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	�See the Consolidated Non-Financial Statements and 
Notes for up to three years of performance data related 
to member growth, loyalty & service experience, products 
and services including products and services with social 
and environmental benefits (“Community Leadership 
portfolio”), socially responsible investing, approved 
business loans by size, and privacy-related complaints.

Future targets and commitments

•	 In 2010, the overall member loyalty score is 44 per cent. 
Accountable: President & CEO (Tamara Vrooman) 	

and the Executive Leadership Team

•	 In 2010, obtain Board approval to proceed with replacing 
our foundational banking application, and if approved, by 
2011, start the planning and implementation of a new core 
banking system. 
Accountable: SVP Information Technology & CEO 

Inventure Solutions (Catherine Boivie)

•	 In 2010, develop a strategy to align the member experience 
with our Vision and Value Proposition.
Accountable: SVP Member Engagement (Paula Martin)

•	 In 2010, conduct a review of, and implement improvements 
to, the retail member mortgage lending process.
Accountable: VP Finance (Rob Malli), SVP Member Services 

(Rick Sielski) and SVP Risk Management and Operations 

(Chris Dobrzanski)

•	 In 2010, increase the percentage of investment sales in 
socially responsible options. 
Accountable: SVP Member Services (Rick Sielski)

•	 In 2010, distribute the remaining funds in the Shared 
Success Economic Recovery Fund in accordance with the 
program’s intentions. 
Accountable: SVP Community Investment (David Berge)
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Social Finance strategy 
In 2009 we created a Community Investment divisionvii, 
hired a Senior Vice President of Community Investmentviii, 
developed a Social Finance strategy, and established a 
Community Investment Committee of the Boardix. We 
believe community is the tie that binds us. Our goal is to 
make the biggest difference by making sure that our real 
estate, business and not-for-profit loans are improving the 
communities our members live in. 

Our Social Finance strategy directs us to proactively look for 
deals with business, not-for-profit organizations and social 
enterprises that deliver strong blended value (economic, 
environmental and social). As well as investing in individual 
organizations, through “proofs of concept” we will identify 
opportunities to invest in emerging sectors for maximum 
community impact. We want organizations and sectors to 
benefit from access to a variety of capital pools—including 
grants, micro-credit, traditional loans and lines of credit, 
start-up and growth financing—as well as other products 
and services, advice, and our community connections.  
Our risk tolerance will need to be continually reviewed and 
adjusted to meet current and prospective member needs 
while protecting Vancity’s capital. Effective communication 
and collaboration among the relevant parts of our 
organization to find the best solutions for members are  
the keys to our success.

To support the implementation of our Social Finance 
strategy, we’re developing metrics to measure the social  
and environmental impacts of social finance deals.   

	�See vancity.com/changeproducts for more information 
on our business products and services with social and 
environmental benefits.

	�See vancity.com/growthcapital for more information 
on growth capital.

Build our social finance offer 
Building our social finance offer is the third key component 
of our Three Year Plan and one of the key pillars for future 
growth at Vancity. Social finance serves businesses and  
other enterprises, not-for-profit organizations, and small 
businesses through to larger commercial enterprises and 
developers. Our goal is to increase the volume of business 
we do with enterprises that benefit their communities.

We also aim to increase the impact of the social finance 
deals we make and improve the member experience while 
maximizing the proportion of Vancity’s assets that are loaned 
and invested in a way that reflects members’ values. We have 
carefully begun the process of raising the profile of social 
finance in the community and continue to use social finance 
stories to help inform both employees in the branches and 
members about what Vancity means to our communities.

Our definition of social finance:

Social finance is an entrepreneurial and risk-based 

discipline of investment in enterprises—business, 

not-for-profit, and co-operative—that uses a stable  

of capital pools and Vancity’s convening power to 

generate economic, social, and environmental benefits 

and to create wealth and community well-being.
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In addition, the enterprise received Enterprising Non-Profits 

Program support to build its sales and marketing plan.  

