. To protect members from taking on too much debt, 
a well-established practice is our use of a higher rate of interest 
than the actual mortgage rate when assessing members’ capacity 
to make loan payments. 

Balance sheet highlights ($ millions)

2012 2011 Growth
Residential mortgages  7,426.9 7,143.1 4.0%

Commercial mortgages  2,182.6 1,760.8 24.0%

Consumer loans  2,931.1 2,695.7 8.7%

Business loans  1,884.1 1,709.2 10.2%

Accrued interest receivable     25.7       23.9 7.4%

Allowance for credit losses    (78.4) (83.6) -6.2%

Deposits 14,638.2 13,365.8 9.5%

Assets under management or 
administration (off-balance sheet) 2,799.8 2,424.7 15.5%

Our goal is to maximize the percentage of loans we fund through 
members’ deposits. This approach helps us build relationships with 
our members and connect the deposits we receive from them 
with the loans we make—loans that benefit members and their 
communities. In 2012 loans grew at a faster pace than member 
deposits, resulting in our funding ratio (member deposits funding 
member loans) decreasing from 82 to 79 per cent. As a result, 
we adjusted our funding strategies and increased the use of 
alternative wholesale deposit channels.

By the end of 2012 deposits totalled $14.6 billion, an increase of 
9.5 per cent, predominantly in term deposits. We increased agent 
and wholesale deposits by 33.7 per cent to $3.3 billion. To attract 
more deposits we’ll continue to build on brand recognition, 
introduce new products where appropriate, remain competitive 
in the marketplace, and build our membership base.

Net interest income from loans is our main source of revenue.  
It enables us to pay operating expenses as well as give back to our 
members and their communities. Overall we earned $361.1 million 
of net interest income in 2012, $6.7 million more than 2011.

We manage market and liquidity risk to stabilize financial 
margins—the difference between the interest income earned 
from loans and interest expense paid on deposits—through our 
treasury function, especially during times of economic volatility. 
We achieve this by managing cash and securities in a way that 
ensures Vancity has sufficient money to keep providing service to 
members. We ensure that we hold enough liquid assets—that is, 
assets able to be converted quickly and economically into cash—
to equal at least 12 per cent of deposits. In 2012 we reduced our 
cash and investments by 10 per cent to $2.0 billion, driven by 
our desire to pay down borrowings while maintaining a healthy 
liquidity cushion of 15.7 per cent—well above both the 

Financial performance

A sustainable and  
profitable banking model
A 10-year review by the Global Alliance for Banking on 
Values in 2012 of the financial performance of 28 of the 
Global Systemically Important Financial Institutions—the 
too-big-to-fail banks—and 22 sustainable or values-based 
banks, showed that across almost all the measures that 
matter, the sustainable banks outperformed their peers. 
They had a greater proportion of exposure to customers 
in deposits and loans, relatively high and better quality 
capital, better returns on assets and equal returns on 
equity with lower volatility of returns, and significantly 
higher levels of growth. Sustainable banks allocated 
almost twice as much of their balance sheet to lending 
to the real economy—entrepreneurs and businesses 
interested in producing solutions to complex global 
problems that matter to our social, environmental and 
economic health. The study concluded overall that 
sustainable banks were resilient, supported the real 
economy, and provided stable returns.

 gabv.org—The Global Alliance for Banking on Values 
and link to the report comparing the performance 
of sustainable banks with the world’s largest banks.
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Income taxes
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. This 
means we’re able to take advantage of a small-business tax rate, 
which applies until our retained earnings reach five per cent of 
amounts owing to our members—in the form of deposits and 
shares. In 2012 we developed and approved an internal tax 
strategy to assist in the management of tax risks. 

Although our net earnings before distribution and tax decreased 
from 2011, our tax expense for 2012 increased by 45 per cent. 
Our tax expense was $17.4 million compared to $12.0 million in 2011. 
The tax expense has two components, current tax and deferred 
tax. The current tax expense is based on current earnings and the 
applicable tax rate. As our earnings before distribution and tax 
decreased from the prior year, our current tax expense decreased 
by $8.6 million. This was offset by a $14.1 million increase in deferred 
tax expenses. The financial accounting and tax rules are different 
when determining when to record certain expense and revenue 
items and as a result, these rules create temporary differences. 
Deferred tax is calculated by applying expected future tax rates 
on these temporary differences. In 2012 changes to our estimate 
of future earnings resulted in changes to the expected future tax 
rates. This caused a reduction in the future tax benefit expected 
to be realized and, accordingly, our deferred tax expense increased.

Membership growth and brand campaign 
Between 2001 and 2007, Vancity’s membership growth far outpaced 
the population growth of BC due to a combination of aggressive 
membership growth strategies and mergers. In 2008, as a result 
of the downturn in the economy, we placed a lower emphasis 
on acquiring new members. Instead we focused on long-term 
foundational initiatives such as process and technology 
improvements, and investment in employees. In 2011 with an 
increase in our employee engagement score, improved processes 
and a refreshed brand, we refocused efforts on member 
acquisition and set aggressive growth targets for 2012. 

We attracted 33,830 new members in 2012, 15 per cent more than 
in 2011. Overall, our total membership in 2012 grew by 12,573 to 
492,101, an increase of 2.6 per cent over 2011. This compared 
favourably to 0.9 per cent growth in the population of Metro 
Vancouver, and was on par with a 2.7 per cent increase in credit 
union membership in BC.  

Our growth target focused on net new active members. We define 
active members as those with at least one open account and 
who have initiated at least one manual or automated transaction 
in the last 12 months. We knew our target of 31,000 net active 
membership growth would be a tough goal to meet, and in 
hindsight it was unrealistic. But we made good progress—net 
active membership grew by 7,806, significantly more than in  
2011 when we gained 2,760 net active new members. 

Net active membership growth

2012 target 2012 2011 2010 2009 2008

31,000 7,806 2,760 -1,090 -687 8,499

Return on average members’ equity (ROME)
Return on average members’ equity (ROME) measures how much 
profit we generate with every unit of members’ equity. ROME 
decreased in 2012 from 11.0 per cent to 6.5 per cent due to lower 
net earnings from operations. This exceeded our target of 6.1 per 
cent, and was in line with asset growth of 5.8 per cent. We set a 
relatively low target for ROME in 2012 due to increased investment 
in our infrastructure and member process enhancements. These 
investments will continue in 2013. We also anticipate competitive 
pressures and, in the short term, economic volatility. On a 
long-term basis, we’ll need to maintain equilibrium between 
growth and ROME. If we find that our aggressive membership 
growth targets drive additional balance sheet growth above 
expectation, ROME would need to increase. 

Return on average members’ equity (%)

2012 target 2012 2011 2010

6.1 6.5 11.0 11.8

ROME is net earnings from operations divided by average members’ equity excluding member shares.

Efficiency ratio 
The efficiency ratio measures how much we spend to earn a dollar 
and is expressed as a percentage of revenue. In general, a lower 
number is better. Our efficiency ratio increased to 78.5 per cent 
in 2012 from 68.7 per cent in 2011, and we did not meet our target 
of 75 per cent or less. This was as a result of growth in our expenses 
outpacing revenue growth, primarily due to increased spending on 
strategic initiatives to accelerate membership growth and higher 
than expected costs associated with our Banking Applications 
Renewal project. We’ll continue to be diligent in managing our 
expenses and make required adjustments to bring our ratio  
back to our 2013 target of 76 per cent or less.

Efficiency ratio (%)

2012 target 2012 2011 2010

75.0 78.5 68.7 65.0

Efficiency ratio is operating expenses including community distributions divided by operating income 
excluding loan impairment expense.

Capital adequacy 
Capital enhances our ability to support member needs through 
the availability of loan products. Capital adequacy measures our 
ability to absorb unexpected financial losses and acts as a control 
mechanism for growth. Our regulator has set a capital adequacy 
ratio of eight per cent of risk-weighted assets while our internal 
policy is 12 per cent—a 50 per cent buffer over the regulatory 
requirement. At the end of 2012 our capital adequacy ratio was 
12.7 per cent compared to 13.6 per cent in 2011. The decrease was 
due to a higher than expected use of capital compared to growth 
in our capital base—primarily in retained earnings. In addition, 
regulations require us to deduct certain intangible assets, which 
also increased throughout the year. A strong capital position 
helps us manage through unforeseen or unexpected events. 

We anticipate new regulatory capital adequacy thresholds for 
credit unions will be higher than current requirements. Accordingly, 
Vancity continues to maintain prudent levels of capital, informed 
by its risk management program and stress-testing activities. 
This will ensure we remain in an adequate position to address 
and/or respond to any changes to the regulations. 

Capital adequacy ratio (%)

2012 2011 2010

12.7 13.6 13.9

Capital adequacy ratio is regulatory capital divided by risk-weighted assets.
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Measuring and improving member well-being 
Personal and community well-being are important to our members. 
Vancity’s commitment to member and community well-being is 
highly important in members’ decisions to join us (44 per cent) 
and continue dealing with us (47 per cent). We enhance members’ 
personal well-being through innovative financial tools as well as 
investing in members’ communities (see pages 38-43). 

In 2012 we asked members if they agreed that Vancity’s 
contribution to community has had a positive impact on their 
personal well-being. We set a target range of 47-49 per cent 
agreement by the end of 2012, which we exceeded—50 per cent 
of members stated they strongly agreed with the statement. 
This demonstrated that members are understanding our Good 
Money brand, designed to help them make the connection that 
their deposits will increasingly fund loans to members who 
create positive environmental or social impacts in their 
communities. Our target for 2013 is 53 per cent agreement. 

At the same time, we wanted to develop a more robust measure 
and dig deeper to better understand how members think about 
their personal well-being. We asked them what well-being means 
to them, recognizing that it’s a complex idea that means different 
things to different people. We learned that members generally 
feel safe in their communities and are relatively satisfied with 
their overall quality of life. They tend to be less satisfied with 
their progress toward achieving goals, with the amount of time 
they have for leisure activities, and with their financial security. 
Members’ sense of feeling part of their community emerged  
as the area of lowest satisfaction. We developed a well-being 
index, which we’ll test in 2013, and we plan to introduce a  
more robust measure for member well-being by 2014.  

We discovered there is a lot of movement between active and 
inactive members—particularly active members becoming 
inactive. Our research suggests we’ll have the most success in 
keeping members active if we maintain regular contact with our 
newest members. We’ll also continue to leverage and strengthen 
our Good Money brand. Our 2013 target is 16,000 net new active 
members. While ambitious given our performance in 2012, we 
believe that if members have a clear understanding of Vancity’s 
brand promise and how their deposits are invested in their 
community, more members will do more business with Vancity. 
Research on our brand campaign told us that generally we’re 
attracting members who are younger on average than our current 
membership. More members are also joining us due to an alignment 
with our vision and values, and they’re bringing more money 
with them and using more of our services. We’ll continue to 
identify opportunities to reach out to younger people through 
financial education, social media and innovative technologies. 

Member service and advice
Good and consistent service and advice are critical if we want 
members to recommend us to friends and family and to deepen 
their relationship with us. We heard that member-serving 
employees needed more support, training and tools to create 
an exceptional experience for members, while branch managers 
asked for more tools to effectively manage and coach employees. 
In 2012 we provided service and advice training for member-facing 
areas, tailored to the needs of people who lead member-facing 
staff and to those directly serving members. The training, which 
we’ll continue in 2013, is also intended to help employees tell 
members what makes Vancity different and how we’re creating 
impact in their communities.

In addition, we implemented new financial planning tools to 
better meet members’ current and long-term financial needs, 
and we continued to improve our processes. We focused on 
account opening, ensuring we regularly contact members during 
their first few months at Vancity as part of the onboarding 
process, and improving the way we provide and service loans.

We believe these initiatives contributed to high employee 
engagement scores—many of our most engaged employees are 
in our branches, where our employee engagement score was 85 
per cent (see page 32). Highly engaged employees tend to translate 
into a positive member experience, as reflected in our results. 

Our branch service experience score continued to be high—
9.08 out of 10—exceeding our target of 8.69 or higher. Members’ 
satisfaction with their service experience at our call centre also 
remained high at 80 per cent. Vancity was recognized as having  
a Certified World Class Call Centre by SQM (Service Quality 
Measurement) in its North American Call Centre Industry 2012 
Awards for Service Quality Excellence Program. Members told  
us that to further improve their in-branch service experience,  
we must focus on overall speed and quality of service. Additionally, 
members would like us to provide more financial advice and 
proactively recommend products or services that might be 
useful to them.

Average branch service experience score (out of 10)

2012 target 2012 2011 2010 2009 2008

≥8.69 9.08 9.03 8.97 8.89 8.89

Our new branch design
In 2012 we redesigned our South Burnaby and Shaughnessy 
Station branches to help us be more responsive to  
these communities and support our business model of 
member-led innovation. These prototype branches act 
as community hubs where members can get the financial 
services and advice they need, while helping us build the 
local community. While all Vancity branches integrate 
financial services, business banking expertise and wealth 
management services, the prototypes allow us to be more 
intentional in how we present those services. Some 
features include free meeting room space for community 
groups; a venue for local merchants and not-for-profit 
organizations to interact with members and share their 
story; professional meeting space for a small-business 
owner, not-for-profit organization or member to meet with 
a Vancity advisor; and a concierge who greets members 
and directs them to where their questions about financial 
services and advice can best be answered. The prototype 
branches feature artwork from local artists and a coin 
counter for members’ use. They were designed with  
the intention of obtaining LEED® Gold Certification.

 vancity.com/branchredesignvideo
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Employee engagement score (%)

2012 target BM 2012 2011 2010 2009 2008

75 78 76 71 61 53 56
Benchmark (BM) source: Aon Hewitt Best 50 Employers.

Total Rewards
Our Total Rewards initiative is a multi-year project focused  
on revising our package of base pay, variable pay, pension and 
benefits. As part of our Living Wage commitments, we pay  
100 per cent of eligible employees a living wage. A living wage  
is different from a minimum wage, which was $10.25 an hour in 
BC at the end of 2012. It reflects the hourly rate of pay that enables 
a family with two parents working full time, with two children, 
living in Metro Vancouver to meet basic living needs. The hourly 
wage is adjusted annually to reflect Living Wage guidelines and 
standards, and in 2012 it was $19.14, inclusive of benefits.

In 2012 we completed a job evaluation project, including a 
review of base pay to market, to ensure a consistent approach 
to measuring the relative value of different roles. The majority 
of roles were unaffected but we did make some adjustments  
to remain competitive in the market and support our talent 
strategy. We increased the base pay for some member-serving 
roles. No employees experienced a reduction in pay. 

Our profit share program recognizes employee contributions to 
Vancity’s success by sharing a portion of our profits. The amount 
of profit share is based on organizational and divisional scorecards 
aligned with our business strategy. Total profit share based on 
performance in 2012 was $6.4 million—with a payout range of 
5.9 to 6.5 per cent of employee salaries (compared to a payout 
range of 7.6 to 9.7 per cent based on 2011 results). We originally 
planned to replace our profit share program with a short-term 
incentive plan. We designed one but decided to remain with 
what’s currently in place for several reasons: improvements to 
performance management systems are still new, as are our 
scorecard measures; and more significantly, we’re reconsidering 
how the use of incentives fits within a values-based banking model.

Salaries and benefits, which include training, is the largest expense 
on our Consolidated Statement of Operations—though we prefer 
to think of these items as long-term investments in an important 
asset, our people. In 2012 salaries and benefits totalled $185.7 
million, compared to $166.8 million the prior year. This upward 
trend is in line with our increased strategic investments in 2011. 

 livingwageforfamilies.ca— 
The Living Wage for Families Campaign

Renewing our core banking system 
and business applications
Renewing our core banking system is a key commitment we made 
to improve the service we provide our members and keep pace 
with banking technologies. Improved technology will allow us to 
spend less time on routine transactions and more time actively 
listening to our members and introducing them to innovative 
products and services that fit their needs. As we move from an 
account-centric to a member-centric banking system, we can 
better serve members’ long-term financial well-being and not 
just their short-term transactions.

In August we implemented a new retail Loans Origination System 
(LOS) to streamline the loans process from the initial application to 
credit scoring and final approval. Member-serving employees are 
working to master a new system and to inform a second release 
of LOS in 2013 that will correct a number of system issues. 
Launching the retail LOS was the first milestone in our Banking 
Applications Renewal (BAR) journey. In 2012 we also began to 
move forward with implementing Temenos’ T24 application  
to replace our existing core banking system. 

Replacing a core banking system is a complex, multi-year 
undertaking that requires a significant investment of people and 
financial resources. By the end of 2012 the T24 project was not 
as far along as we’d expected and we’d incurred more expenses 
than planned—$54.8 million for planning, analysis and design  
of T24 and the implementation of LOS, of which we spent  
$36.4 million in 2012. 

Success requires effective management oversight and internal 
controls. Since BAR is the largest business initiative Vancity has 
undertaken, in December 2012 we paused the T24 project to 
ensure our investment and direction were appropriate. Upon 
completion of this assessment, we’ll adjust our course as needed. 

Investments in employees
Creating a great place to work for our employees is the right 
thing to do, and it makes good business sense. When employees 
understand the value of their work, are recognized for their 
efforts, and understand how the work they do at Vancity is 
connected to the well-being of members and communities, 
they are more engaged and content. Having a reputation as  
a great place to work also allows us to recruit the best 
employees—those who share our values. 

Employee engagement
Employee engagement is the energy or passion employees have 
for their employer. In 2012 Vancity’s employee engagement score 
was 76 per cent, one per cent more than our target and a jump of 
five percentage points compared to 2011. Eighty-five per cent of 
employees completed the annual survey, which was administered 
by Aon Hewitt, an independent human resources consulting 
firm. The areas of managing performance, career opportunities, 
recognition, resources and senior leadership experienced the 
biggest gains in scores. We scored lowest (but improved since 
2011) on pay, career opportunities, work processes and resources. 
According to additional written comments from employees, 
areas we could improve on include compensation and pension, 
and hiring and promotions.  

Aon Hewitt named  
Vancity one of the  
50 Best Employers  
in Canada.
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Access to basic financial services
Consistent with our guiding principles (page 14) many of  
our products and services for individuals have social and/or 
environmental benefits. Along with conventional deposits, 
loans, mortgages and investment products, we offer Visa credit 
cards and prepaid cards, foreign exchange and remittance 
programs, life insurance, socially responsible investment options, 
clean air auto loans, financial literacy programs, and other 
products and services designed to help marginalized and 
low-income individuals.

Access to basic financial services—like a bank account or cheque 
cashing—is something many of us take for granted. But many 
individuals don’t have easy or affordable access to these services. 
Some resort to cheque cashing companies that charge exorbitant 
fees just so they can access their money. We offer products and 
services to help low-income or marginalized people access basic 
banking services, obtain credit within their means, build savings 
or buy a home. Through a partnership with the Portland Hotel 
Society, at Pigeon Park Savings we serve over 3,700 people living 
in Vancouver’s Downtown Eastside who don’t have access to 
easy and affordable banking services.

Our microloans, while small amounts, have a significant impact 
by helping individuals with a damaged credit history build credit, 
or providing self-employment for individuals transitioning away 
from employment insurance. In 2012 we approved 125 microloans, 
including four loans to self-declared members with disabilities 
through our ABLED program (Advice and Business Loans for 
Entrepreneurs with a Disability).

Financial literacy
Financial security depends on the ability to understand, analyze 
and use financial information to make the right decisions about 
money. In 2012 we developed a Financial Literacy Promise to 
members, and principles to guide a consistent approach to 
implementing financial literacy initiatives across Vancity, including 
sharing our knowledge, programs and tools with other co-operatives 
and groups. We also launched a new financial planning tool in 
our Sustainable Wealth Management team, which helped us to 
deliver 50 per cent more financial plans to members in 2012 than 
in 2011, consistent with our goal to provide deeper advice and 
more added value. 

Our branches have targets for the number of members attending 
sessions or workshops on financial literacy. We’ve also developed 
a measure at the organizational level, which we’ll test internally in 
2013. More than 5,800 people attended financial literacy seminars 
and other training delivered by Vancity or our community 
partners in 2012. 

Talent management
Ensuring that we manage and develop talent in a way that 
supports our vision is critical to our future success. Talent 
management encompasses learning and career development, 
performance management and succession planning. In 2011  
and 2012 we focused on succession planning and increasing  
the leadership capability of senior managers through a program 
called Talking Talent. We’ll continue to refine this program  
for senior managers, with a view to rolling it out to people 
managers in the future. 

New recruitment and onboarding processes 
In 2012 we launched a new process to effectively facilitate the 
transition of new employees to Vancity. This process, which is 
aligned with industry best practices, was developed with input 
from employees and leaders across Vancity. We also redesigned 
our recruitment process to attract diversified employees who 
are aligned with our vision and values, and have the skills and 
capability to perform their job. 