With the completed plan, the Social Enterprise Fund  

(a collaborative funding program with Vancity, the Vancouver 

Foundation and BC Social Venture Partners) approved 

funding for a total of $60,000 over two years. And to assist 

Just Beginnings to manage cash flow issues associated with 

meeting the Olympic contract for bouquets, Vancity’s 

Community Investment team helped secure an operating 

line of credit.

	� Visit enterprisingnonprofits.ca/projects/demonstrating 

value for more on the Enterprising Non-Profits Program 

and Demonstrating Value project, and vancity.com/vcf 

for more on the Vancity Community Foundation.

Just Beginnings Flowers (  justbeginningsflowers.

com) specializes in providing services to corporate 

and wedding customers, and offers a full range of 

floral services for any occasion. A registered 

not-for-profit organization, Just Beginnings’ social 

mission is to provide training, work experience and 

job placement in the floral industry for people with 

multiple barriers to employment. Just Beginnings 

Flowers, along with Margitta’s Flowers of North 

Vancouver, was selected to produce the victory 

ceremony bouquets for the 2010 Winter Olympic 

and Paralympic Games in Vancouver.

Vancity provided initial launch support with a 

$50,000 grant to construct the store and allow  

a small amount of operating capital. In 2009  

Vancity invested in the store and training facility  

with a further grant of $30,000 through the  

Vancity Community Foundation’s Social Enterprise 

Portfolio Program.

Social finance in action: Just Beginnings
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Impacts of our Community Leadership strategy 
In 2009, the Vancity Board requested a formal evaluation  
of the Community Leadership strategy’s execution and 
impacts to help inform the implementation of our new 
Vision and emerging Social Finance strategy. Here are  
some of the key findings:

•	The Community Leadership strategy helped focus our 
efforts to achieve significant social and environmental 
impacts in the community by:

�� Improving access to financial services and affordable 
housing (e.g., 3,600 members used Pigeon Park Savings, 
and 4,400 people have participated in our financial 
literacy programs)

�� Increasing social enterprise activity (e.g., an 85 per cent 
increase in loans provided to social enterprise, and more 
than 870 participants receiving training)

�� Increasing the financial sustainability of not-for-profit 
organizations (e.g., a 95 per cent increase in loans made 
to not-for-profits)

�� Acting on climate change (e.g., a 186 per cent increase in 
the value of “green” products)

•	The strategy generated several innovative and successful 
“blended value” product and service initiatives, such as  
our Springboard Mortgage, micro-lending programs,  
and a dedicated Green Business Manager who provides 
eco-effective resources and advice to business members.  
It also built our internal capacity to serve our members’ 
needs within our focus areas and within selected areas of 
Vancity’s operations such as not-for-profit lending, green 
energy and buildings, and affordable housing initiatives.

Community Leadership strategy
As social finance evolves and the proofs of concept take 
hold, the Community Leadership strategy and its three  
key areas of focus will deepen and broaden the impact of 
our lending, investing and granting programs. Since 2004, 
Vancity’s Community Leadership strategy has guided us in 
defining our business priorities and how we choose to be 
responsive to the needs of the community. It is focused  
on three key areas:

•	Acting on climate change: reducing environmental impacts 
and developing solutions to climate change (see page 45)

•	Facing poverty: improving access to financial services, 
affordable housing, and home ownership (see page 27)

•	Growing the social economy: strengthening not-for-profit 
organizations, social enterprises, and sustainable businesses 
(discussed in this section)

We chose these areas because they meet our business needs 
as well as the community’s needs. In addition, they build on 
areas in which Vancity has been developing expertise for 
many years. This means we have credibility within the 
community to drive and advocate for change. We understand 
that we are strongest when we work with others, so we  
often partner with community organizations to leverage the 
support we can provide and to share knowledge, expertise, 
and resources. Some of our key partnerships are discussed 
throughout this report, and more examples are available on 
our website. 

	�See vancity.com/communitypartnerships for examples 
of some of our key partnerships.
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grantsxi to strengthen not-for-profit organizations and social 
enterprises, both individually and as a sector. An additional 
$2.8 million was set aside for distribution in 2010. During 
2010, we plan to create a mission-related grant program to 
align the mission and impact of our grants with key social 
finance priorities. Descriptions of some of our grants are 
provided throughout this report.