Upon joining Vancity, the first step in the onboarding process for 
new employees is attending a week-long orientation immersion 
program to help them understand our vision. Through all-day 
classes and activities, including visits to Vancity member 
businesses, branches and call centres, new employees gain  
an understanding of how Vancity is making a difference for  
our members and communities and become well-versed in 
understanding and meeting the financial needs of members.  
The program includes an option for employees who decide 
they’re not a fit with Vancity to opt out at the end of the week, 
with a small amount of compensation for their time.

 vancity.com/2012annualreport/financialstmts—Vancity’s 
audited complete Consolidated Financial Statements

 vancity.com/2012annualreport/accountabilitystmts—
Detailed data tables and more information on: 
•	 Key financial ratios, net interest income, economic  

capital ratio
•	 Business and commercial loan portfolio, by North 

American Industry Classification System
•	 Member loans funded by member deposits
•	 Economic value generated and distributed, taxes
•	 Member and client numbers, including age breakdown 

and active membership growth
•	 Member satisfaction survey results, complaints,  

privacy breaches
•	 Employee compensation, including living wage,  

gender comparisons, pension plans
•	 Employee profile, new hires, departures, turnover rates
•	 Training and development, performance reviews
•	 Employee engagement
•	 Code of conduct, grievances, health and safety

Social performance
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New initiatives included a credit card financial literacy program 
(see below) and Each One, Coach One, a program that matches 
Vancity employee volunteers with local social enterprises. We 
trained our coaches to understand the key challenges facing social 
enterprises, and they’ve been sharing their expertise in areas ranging 
from communications and marketing to systems and business 
development. We also formed a partnership with the Vancouver 
Public Library to deliver Each One, Teach One financial literacy 
workshops in 2013. Each One, Teach One is a volunteer program 
in which Vancity employees are trained to deliver basic financial 
literacy workshops, in a culturally appropriate context, to 
underserved community members.

Credit card financial literacy
Credit card financial literacy is about having the knowledge,  
skills and confidence to use credit cards responsibly. Members 
told us they expect to receive information about their credit 
card in clear language, and that we should be transparent about 
the cost of their credit card use. Employees told us they wanted 
more training on our enviroVisa product range to ensure they 
offer members the right card. In response, in 2012 we introduced 
credit card financial literacy initiatives. We rewrote the cardholder 
agreement in plain language and developed tools for employees 
to help them offer members only the card that is right for them.

In 2012, 42 per cent of enviroVisa cardholders paid off their 
statements each month compared to one third of average Visa 
customers, according to Moody’s aggregate Canadian Credit Card 
Indices. Also, in 2012 cardholders directed three-fifths of point 
redemptions from the My Visa Rewards Plus program towards 
financial products, which demonstrates financial responsibility.

 vancity.com/financialliteracy—Details on financial literacy 
and basic banking, including Each One, Teach One

Learning about privacy and security 
We have an ongoing plan to increase member and employee 
awareness and understanding of banking security and fraud 
prevention. In 2012 we updated and simplified the security and 
privacy information available on our website, added new online 
alert services, and included messages through our digital signage 
at branches.

 vancity.com/privacysecurity—Ways Vancity protects members 
and their personal and financial information, and tips on what 
members can do to protect themselves

Flexible, environmentally 
conscious daycare
Budding Children’s Garden and Daycare is 
Vancouver’s first fully flexible occasional childcare 
centre, allowing caregivers to book last-minute 
daycare time online or via a smartphone app,  
to a maximum of 40 hours per month.

Buddings combines convenience and flexibility 
with an emphasis on sustainability, incorporating 
environmentally friendly cleansers, organic snacks, 
low-water-usage washing, an indoor worm 
compost, and even a small grow-light herb  
garden through which the children can learn  
about growing organic food.

Financing was made possible through Vancity’s 
microloan program and two programs offered 
through Tale’awtxw Aboriginal Capital Corporation—
the First Citizens Fund and the Aboriginal Business 
Development Program. By working with these 
community partners, Vancity helped contribute  
to the successful launch of this unique childcare 
service and Aboriginal-owned business. 

  vancity.com/buddingsvideo
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Community impact loans
We invest in communities in a variety of ways, including 
providing organizations with access to specialized financing 
solutions, grants, advice, resources, networking and events.  
We aim to provide appropriate tools and support over time  
as organizations and sectors grow and mature. Our community 
investment work also includes long-term partnerships and 
informs public discussions on policy and regulation. 

In 2012 we continued to build our community impact loan 
portfolio by proactively seeking opportunities to increase the 
amount and proportion of business we do with organizations 
that demonstrate positive social, environmental, economic  
or cultural impact. These include not-for-profit organizations, 
co-operatives, First Nation government organizations, labour 
organizations and mission-based for-profit organizations.  
We also continued to provide financing and support to specialized 
sectors or groups—our impact focus areas—which will evolve 
over time. They include established sectors like affordable 
housing, as well as less well-structured areas like local, natural 
and organic food, where we first need to build connections  
with local groups. 

Community impact loans: Dollars approved ($386 million)  
by primary impact focus area

 59%  Energy and environment 
– commercial green buildings

 17% Social-purpose real estate
 11%  Community-minded organizations 

(not-for-profit organizations, 
co-operatives, social enterprises 
and mission-based for profits)

 5% Aboriginal communities
 4% Affordable housing
 4%  Energy and environment – other; 

Local, natural and organic food
 <1%  Microfinance and poverty 

reduction; Other

We approved $386 million in community impact loans in 2012. 
This represented around one third of all the commercial and 
business loans we approved. The majority of funding was in the 
energy and environment sector, due to large commercial loans, 
which are usually for amounts greater than $5 million. Overall 
we funded 619 units of affordable housing and 17 community 
facilities. As our knowledge and expertise evolves, so will our 
definition of impact and our ability to track outcomes. 

A workforce reflective of our communities
We want a positive and welcoming work environment that is 
free from harassment and discrimination, where the individual 
differences of employees are valued. A workforce that reflects 
the communities we serve helps us better understand our members 
and meet their needs. For these reasons, we have an Employee 
Diversity strategy, supported by a Diversity in Action team. 

Compared with other financial institutions, we employ a greater 
proportion of people belonging to a visible minority group and 
women in senior management roles. People identifying themselves 
as being of Aboriginal descent continue to be underrepresented 
in our workforce, as do people with disabilities. By 2015 we want 
our workforce to exceed the labour rates of people in both these 
groups. While continuing to promote diversity in general, our 
current focus is on people with disabilities. We began a facilities 
and workplace review in 2012 to identify and eliminate physical 
barriers to an accessible workplace. Changes we’ve begun to make 
included installing hearing call induction loops and automated 
door openers in some locations. We plan to continue to identify 
ways to build a culture that is supportive of diversity, and to work 
with partners in our recruitment outreach efforts.

Community impact
Measuring community impact is challenging, but as a starting point 
we developed a proxy measure for “assets invested in impact”—
defined as assets invested in ways that improve the lives of people or 
sustain the environment. In 2012 these included community impact 
loans to organizations, treasury impact investments, and socially 
responsible investments made by our members and clients. We 
have not yet included or defined what impact loans to individuals 
are—for now, our evolving impact metrics for individuals focus 
on member well-being (page 31) and financial literacy (page 35). 

Percentage of assets invested in impact (%)

2012 target 2012 2011

5.3 5.5 4.1

New indicator in 2012 with comparatives for 2011. See page 12 of the online Complete Consolidated 
Accountability Statements for details on how this is calculated, and limitations. 

We invested $1.5 billion in impact assets, an increase of $0.5 billion 
compared to 2011. Overall, the percentage of assets invested in 
impact increased from 4.1 per cent to 5.5 per cent, exceeding our 
target of 5.3 per cent (a 30 per cent increase in the percentage 
of assets invested in impact). We achieved this primarily through 
community impact loans, particularly large commercial real-estate 
loans in the areas of affordable housing and green buildings. 

We increased the percentage of treasury investment in social 
housing mortgage-backed securities from 0.3 per cent of total 
investments to 1.6 per cent, totalling $34.5 million. The underlying 
mortgage assets in these impact investments provide a component 
of community change by assisting low-income people through 
social housing programs. 

Our definition of assets invested in impact in 2013 excludes 
socially responsible investments made by our members. While 
we offer many socially responsible investment choices for our 
members, members may choose from a wider range of funds, 
including conventional investments, that are best suited to their 
needs. Consequently, we changed our definition of assets 
invested in impact to focus more clearly on community impact 
loans and treasury investments that Vancity makes, not 
investments its members make. 

 vancity.com/communityinvestment

 vancity.com/impactmap

We funded 619 units  
of affordable housing and  
17 community facilities.
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Support for a  
BC industry
Good jobs in the sheet metal industry start with 
good training. When the BC Sheet Metal Association 
and the Sheet Metal Workers International Union 
Local 280 approached Vancity about purchasing a 
space for the Sheet Metal Workers Training Centre, 
Vancity saw an opportunity to improve the stability 
of this BC industry, and provided financing.

Through building ownership, the union will be in a 
stronger financial position, and the money saved 
on rent can now be put towards education, 
equipment and expansion.

“We want to supply the best people,” says Jud Martell, 
training co-ordinator at the training centre. “Years 
from now, we hope students will say the Sheet 
Metal Workers Training Centre gave them every 
opportunity to succeed.”

  vancity.com/sheetmetalworkersvideo

Support for co-operatives 
The year 2012 was declared by the United Nations General 
Assembly to be the International Year of Co-operatives. The 
year was intended to highlight the strengths of the co-operative 
business model as an alternative means of doing business and 
furthering socio-economic development. Vancity participated 
in efforts to raise awareness of the invaluable contributions of 
co-operative enterprises to poverty reduction, employment 
generation and social integration. 

In addition to supporting individual co-operatives and the 
development of the co-operative sector through community 
investment activities, several of our employees, senior managers 
and Board Directors participate on co-operative or credit union 
boards and associations. We also encourage our employees  
to learn about co-operatives. Since 2009 we have supported  
46 employees and managers, 19 senior managers including  
three members of the Executive Leadership Team, and six  
Board Directors to participate in the Bologna Summer Program, 
a co-operative learning program in Italy. In addition, for the  
past four years we’ve supported eight employees to complete  
a three-year Master of Management Co-operative and Credit 
Unions Program at St. Mary’s University in Halifax. Also, each 
year several Vancity employees volunteer their expertise with 
co-operatives in developing countries through the Canadian 
Co-operative Association.

Shared Success
While we aim to create impact in everything we do, in true 
co-operative form we take pride in sharing what we earn with 
members and communities. Each year we give back the equivalent 
of 30 per cent of our net earnings from operations. We call this 
program Shared Success. Based on earnings in 2012, we set aside 

$17.2 million to Shared Success, of which $9.2 million will go to 
the community through granting programs aligned with our 
guiding principles, and $8.0 million will go to members in share 
dividends and patronage rebates. 

Shared Success allocations to members and community ($ millions)

2012 2011 2010 2009 2008

17.2 27.2 23.5 15.2 15.3

Community grants and sponsorships
Key community granting programs include mission-based grants 
and community project grants. In 2012 we approved $17.0 million 
for distribution. This amount included $5.9 million in allocations 
carried forward from the previous year’s Shared Success program.

Mission-based grants primarily support strategic partnerships with 
organizations whose mission supports one or more of our three 
guiding principles (see page 14). They account for the majority of 
our granting dollars. They are distributed at our discretion and 
often involve partnerships that are multi-year in duration and 
which we support in other ways beyond granting alone. In 2012 
we approved approximately $15.5 million for distribution to  
267 organizations. Some of our more significant grants supporting 
social justice and financial inclusion were: 

•	 $500,000 to the Community Housing Land Trust Foundation 
(managed by the Co-operative Housing Society of BC) to 
increase the affordability of not-for-profit rental housing that is 
part of the City of Vancouver’s new rental housing initiative.

•	 $500,000 to Immigrant Services Society of BC as the second 
installment of a $1.0 million commitment to fund the 
construction of a new facility that will serve newcomers  
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Asset management
Through Vancity Investment Management (VCIM) we’re a signatory to 
the UN Principles for Responsible Investment, and we incorporate 
environmental, social and governance criteria (ESG) in standard 
equity selection analysis. In addition, VCIM’s sub-advisory group 
provides investment management services to IA Clarington on the 
Inhance SRI Fund family. VCIM uses ESG analysis and fundamental 
financial analysis when selecting companies to be included in the 
IA Clarington Inhance funds. The total value of SRI assets VCIM 
manages or provides advice on has been increasing for the past 
five years, and totalled $560.3 million in 2012. On behalf of VCIM 
and the IA Clarington Inhance SRI Fund family, the sub-advisory 
group leads corporate engagement and shareholder advocacy 
activities to champion change in the companies in which members 
and clients invest. The focus of engagement activities in 2012 
included climate change, human rights, project risks and diversity. 

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

 unpri.com—UN Principles for Socially Responsible Investing

 feelgoodinvesting.com—IA Clarington Inhance SRI Fund Family

Supplier engagement and Living Wage 
We include social and environmental criteria, including sourcing 
local products and services, in our procurement processes. 
Seventy-five per cent of managed purchases were from locally 
based suppliers in 2012, consistent with the previous year. Our 
managed purchases increased by approximately 24 per cent 
from 2011, primarily due to expenses related to Vancity’s Good 
Money brand campaign and banking system investments.

A recent focus of engagement with suppliers and contractors 
has been on the living wage. As a certified Living Wage Employer, 
we committed to reviewing relevant external service competitive 
bids and contracts as they come up for renewal to ensure that 
any externally contracted staff providing services to Vancity on 
a regular basis is 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 a year. We also decided to include in-scope strategic 
suppliers who supply us with local services. We communicated 
our requirements to 43 relevant suppliers in 2012 and we began 
to include a Living Wage clause in relevant external service 
contracts as they came up for renewal. 

 vancity.com/2012annualreport/accountabilitystmts—
Detailed data tables and more information on: 
•	 Accessibility and financial literacy programs 
•	 Business and personal banking products with social  

or environmental benefits
•	 Business and commercial loan portfolio— 

approved loans by size 
•	 Assets invested in impact, treasury investments in 

impact, and community impact loans 
•	 Definitions for affordable housing units, square feet  

of green buildings and community facilities funded
•	 Shared Success allocations, community grants and 

community sponsorships
•	 Socially responsible investment, corporate engagement 

and shareholder advocacy
•	 Suppliers and local procurement
•	 Employee diversity and local hiring

and refugees to Canada, including the establishment of  
an onsite banking kiosk to help refugees open accounts.

•	 $500,000 to Reconciliation Canada to fund a program for 
engaging British Columbians in the reconciliation process, 
connecting communities and bringing Aboriginal and 
non-Aboriginal people together through community-based 
outreach programs and events.

Community project grants are up to $10,000 and support local 
projects and programs initiated by community organizations;  
i.e., they’re responsive grants. These grants also align to our  
guiding principles. In 2012 we approved approximately $1.5 million 
for distribution to 181 organizations. In 2013 we’ll increase the 
available amount of individual project grants to $15,000 and 
implement improvements to the application process including  
a continuous intake of grant applications rather than quarterly 
application deadlines.

Community grants: Dollars approved for distribution ($17.0 million) 
by impact focus area

 20% Affordable housing
 19%  Community-minded organizations 

(not-for-profit organizations, 
co-operatives, social enterprises 
and mission-based for profits)

 13% Other
 12% Aboriginal communities
 11% Local, natural and organic food
 9%  Energy and environment
 9% Microfinance and poverty reduction
 4% Financial literacy
 3% Social-purpose real estate

 vancity.com/grants—Details on all our granting programs, 
including how to apply and a list of the grants we provided 
in 2012

 vancity.com/sponsorships—Details on sponsorships, including 
how to apply and details of key sponsorships in 2012 

Socially Responsible Investment (SRI)  
and corporate engagement
We offer investment products in both conventional and socially 
responsible options. Our socially responsible options include:  
IA Clarington Inhance Funds, through our dealer Credential 
Financial; annuities and segregated funds through Vancity Life 
Insurance; and segregated, discretionary investment management 
services through Vancity Investment Management (VCIM). In 2012 
net new investments by members or VCIM clients in SRI options 
totalled $37.6 million, 16.3 per cent of total investments made, 
compared to $44.2 million and 23.2 per cent in 2011. The majority 
of our SRI options are mutual funds, and sales continued to be 
impacted by global economic uncertainty and investors moving 
equity investments into products with less exposure to stock 
market risk, such as Guaranteed Investment Certificates. Indications 
are that the redemption trend is reversing as investors become 
more positive on the outlook after a solid three-year performance 
for equity markets. 

The total value of member and client investments in SRI options 
that we managed, advised on or administered at the end of 2012 
was $771.4 million compared to $713.9 million in 2011, representing 
27.6 per cent of total member and client investments. 
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Community grants
In 2012 we approved $1.6 million in grants to support the energy 
and environment sector and $1.9 million in grants to support 
local, natural and organic food. Some of our more significant 
grants supporting environmental sustainability included: 

•	 $75,000 to Sole Food to create an urban garden in Vancouver 
on brownfield and underused land, and employ Downtown 
Eastside residents

•	 $30,000 to the Canadian Centre for Policy Alternatives to 
continue its work on the Climate Justice Project, which looks 
at tackling global warming with fairness and equality  

Every year, we donate five per cent of Vancity enviroVisa profits 
to initiatives that address local environmental issues. In 2012, we 
donated $750,000 to 12 initiatives that support the development 
of an ecologically sound, viable, and resilient local food system 
in BC. We also donated $250,000 to 21 farmer’s markets and the 
BC Association of Farmers Markets, which bring local, natural and 
organic food to communities throughout the region. Following a 
review of the program in 2012, we decided to target enviroFund™ 
grants between 2013 and 2017 to support the creation of sustainable 
local food systems. We also increased the available amount for 
individual grants from $40,000 to $75,000.

Enbridge’s Northern Gateway Pipeline
Vancity subsidiary Vancity Investment Management (VCIM) acts 
as a sub-advisor for the socially responsible IA Clarington Inhance 
SRI funds. In May 2012 at Vancity’s Annual General Meeting,  
a number of Vancity members and interest groups raised concerns 
about Enbridge’s Northern Gateway Pipeline and the fact that 
specific IA Clarington funds included Enbridge stock. At that time, 

VCIM’s approach was to hold the stock and engage the company 
on the need to address environmental concerns and the concerns 
of the First Nations communities who opposed the project. 

In August, following standard processes, VCIM reviewed the  
US Transportation and Safety Board investigative report released 
in July 2012 into the 2010 Enbridge pipeline spill in Kalamazoo, 
Michigan. VCIM’s sub-advisory group undertook a new review and 
analysis of the company’s environmental, social and governance 
(ESG) performance. In light of the issues raised in the report, 
VCIM concluded Enbridge no longer met ESG criteria and the 
holdings were divested from the IA Clarington Inhance funds as 
well as VCIM’s discretionary portfolios. Member feedback to 
our investment team was mixed, with some members not in 
favour of the divestiture. But overall, member, media, social 
media and employee response was positive. 

Dockside Green 
Dockside Green, which is being developed by Vancity, is one  
of the world’s largest master-planned sustainable communities, 
located on former harbourfront industrial land in Victoria, BC.  
In 2010 and 2011 we slowed the pace of development, focusing 
instead on leasing and selling the commercial and residential 
units and ensuring that the needs of Dockside’s residents were 
met. As of October 2011, all residential and commercial suites 
were sold.

In 2012 we continued to monitor the real estate market in Victoria. 
We remain committed to the vision of Dockside Green and the 
master development agreement with the City of Victoria.

 docksidegreen.com

Community investments that support  
environmental sustainability
Whom we lend to and do business with has a greater impact  
on the environment than our own operations. We have ethical 
principles to guide decision-making and we seek to do business 
with values-aligned organizations. We provide financing solutions, 
grants, advice and resources to organizations active in developing 
technology and services that benefit the environment. We also 
offer products with environmental benefits to personal members, 
such as clean air auto loans and socially responsible investment 
options. As well as measuring and offsetting our own greenhouse 
gas emissions, we’re beginning to track greenhouse gas emission 
reductions supported by loans to organizations.

Community impact loans
In 2012 we approved $237.4 million in loans to support the energy 
and environment sector (and more than 555,500 square feet  
of green buildings) and $6.1 million to support local, natural and 
organic food. 

We continued to partner with Climate Smart Business to provide 
training and tools for small-to-medium-sized enterprises to 
manage their greenhouse gas emissions. We provided funding 
for Climate Smart programs, scholarships for businesses and 
not-for-profit organizations, and some facilitation support. 
Climate Smart has found that the average small business in BC 
can save $400 for every tonne of carbon cut from operations. 
By the end of 2012 Climate Smart had trained over 700 
organizations. Collectively, these organizations have undertaken 
thousands of carbon-reducing initiatives and measured around 
709,000 tonnes of greenhouse gases, which is equivalent to the 
carbon emitted by more than 136,500 cars in a year.

 climatesmartbusiness.com

Environmental performance

Solutions to the 
challenge of  
Styrofoam disposal 
When it comes to recycling challenges, few loom  
as large as Styrofoam. Bulky and difficult to 
recycle, Styrofoam fills an estimated 10 to 30  
per cent of landfill space in Metro Vancouver.  
It’s a problem acknowledged by municipalities 
and everyone within the product life cycle.  
But one Coquitlam-based business, Foam Only,  
has found a solution.

Mark Obedzinkski, founder and owner of  
Foam Only, designed a proprietary system  
that compresses 100 cubic metres of Styrofoam 
per hour. The compressed material takes up  
less space in a landfill and can also be sold  
to Foam Only’s partners, who process it into 
consumer products such as paving stones  
and picture frames.

Keen to support this innovative and much-
needed environmental business, Vancity 
supplied Foam Only with a start-up line  
of credit. 

    vancity.com/foamonlyvideo

™Vancity enviroFund, and enviroFund are trademarks of Vancouver City Savings Credit Union.
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Our target was ambitious, especially given the reduction initiatives 
already in place at Vancity, and the fact that our emissions per 
employee were already relatively low: when we compared our 
emissions to other financial service providers globally who prepare 
reports in a comparable way, we found that Vancity had the lowest 
emission rate per full-time-equivalent employee. We perform 
especially well on energy use. Based on these benchmarking results, 
the Board revised the 4,500 tonnes target to a three-year target 
to be reached in 2015. For 2013 our goal is 5,100 tonnes or less.

We have identified and prioritized a number of greenhouse gas 
reduction initiatives, many of which focus on shifting behaviour such as 
how employees commute and use paper. We’ll begin to implement 
these initiatives in 2013 and we’ll continue to educate employees 
on how their activities impact emissions. We plan to increase 
the recycled content of our paper by implementing a formal 
policy and improved tracking mechanism.

Waste and recycling
We recycled or diverted from the landfill 82 per cent of materials 
at Vancity Centre (Vancity’s head office), exceeding our target. 
Total materials collected increased by 10 per cent from 2011.  
The amount recycled and total materials collected were particularly 
high due to several floors being renovated at Vancity Centre  
and office cleanups as employees moved—we recycled almost 
all of these cleanup materials. Materials collected per full-time-
equivalent employee declined from 118 kg to 112 kg. We have 
extensive recycling programs across Vancity, and composting 
programs at some locations. The amount of waste to landfill 
decreased by three tonnes, 20 per cent less than in 2011. 

Materials recycled or diverted from the landfill at Vancity Centre (%)

2012 target 2012 2011 2010 2009 2008

≥70 82 75 79 55 50

 vancity.com/2012annualreport/accountabilitystmts—
Detailed data tables and more information on: 
•	 Perceptions of Vancity as an organization committed  

to improving the environment
•	 Assets invested in impact, treasury investments  

in impact, community impact loans
•	 Business and personal banking products  

with social or environmental benefits
•	 Carbon offsets purchased and offset criteria
•	 Greenhouse gas emissions, energy use, employee 

commuting, paper use
•	 Waste and recycling, water use

Vancity’s operations
We demonstrate our commitment to environmentally sustainable 
operations through efficient use of resources including energy, 
materials and water; sourcing environmentally responsible goods 
and services; recycling, and selecting green building materials.  
In 2012 we were named one of Canada’s “Green 30” by Aon Hewitt, 
which recognizes organizations whose employees are most positive 
about their record of environmental stewardship. The award 
focuses on employers’ strategies, activities and efforts to 
minimize the environmental impact of their operations, 
products and services.

We’ve been carbon neutral since 2008. This means we reduce 
our greenhouse gas emissions as much as possible, measure, 
then offset our emissions through the purchase of registered 
carbon offsets from emission-reducing activities that others 
have undertaken. We maintained our carbon neutral status in 
2011 by purchasing 5,253 tonnes of carbon offsets at a cost of  
$20 per tonne. (A tonne of greenhouse gas is the equivalent  
of the carbon sequestered—naturally captured and stored— 
by around 23 tree seedlings grown for 10 years.) We have 
comprehensive criteria to guide the purchase of carbon offsets, 
which we reviewed and updated in 2012. The offsets we 
purchased met our updated criteria. 

Greenhouse gas emissions 
Vancity emitted 5,296 tonnes of greenhouse gas emissions in 
2012, 43 tonnes more than in 2011. Key reasons for the increase 
included a slightly higher proportion of employees driving 
alone, and the percentage of recycled content in our office 
paper declining by 10 percentage points, resulting in a nine  
per cent increase in emissions from paper use. Both the total 
number of business flights and the distance travelled by air 
increased in 2012. However, we improved our methodology  
and used emission factors that more accurately reflected the 
flight travel class. As a result, emissions from air travel dropped 
by 11 per cent. Emissions also decreased from our vehicle fleet  
as we divested of two vehicles. 

Greenhouse gas emissions (tonnes)

2012 target 2012 2011 2010 2009 2008 2007 base year

≤4500 5,296 5,253 4,783 5,101 5,202 5,241

In 2010 we recalculated the base year (2007) data to reflect the impact of our 2009 divestitures and allow 
for a fairer comparison between our 2010, 2011 and 2012 performance and the base year. 

Until 2011 Vancity had a maximum cap for greenhouse gas emissions 
of 6,000 tonnes. This cap related to normal operations inclusive 
of organic growth but excluding mergers. In 2011 our Board of 
Directors established a new target for emissions of 4,500 tonnes 
or less—a reduction of 25 per cent from the previous target and 
16 per cent lower than the amount of emissions in 2011. 

Total materials collected  
increased 10 per cent 
and the amount of waste 
to landfill decreased by  

20 per cent.
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In 2012 the Executive Leadership Team’s cash compensation 
consisted of base salary and an annual incentive plan aligned 
with six key organizational targets (see page 16) and individual 
accountabilities as outlined in divisional plans. In addition, the 
President and Chief Executive Officer (CEO) had a long-term 
incentive plan aligned to relevant performance targets. The plan, 
which we’ll renew in 2013, contained a retention component by 
deferring the payout for three years. In 2012 total compensation 
for our President and CEO was 27 times higher than for our 
lowest-paid employee. Market research indicates that this 
difference is much less than at comparable financial institutions.  
A report by the Canadian Centre for Policy Alternatives, 
Canada’s Elite CEO 100, noted that in 2010, on average, Canada’s 
top 100 Chief Executive Officers across all industries made 189 
times more than Canadians earning the average wage. 

We’re preparing to comply with expected provincial regulatory 
guidance from the Financial Institutions Commission on executive 
compensation disclosure. Vancity’s vision and values align with 
transparency and we support our regulator’s initiative. We plan 
to disclose at the same time as other credit unions— we feel 
credit unions will benefit from disclosing in the same manner 
and format at the same time, both for consistency and for 
proper management of the issue system-wide. 

 vancity.com/boardofdirectors—Board and Board 
Committees, responsibilities and evaluation; Director 
development, remuneration and attendance at Board  
or Committee meetings

 vancity.com/leadershipteam—CEO and Executive  
Leadership Team accountabilities and biographies

Our approach to risk management
We want to cultivate community and member well-being, meet 
our members’ financial needs, and sustain Vancity’s financial 
health through a consistent and enterprise-wide approach to 
risk management. We’re committed to ensuring that our business 
decisions balance key risks with our values-based vision within  
a regulated industry.

Our business strategy and model challenges us to create 
opportunities for our members through informed risk insights. 
We seek to provide greater accessibility to our values-aligned 
financial products and services in a way that reflects our 
awareness of key risks. With these objectives in mind, in 2012  
we created a risk division and hired an SVP Risk to provide a 
broader view of risk. 

We have identified 10 principal risks through our enterprise risk 
management framework: strategic, business, legal and regulatory, 
systemic, reputational, liquidity, credit, talent, technology and 
market. Increasing our employees’ knowledge and understanding 
of key risks will help us work with our members to achieve the 
best results for individual members as well as for our membership 
as a whole. Accountability for ensuring each risk is effectively 
managed lies with the relevant member of the Executive 
Leadership Team. 

In 2013 we plan to involve people across the organization to 
ensure we effectively identify and report on the most relevant 
external and internal risks. We have engaged an external firm  
to help perform a risk review to provide a foundation for a  
risk framework that will support our co-operative model and 
values-based vision, and ensure we make the right decisions  
for our membership. 

Governance renewal and Director elections
We gain strength through meaningful and effective member 
participation. And we believe a Board with diversity in thought 
and deep connections to the local community is critical to 
preserving the strength and risk management capabilities of 
credit unions. 

In 2010 we began to renew our governance process, beginning 
with the definition of criteria and desired characteristics for 
Directors. We continued to refine it in 2012, including candidate 
screening and recommendations by the Nominations and 
Election Committee, which included four members-at-large.  
As well as strategic ability and business acumen, we stated a 
preference for candidates who demonstrated an ability to lead 
people and projects, and with a governing track record in local 
emerging social justice, economic and environmental issues.  
We believe these changes help members make more informed 
choices while maintaining a democratic, transparent process.

In 2012 our Nominations and Election Committee recommended 
five of 13 potential Board candidates. Members were able to vote 
for their choice of up to three candidates. Of eligible members, 
4.5 per cent voted, down slightly from 2011 (4.8 per cent).  
The three elected candidates were all recommended ones.  
We want to motivate more members to vote and encourage 
voter turnout. In 2013 we’ll try to increase member awareness  
of voting and why it’s important through a robust marketing  
and communications campaign. 

While some members feel the candidate recommendation process 
is a contradiction to our co-operative values, our research indicates 
that overall our members approve of the changes. Independent 
research showed that having recommended candidates was not 
a top-of-mind concern for members overall, or for recent voters, 
and would not discourage participation in the election process.  
In the study, 74 per cent of members approved of Vancity 
recommending some candidates and 20 per cent disapproved. 
We will continue to listen and stay informed of members’ 
opinions through all our channels in 2013.

Board Directors’ and executive pay
An independent committee of members reviews Board Directors’ 
remuneration to ensure it continues to be appropriate for the 
credit union and 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 
to members at the Annual General Meeting (AGM) for approval—
most recently at Vancity’s 2012 AGM. Director remuneration 
increases by BC’s provincial Consumer Price Index if Vancity’s 
target for operating earnings is achieved for that year.

Governance and approach to risk management

Of eligible members,  
4.5 per cent voted  
in the 2012 Board of  
Directors election, 
down slightly from 2011.
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Market volatility, low interest rates and increased regulations, 
together with changing demographics, customer preferences 
and high levels of personal debt, are affecting Canadians and 
profoundly changing the financial services industry. Our prudent 
approach to risk and credit and our predictions of a long-term 
low interest rate environment have paid off to date. That said, 
we must continue to manage within a low-margin environment, 
manage the quality of our assets, meet regulatory requirements 
and implement our Banking Applications Renewal (BAR) project 
while freeing up resources for innovation and transformation. 
While we believe we’ll continue to exceed our internal capital 
adequacy minimum of 12 per cent, capital will remain under 
pressure as we move ahead with our strategic priorities. 

Key success factors to implementing our strategic objectives  
will be close monitoring of the external market and operating 
context and ensuring we’re nimble enough to react to changes. 
They also include effective governance, project and change-
management oversight, and internal controls associated with  
the renewal of our banking system and applications. 

The ability to differentiate ourselves and offer members something 
unique in a crowded financial services market will be vital to our 
long-term success. Our business strategy for 2013-2015 focuses 
on further growth with positive, measurable member and 
community impact. Our three strategic priorities for 2013 are: 

1. Accelerate Impact—Develop innovative solutions that meet 
members’ long-term needs and drive sustainable growth 
with impact. These will include solutions that are fairly 
simple to execute and provide an opportunity to create 
impact quickly or the opportunity to test a new market. 
They will also include solutions that will take more time, 
require more investment and involve deeper risk analysis, 
but where the potential for impact is significantly greater. 

2. Transform the Organization—Bring our business model  
of member-led innovation to life, moving away from a 
conventional banking model toward one that creates 
positive impact at scale in a manner that is consistent  
with our guiding principles. 

3. Renew our Core Banking System—Rebuild our technology 
infrastructure so we have the infrastructure to support  
our vision of growth with impact.

As well as developing an approach to banking at Vancity that 
focuses on profit-making for member and community benefit 
versus profit-maximizing for shareholder benefit, we also need 
to engage with similarly minded community partners and global 
leaders to promote values-based banking. Our work in 2013 will 
include demonstrating the value of a banking model that puts 
the needs of people and communities first, and that places the 
tools of banking in service of economic, social and environmental 
development in a manner that is fair, transparent and accountable.

We believe the following targets and commitments speak to 
both what we want to achieve in terms of impact and the pace 
and depth of change that we need to achieve to deliver on our 
vision in the long term. We want to maintain our high scores  
for member service and employee engagement, while investing 
in areas that differentiate us and contributing to members’ 
long-term interests.

Ethical Policy
We recognize that significant impacts result from whom  
we choose to do business with. Our Ethical Policy, in place  
since 2002, is a set of guidelines to help us decide with which 
organizations we want to do business. It doesn’t apply to 
individuals. 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 is in terms of dollars or profile, the deeper is our 
level of analysis. In this way, we minimize our negative social  
and environmental impact and reduce overall risk. 

In 2012 we conducted a comprehensive review of the Ethical 
Policy and its application to ensure it remained relevant and 
effective. The result was refreshed Ethical Principles for Business 
Relationships designed with input from Board members, 
employees, management, members, and suppliers. These principles 
will continue to guide decision-making by management and 
staff with respect to all business relationships with external 
organizations, shifting us to a principles-based approach to 
accelerate positive social, economic and environmental impact. 
The new approach will be introduced throughout 2013 and will 
recognize and support highly aligned business partners who 
have sustainable business practices. 

 vancity.com/ethicalpolicy 

 vancity.com/2012annualreport/dma— 
Description of principle risks 

 vancity.com/2012annualreport/accountabilitystmts—
Detailed data tables and more information on: 
•	 Board diversity, attendance, elections
•	 President and CEO compensation compared  

to lowest employee compensation
•	 Survey results on values
•	 Confidential and anonymous reporting system
•	 Compliance with laws and regulations, internal fraud
•	 Ethical Policy screens and results

Future plans, targets and commitments 
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2013 supporting targets and commitments (accountable: Executive Leadership Team)

Strategic initiatives

Launch a structured innovation process to identify opportunities to increase our positive impact on personal and business members  
and their communities

Develop and establish four community advisory committees to engage selected communities in support of Vancity’s strategies and activities

Develop our next generation of impact metrics aligned with our guiding principles 

Produce a white paper to provide the starting point for exploring solutions and strategies that integrate social justice into environmental 
sustainability initiatives

Financial and member service targets

Net earnings from operations are $56 million

Net earnings from operations before distribution and tax are $91 million

Our liquidity ratio is 13 per cent

Our capital adequacy ratio is 13 per cent

Our efficiency ratio is 76 per cent or less

The average branch service score is at least 8.69 out of 10

Social and environmental targets

The total value of treasury investments in impact is $45 million—an increase of 30 per cent over 2012 

Meet Living Wage Employer requirements by May 2013

Greenhouse gas emissions are 5,100 tonnes or less

At Vancity Centre, at least 75 per cent of waste is diverted from the landfill or recycled 

Future targets and commitments

2013 key organizational targets (accountable: Executive Leadership Team)

Impact

52.6 per cent of members strongly agree Vancity’s contribution to the community has a positive effect on their well-being 

Community impact loans approved as a percentage of total commercial and business loans are 36 per cent

Confidence

Increase our net new active membership base by 16,000 

Return on member equity is 6.0 per cent

Integrity

People with a disability represent at least 2.4 per cent of our workforce

Our employee engagement score is at least 76 per cent
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The following tables summarize key accountability data for the 
past five years, where available. They include our organizational 
scorecard measures and additional data of most relevance to 
our business strategy and members. Please refer to the Complete 

Consolidated Accountability Statements online for additional data, 
including detailed data tables, definitions, explanations and notes. 

 vancity.com/2012annualreport/accountabilitystmts

Key accountability data

Section three
Summarized statements
and other information

Financial data and ratios1 Unit 2012 2011 2010

Return on average members’ equity2 % 6.5 11.0 11.8

Efficiency ratio % 78.5 68.7 65.0

Capital adequacy ratio % 12.7 13.6 13.9

Liquidity ratio % 15.7 18.8 16.7

Return on average assets % 0.4 0.6 0.6

Net interest margin (net interest income as a  
percentage of average interest earning assets) % 2.2 2.3 2.4

Net interest income as a percentage of operating 
revenue % 83.5 82.5 80.9

Gross impaired loans as a percentage of total loans % 0.1 0.2 0.6

Allowance for credit losses as a percentage of 
total loans % 0.5 0.6 0.8

Percentage of member loans funded by member 
deposits3 % 79.1 82.4 83.5

1  Financial data is derived from or is calculated using data from Vancity’s audited complete Consolidated 
Financial Statements. 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). Financial data from 2008 and 2009 is not directly comparable to data from 
2010 onwards and we have therefore not included it. 

2  We restated data for 2011 to align with a more precise calculation used in 2012. We did not restate data 
for 2010 as the required information is not available.

3  We restated data for 2011 and 2010 to align with an updated calculation used in 2012.

  2012 data externally assured. This is data that relates to our 2012  
targets and commitments.

n/a = Not available.

Member and employee data Unit 2012 2011 2010 2009 2008
 Net active membership 

growth # 7,806 2,760 (1,090) (687) 8,499

Number of members4 # 492,101 479,528 417,211 414,377 407,120

 Average (mean) branch  
service score out of 105 # 9.08 9.03 8.97 8.89 8.89

Member likelihood to  
recommend score6 % 73 69 63 59 63

Member service centre  
customer satisfaction score % 80 78 75 77 73

Member complaints escalated 
to Board, CEO and Chief  
Operations Officer

# 145 102 154 213 n/a

Substantiated reports of  
privacy breaches7 # 5 9 6 13 13

Number of employees # 2,544 2,459 2,397 2,384 2,704

 Employee engagement score % 76 71 61 53 56

Voluntary turnover rate % 5 6 6 8 10

Absenteeism rate # 8 8 7 9 10

Employees who agree employee 
learning and development  
is strongly supported

% 74 70 64 57 59

4  We changed the methodology for counting members in 2011, see page 88 of our 2011 Annual Report for details.

5  An additional sampling stream was included in data for 2012. This had a minor effect on the score, and so 
2012 data may not be directly comparable to past data.

6  Likelihood to recommend data for 2012 is not directly comparable to past data due to changes in the 
survey methodology.

7  Past data (2009 and prior) on privacy breaches may not be comparable due to improvements made to 
tracking systems.
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Social and environmental data Unit 2012 2011 2010 2009 2008
 Percentage of assets invested  

in impact8 % 5.5 4.1 n/a n/a n/a

Community impact loans approved 
as a percentage of total business 
and commercial loans approved

% 34.3 34.1 n/a n/a n/a

Net new socially responsible invest-
ments by members or clients as a 
percentage of overall investments

% 16.3 23.2 31.2 24.0 n/a

Women in senior management9 % 44 41 37 34 32

Community donations as a  
percentage of previous three-year 
pre-tax profits1

% 10.4 18.5 23.4 n/a n/a

 Total greenhouse gas emissions tonnes 5,296 5,253 4,783 5,101 5,202

 Employees using sustainable 
transportation modes % 49 50 56 48 49

 Materials recycled or diverted 
from landfill % 82 75 79 55 50

8   New indicator in 2012, with prior year comparatives. For details on how this is calculated and limitations, 
see page 12 of the Complete Consolidated Accountability Statements. 

9   Senior management in this instance refers to Vice Presidents and above.

Governance and risk data Unit 2012 2011 2010 2009 2008

Eligible members who voted  
in Board elections % 4.5 4.8 4.0 6.6 7.0

Board Directors who are women % 56 66 67 78 73

Ratio of Vancity’s President and 
CEO compensation to lowest-paid 
employee compensation

# 27 28 28 n/a n/a

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

% 85 84 82 81 n/a

Existing strategic suppliers and  
treasury relationships screened  
accordance with the Ethical Policy

% 73 82 n/a n/a n/a

Substantiated incidents of  
employee fraud # 4 4 5 6 7

  2012 data externally assured. This is data that relates to our 2012  
targets and commitments.

n/a = Not available.

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.

Scope of our work
•	 Subject matter 1: We have carried out a ‘reasonable’ assurance engagement 

over the fair presentation that Vancouver City Savings Credit Union and 
its subsidiaries’ (“Vancity”) has implemented processes and disclosures 
that adhere with the AA1000 Accountability Principles Standard (2008) 
[“AA1000APS (2008)”], which include the principles of Inclusivity, Materiality 
and Responsiveness (“AA1000 Principles”), and to express an opinion thereon.

•	 Subject matter 2: We have carried out a ‘reasonable’ assurance engagement 
over the fair presentation of Vancity’s greenhouse gas emissions for the 
year ended December 31, 2012 and Carbon Neutral Assertion for the year 
ended December 31, 2011 as presented in the 2012 Annual Report (the 
“Report”) and to express an opinion thereon.  The Carbon Neutral Assertion 
refers to the neutralization of greenhouse gas emissions through the 
purchase of offsets.

•	 Subject matter 3: We have carried out a ‘limited’ assurance engagement 
over the fair presentation of the progress of the targets and commitments 
as presented in the Report for the following groups of targets and 
commitments and to express a conclusion thereon:

 − Key organizational targets presented on pages 16-17: impact (all), 
integrity (all) and confidence (net active membership growth only). 

 − Supporting targets and commitments presented on pages 23-25: 
members and employees, social, and environmental.

 (together, the “Targets and Commitments”)

Level of assurance (limited vs. reasonable)
•	 A limited assurance engagement is comprised primarily of enquiries and 

analytical procedures and the work is substantially less than that undertaken 
for a reasonable assurance engagement, which could include obtaining 
third-party evidence and examination, on a test basis, of supporting 
information. In a limited assurance engagement the level of assurance is 
lower than would be obtained in a reasonable assurance engagement.

Criteria
•	 Subject matter 1:  AA1000 Principles

•	 Subject matter 2: Criteria internally developed by Management and  
ISO 14064 – Part 1 

•	 Subject matters 3: 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 progress of the Targets and 
Commitments, 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. 

•	 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 
and 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.  However, 
management chooses to apply the AA1000 principles and is responsible 
for adhering to them. Management also chooses to report in accordance 
with the Global Reporting Initiative reporting guidelines (version 3.1).

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

•	 Interviewing selected personnel, including the Executive Leadership 
Team and board members, to identify the key sustainability issues 
related to the application of the AA1000 Principles

•	 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 Targets and Commitments 
and understanding processes specified for the collection and reporting of 
the Targets and Commitments and where relevant, performing walkthroughs 
of systems and processes for data aggregation and reporting

Ernst & Young LLP’s Independent Assurance Statement 
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•	 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 2012 greenhouse gas emissions and 2011 carbon offsets

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 Consolidated Accountability Statements

•	 Management’s forward-looking statements

•	 Any comparisons made by Vancity against historical data, with the 
exception of Targets and Commitments 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 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 AA1000 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 AA1000 Materiality principle.

Responsiveness
•	 In our opinion, the Report demonstrates responsiveness to stakeholder 

issues and feedback through descriptions of Vancity’s decisions, actions, 
performance and communication in accordance with the AA1000 
Responsiveness principle.

Subject matter 2
In our opinion, the Report presents fairly, in all material respects, the 
greenhouse gas emissions for the year ended December 31, 2012 and the 
Carbon Neutral Assertion for the year ended December 31, 2011 in accordance 
with ISO 14064 - Part 1 and the criteria internally developed by management.

Subject matter 3
Nothing has come to our attention that causes us to believe that the 
progress of the Targets and Commitments for the period January 1, 2012  
to December 31, 2012 are not presented fairly, in all material respects in 
accordance with the criteria internally developed by management. 

 

Vancouver, Canada 
March 28, 2013

To the Members

The accompanying summarized consolidated financial statements, which 
comprise the summarized consolidated balance sheet as at December 31, 2012, 
and the summarized consolidated statements of operations, comprehensive 
income, changes in member’s equity and cash flows for the year then ended 
are derived from the audited consolidated financial statements of Vancouver 
City Savings Credit Union (the “Credit Union”) for the year ended 
December 31, 2012. 

We expressed an unmodified audit opinion on those consolidated financial 
statements in our report dated March 5, 2013. 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 consolidated 
financial statements of the Credit Union.

Management’s Responsibility for the  
Summarized Consolidated Financial Statements
Management is responsible for the preparation of the 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 consolidated financial statements of Vancouver City Savings 
Credit Union for the year ended December 31, 2012 are a fair summary  
of those consolidated financial statements, in accordance with the basis 
described in Note 1.

Chartered Accountants 
Vancouver, Canada 
March 28, 2013

KPMG LLP’s Auditors’ Report on Summarized 
Consolidated Financial Statements
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Consolidated Balance Sheet December 31, 2012, with comparative information for December 31, 2011

($ thousands)   2012  2011

Assets
Cash and cash equivalents  $ 165,330 $ 116,025
Interest bearing deposits with financial institutions    1,811,830  2,083,277
Financial assets: 
 Fair value through profit or loss   325,058  242,958
 Available-for-sale   153,284  178,030
     478,342  420,988
Accrued interest receivable   14,707  14,374
Derivative instruments   5,413  19,258
Loans and advances to members: 
 Residential mortgages   7,426,860  7,143,071
 Commercial mortgages   2,182,612  1,760,774
 Consumer loans   2,931,077  2,695,666
 Business loans   1,884,112  1,709,245
 Accrued interest receivable   25,717  23,935
 Allowance for credit losses   (78,369)  (83,586)
     14,372,009  13,249,105
Premises and equipment   100,204  94,226
Intangibles   32,846  22,750
Inventory   13,676  15,091
Current tax assets   5,039  7,762
Deferred tax assets   35,742  42,161
Other assets   20,690  42,100
Total assets  $ 17,055,828 $ 16,127,117

Liabilities and Members’ Equity
Deposits from members:
 Demand deposits  $ 4,361,330 $ 4,451,342
 Term deposits   10,063,516  8,709,949
 Shares   111,512  106,402
 Accrued interest and dividends payable   101,852  98,107
     14,638,210  13,365,800
Derivative instruments   20,769  38,139
Borrowings:
 Secured borrowings   34,891  181,698
 Wholesale borrowings   1,195,314  1,458,855
 Accrued interest payable   2,063  1,740
     1,232,268  1,642,293
Accounts payable and accrued liabilities   203,592  187,254
Retirement benefit obligation   58,280  44,272
Other liabilities   11,167  14,385
Total liabilities   16,164,286  15,292,143
Members’ equity:
Capital and reserves attributable to members:
 Contributed surplus   29,275  29,275
 Retained earnings    864,803  815,889
 Accumulated other comprehensive income (loss)   (2,536)  (10,190)
Total members’ equity   891,542  834,974
Total liabilities and members’ equity  $ 17,055,828 $ 16,127,117

Summarized Consolidated Financial Statements
Consolidated Statement of Operations Year ended December 31, 2012, with comparative information for December 31, 2011

($ thousands)   2012  2011

Interest income  $ 600,267 $ 601,160
Interest expense   239,200  246,794
Net interest income   361,067  354,366

Loan impairment expense    9,043  18,003

Fee and commission income   103,587  100,344
Fee and commission expense   37,413  29,924
Net fee and commission income   66,174  70,420

Hedge ineffectiveness on cash flow hedges   3  (2)
Net gains on financial assets   2,246  319
Other income   2,693  4,276

Total operating income   423,140  411,376

Operating expenses:
 Salary and employee benefits   185,659  166,792
 Occupancy and equipment   44,124  39,735
 General and administrative    100,242  73,765
     330,025  280,292

Net earnings from operations before distribution and tax   93,115  131,084

Distribution to community and members    18,373  28,404

Net earnings from operations before tax    74,742  102,680

Income tax expense    17,437  11,994

Net earnings from operations  $ 57,305 $ 90,686
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Consolidated Statement of Comprehensive Income Year ended December 31, 2012, with comparative information for December 31, 2011

($ thousands)   2012  2011

Net earnings from operations  $ 57,305 $ 90,686

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 of $411 (2011 - $474)   1,873  2,609
  Amount transferred to the statement of operations, 
     net of tax of $177 (2011 - $133)   804  (734)
     2,677  1,875

 Cash flow hedges:
  Effective portion of changes in fair value, 
     net of tax of $1,080 (2011 - $2,555)   4,920  (14,065)
  Amount transferred to the statement of operations, 
     net of tax of $13 (2011 - $928)   57  (5,109)
     4,977  (19,174)

Actuarial losses on defined benefit pension plans, 
 net of tax of $1,779 (2011 - $2,234)   (8,391)  (7,681)

Other comprehensive losses for the year   (737)  (24,980)

Comprehensive income attributable to members  $ 56,568 $ 65,706

Consolidated Statement of Cash Flows Year ended December 31, 2012, with comparative information for December 31, 2011

($ thousands)   2012  2011

Cash flow from operating activities:
Net earnings from operations before distribution and tax  $ 93,115 $ 131,084
Adjustments for non-cash items:
 Loan impairment expense   9,043  18,003
 Depreciation of premises and equipment   13,918  12,336
 Amortization of intangibles   2,322  1,702
 Depreciation of investment property   9  19
 Net gains on financial assets at FVTPL or AFS   (2,246)  (319)
 Net gains on disposition of assets held for sale   -  (207)
 Income tax expense   (17,437)  (11,994)
     98,724  150,624
 Change in derivative instruments   1,452  11,069
 Change in current tax assets and liabilities   2,723  (18,588)
 Change in deferred tax assets   6,419  (10,410)
 Change in other assets   21,401  (3,966)
 Change in accounts payable and accrued liabilities   16,338  (18,402)
 Change in other liabilities   2,399  4,431
 Net cash generated from operating activities   149,456  114,758
Cash flow from investing activities:
 Proceeds from (purchase of) disposition of interest  
  bearing deposits with financial institutions   271,447  (279,046)
 Purchase of financial assets at FVTPL and AFS   (52,431)  (320,407)
 Change in accrued interest receivable   (333)  (5,542)
 Change in loans and advances to members   (1,131,947)  (771,318)
 Purchase of premises and equipment   (20,781)  (21,503)
 Disposal of premises and equipment   885  10,802
 Purchase of intangibles   (12,418)  (12,765)
 Change in inventory   1,415  8,825
 Proceeds from disposition of assets held for sale   -  5,283
 Net cash used in investing activities   (944,163)  (1,385,671)
Cash flow from financing activities:
 Change in deposits from members   1,263,555  650,817
 Change in shares   5,110  4,608
 Change in accrued interest and dividends payable   3,745  17,724
 Secured borrowings repayment   (146,807)  (194,500)
 Change in wholesale borrowings   (263,541)  727,499
 Change in accrued interest payable on borrowings   323  505
 Distributions to community and members   (18,373)  (28,404)
 Net cash generated from financing activities   844,012  1,178,249
Cash and cash equivalents at the beginning of the year   116,025  208,689
Net increase (decrease) in cash and cash equivalents   49,305  (92,664)
Cash and cash equivalents at the end of the year  $ 165,330 $ 116,025
Cash and cash equivalents consists of:
 Cash and deposits held with Central 1 and other banks   $ 133,721 $ 73,824
 Cheques and other items in transit   14,986  14,992
 Restricted cash   16,623  27,209
    $ 165,330 $ 116,025
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Consolidated Statement of Changes in Members’ Equity December 31, 2012, with comparative information for December 31, 2011

      AOCI  AOCI    Total 
   Contributed  Hedging  Fair value  Retained  members’ 
($ thousands)  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 during the year  -  -  2,609  -  2,609
     Net amounts transferred to the consolidated statement of operations      (734)  -  (734)
    -  -  1,875  -  1,875
 Cash flow hedges:
  Net effective portion of changes in fair value  -  (14,065)  -  -  (14,065)
  Net amount transferred to the consolidated statement of operations    (5,109)  -  -  (5,109)
    -  (19,174)  -  -  (19,174)

 Actuarial losses on defined benefit pension plans  -  -  -  (7,681)  (7,681)
Balance at December 31, 2011 $ 29,275 $ (13,404) $ 3,214 $ 815,889 $ 834,974

Net earnings from operations  -  -  -  57,305  57,305
 Other comprehensive income (losses) for the year, net of tax: 
  Net gains on available-for-sale financial assets:  
     Net unrealized gains during the year  -  -  1,873  -  1,873
     Net amounts transferred to the consolidated statement of operations      804  -  804
    -  -  2,677  -  2,677
 Cash flow hedges:
  Net effective portion of changes in fair value  -  4,920  -  -  4,920
  Net amount transferred to the consolidated statement of operations    57  -  -  57
    -  4,977  -  -  4,977

 Actuarial losses on defined benefit pension plans  -  -  -  (8,391)  (8,391)

Balance at December 31, 2012 $ 29,275 $ (8,427) $ 5,891 $ 864,803 $ 891,542

Note 1: Basis of preparation
The Summarized Consolidated Financial Statements are derived from the audited complete Consolidated Financial Statements, prepared in accordance 
with International Financial Reporting Standards, as at and for the year ended December, 31 2012. Those audited complete Consolidated Financial 
Statements were approved by the Board of Directors on March 5, 2013 and are located on Vancity’s website at: vancity.com/2012annualreport. 

The Summarized Consolidated Financial Statements were prepared by management in accordance with Section 128 (4) of the Financial Institutions Act, 
RSBC 1996, c.141.

This report is prepared in accordance with the Global Reporting Initiative’s 
(GRI) G3.1 Sustainability Reporting Guidelines to application level A+. We have 
reported all required profile and management approach disclosures and each 
core indicator, where possible and material. 

 vancity.com/2012annualreport/griindex — Detailed Global Reporting 
Initiative Content Index (G3.1), including details on application level and 
explanations of what we have and have not disclosed

Topic Pages Online*
AA1000 Principles 4, 57-58 REP 3
Absenteeism 55 AS 26
Access to financial services 35 AS 9-11, DMA 10
Accounting policies – FS Notes 2, 3
Active members 29-30 AS 7
Advocacy 8-9 /advocacy, DMA 11, 17-18
Affordable housing 18 AS 12-14, 17
Allowance for credit losses 55, 60 AS 4, FS Note 7
Asset management 42-43 AS 19
Assets invested in impact 38 AS 12
Audits/assurance 4, 57-59 FS, REP 7
Awards 30, 33, 46 /awards

Banking Applications Renewal (BAR) 32 –
Benefits 33 AS 5, 26-27, FS Notes 11, 18, 27; 

DMA 7
Board diversity 12 AS 34
Board elections 12, 48 AS 34
Board of Directors and committees 10-11, 48-49 /boardofdirectors
Business and commercial loans 26 AS 6, 15, FS Note 7
Business model 13 –
Business strategy 14-15 –

Capital adequacy 28 FS Note 23
Carbon neutral and carbon offsets 46-47 AS 29, GHG
Citizens Bank 11, 18 AS 7, 16
Commuting (by employees) 25, 46-47 AS 30-32
Community impact loans 44 AS 13-14
Compensation—Employees 33 AS 27-28, FS Note 18
Compensation—Board of Directors 48 /boardofdirectors
Compensation—Executive/CEO 49 AS 36, FS Note 27
Complaints—Member 55 /complimentsandcomplaints, 

AS 8, DMA 12
Compliance with laws and regulations – AS 35, DMA 10, 12
Co-operatives 14, 41 –
Credit cards/prepaid cards 27, 37 –
Credit risk – FS Note 21 (a), DMA 15

Topic Pages Online*
Directors’ attendance – AS 34, /boardofdirectors
Diversity—Employees 38 AS 21-24, DMA 9
Dockside Green 45 –
Donations 41-42, 45 AS 15-17, FS Note 20, /grants
Economic capital – AS 5
Economic impacts 7, 38-43 DMA 2-5
Economic value added – AS 5
Efficiency ratio 28 AS 4
Employee engagement 32 AS 24
Employee orientation 34 –
Employees 32-34 AS 21-28, DMA 7-9
Energy use – AS 31
Enbridge 45 –
Environment 44-47 AS 29-33, DMA 5-6
Ethical Policy/Principles 50 AS 36-37, DMA 14-15
Expenses 26-28 FS Note 19

Fees 27 AS 35, DMA 11, FS Note 17,  
/banking/fees/

Financial assets – FS Note 5
Financial inclusion 14, 35 DMA 10
Financial literacy 35-36 AS 10-11
Financial planning and advice 30 –
Financial ratios 55 AS 4-5
Financial results 26-29, 60-64 FS
Foreign exchange services 12 –
Fraud 36, 56 AS 35, DMA 10-11, 16
Funding gap 26, 55 AS 4
Future outlook 9, 51 –

Global Alliance for Banking on Values 19 www.gabv.org
Governance 10-11, 48-49 AS 34-36
Granting programs 41-42, 45 AS 12, 15-17, /grants
Greenhouse gas emissions 46-47 AS 30-32, GHG
GRI/Global Reporting Initiative 4, 65 REP 2-3, gri.org
Grievances – AS 25
Growth (in membership) 29 AS 7
Guiding principles 14 –

Content index

*Online references: 

AS = Complete Consolidated Accountability Statements: vancity.com/2012annualreport/accountabilitystmts
DMA = Disclosure on Management Approach: vancity.com/2012annualreport/dma
FS = Complete Consolidated Financial Statements: vancity.com/2012annualreport/financialstmts
GHG = GHG Inventory Report: vancity.com/2012annualreport/ghginventory
REP = Reporting Process and History: vancity.com/2012annualreport/reportingprocess /… = Vancity’s website: www.vancity.com/…
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Topic Pages Online*

Health and safety – AS 25-26, DMA 8
Hiring practices/new hires 34 AS 22-23, 28
Human rights/equal opportunity – AS 21-28, DMA 9
Human rights  
(in investment/procurement)

43, 50 AS 27, 36-37, DMA 14

Impact metrics 15, 38 –
Impaired loans 55 FS Note 7 (c)
Information technology 32 –
Integrated reporting 4 REP 2
Interest income and expense 55, 61 FS Note 16

Likelihood to recommend Vancity 55 AS 2, 8
Liquidity/liquidity ratio 9, 26-27 FS Note 21 (b)
Living wage 33, 43 AS 27
Loans 26, 39, 44 FS Note 7, AS 4, 6, 10, 13-15
Loans funded by member deposits 26, 55 DMA 3

Materiality 21, 58 REP 5-6
Member profile 29-30 AS 7-8
Member satisfaction 30 AS 8-9
Member-led innovation 13 –
Memberships and voluntary initiatives 8-9 DMA 17-18
Micro-lending 35-37, 39 AS 10-11, 13-14

Net earnings from operations 23 –

Onboarding—Employee 34 –
Onboarding—Member 30 –
Operating context 18-19 –

Paper use and quality 46-47 AS 30-33
Partnerships 8-9, 35-36, 44 DMA 17-18
Pension plans 32-33, 62 AS 26-27, FS Notes 11, 27 (b)
Perceptions of Vancity – AS 18
Political activities – DMA 11
Privacy and security 36, 55 /privacysecurity,  

AS 9, DMA 10-13, 16
Products/services with  
environmental benefits

44-45 AS 9, 14

Products/services with social 
benefits

35-43 AS 9, 14

Profit share 16-17, 33 –

Topic Pages Online*
Prototype branches 15, 31 –

Reporting principles and practices 4 REP
Responsible lending 13, 26-27, 37 DMA 5, 15
Return on average assets 55 AS 4
Return on average members’ equity 28 AS 4
Risk management 28, 49-50 FS Note 21, DMA 13-16
Risks and opportunities 18-19 –

Scorecards 16-17, 23-25,  
33, 52-53

–

Securitization – FS Note 14
Service 30 AS 8-9
Shared Success 41-42 AS 15-17, FS Note 20
Social justice 14, 35, 41-42, 53 –
Socially responsible investing 42-43 AS 12, 18-19, /sri
Sponsorships – AS 17, /sponsorships
Stakeholders 20-21 REP 4-5
Suppliers 43, 50, 56 AS 5, 20, 27, 36-37

Talent management 32-34 –
Targets and commitments—2012 16-17, 23-25 –
Targets and commitments—Future 52-53 –
Tax expense 29 FS Note 10, AS 6
Total rewards 33 AS 27-28, 36
Training and development 15, 30, 36 AS 24, DMA 8-9
Treasury investments 26, 38, 50, 53, 56 FS Note 21, AS 12
Turnover 55 AS 22

Union/labour-management relations – AS 21, 25, DMA 7-8

Values-based banking 7-9, 19, 27, 51 /ourvalues
V-check/contradictions 20 –
Vision and values 7, 10 /ourvalues
Volunteering 36, 41 –

Waste (collected, recycled) 47 AS 32-33, DMA 6
Water use – AS 33, DMA 6
Well-being 31 –

 vancity.com/localgardenvideo vancity.com/foamonlyvideo

 vancity.com/branchredesignvideo

*Online references: 

AS = Complete Consolidated Accountability Statements: vancity.com/2012annualreport/accountabilitystmts
DMA = Disclosure on Management Approach: vancity.com/2012annualreport/dma
FS = Complete Consolidated Financial Statements: vancity.com/2012annualreport/financialstmts
REP = Reporting Process and History: vancity.com/2012annualreport/reportingprocess /… = Vancity’s website: www.vancity.com/…
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Vancity branches and managers*

Abbotsford
Abbotsford
Michael Spuls

Burnaby
Brentwood
Susan Devlin
Burnaby Heights
Maria Michayluk  
and Josie Romeo
North Road
Patricia Sonier
Royal Oak
Jennifer Pecknold
South Burnaby
Robin Matthews-
Kanhai
South Slope
Jas Parmar
Station Square
Mirella Gazzolla

Chilliwack
Chilliwack
Ben Letkeman

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

North Vancouver
North Vancouver
Greg Letham
Lynn Creek
Arlene Urlacher
Lynn Valley
Navi Dhiman
Westview
Michael Sanders

Pitt Meadows
Pitt Meadows
Jayne Perrault

Port Coquitlam
North Side
Marie Lewthwaite
Shaughnessy Station
Jenn Fahey

Port Moody
Port Moody
Mirella Gazzolla

Richmond
Richmond
Babs Mann

Squamish
Chieftain Centre
Laura McDonald

Surrey
Cedar Hills
Dean Webster
Guildford
Rup Sumal
Morgan Creek
Barry Osman
Newton
Jodh Dhaliwal
Surrey City Centre
Gerry Collins

Vancouver
4th Avenue
Hormus Karat
Chinatown
Grace Wong
Collingwood
Angela Lam
Commercial Drive
Phelan Jung
Downtown
Jan Dean

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
Sanjeet Rana

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
Peter Reale
Keith Tongue

*As of February 2013
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