In 2008, our strategic and responsive granting programs 
totalled $4.7 million, representing 77 per cent of total 
distributions to the community. These programs supported 
the three areas of focus in our Community Leadership strategy.

In addition to Shared Success, each year we donate one per 
cent of net revenues (or $70,000, whichever is the greater) 
from the Jumpstart™ High Interest Savings accounts to support 
the Future Foundations Program. This program provides 
financial education, saving incentives, and other resources to 
help low-income individuals and their families move toward 
self-sufficiency. A key part of this program is an accelerated 
savings plan that matches participants’ savings at the rate of 
three-to-one to eventually fund their career training, or help 
them start a business or purchase a family home. We 
donated approximately $108,000 in 2009 and $70,000 in 
2008. In 2010, we plan to expand this program to support 
one additional matched savings program in Vancouver.

At the end of 2009, we committed to joining the London 
Benchmarking Group (LBG), a growing group of companies 
seeking to better measure and maximize the value of  
their community contributions. LBG’s model includes 
charitable donations, paid employee volunteering, program 
management costs, and sponsorships associated with 
not-for-profit organizations. Through our involvement,  
we hope to expand and improve how we measure our 
community contributions, and maximize community and 
business benefits.

•	Although the Community Leadership strategy clearly 
resonated within selected areas of the organization, it was 
not as widely adopted or understood as initially hoped. 
This was due in large part to a combination of changes in 
senior leadership, lack of performance incentives for 
employees, lack of clarity of expectations across the 
organization, the need for more internal communications 
and, in particular, the need to integrate the strategy into 
the DNA of the organization.

•	Going forward, we need to get better at setting clearer 
objectives, using consistent language, communicating our 
progress more succinctly and frequently, conducting more 
comprehensive performance monitoring and evaluation, 
and securing ongoing senior leadership and Board support.

These findings show that the Community Leadership 
strategy was effective in establishing a foundation for us to 
move toward our new Vision and develop an organization-
wide commitment to social finance.

Our community granting programs
Through our Shared Success program, we commit 30 per 
cent of net earning to members and communities (see page 
20). The community portion of Shared Success is distributed 
primarily though our community granting programs and 
annual donations to the Vancity Community Foundation.  
In 2009, we realigned our community granting programs to 
support the strategic objectives of our Three Year Plan. To 
support our strategic objective to Make the Branch Network 
Sing we allocated $496,000 in responsive grantsx to support 
local projects initiated by community organizations that 
benefit the communities our branches serve, and are within 
the three focus areas of our Community Leadership strategy 
(Acting on Climate Change, Facing Poverty and Growing the 
Social Economy). To support our strategic objective to Build 
our Social Finance Offer we allocated $696,000 in strategic 

JumpStart™ is a trademark of Vancouver City Savings Credit Union.
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Recognizing that members of the co-op could  

benefit from financial literacy training, the Vancity 

Community Foundation engaged a member of  

Vancity’s Community Investment team to deliver  

a seven-module program—Each One, Teach One— 

to provide sewers with basic banking and lending 

knowledge. This has led to more discussion with 

members about microcredit loans to engage the 

women to potentially buy the tools and equipment  

they need to become professional seamstresses.

	� See vancity.com/granting for an overview 

of our granting programs and grant recipients.

	� See vancity.com/sponsorships for a list of 

key sponsorships.

	� See vancity.com/vcf for more on the Vancity 

Community Foundation.

This innovative co-op acts as a broker for sewing projects  

to employ specific groups, such as newcomers to Canada  

or Aboriginal communities, through a network of social 

enterprises and partners. By brokering and coordinating 

production for its members, the co-op can deliver 

high-volume sewing contracts that the smaller enterprises 

could not fulfill on their own. The co-op is supported 

financially by the Enterprising Non-Profits program and 

the Vancity Community Foundation.

In 2009 the Common Thread Sewing Co-op identified an 

opportunity to sew the City of Vancouver’s pre-Olympic 

banners into 1,400 drawstring backpacks for inner-city 

school children. With no shortage of skilled workers but  

a shortage of sewing sergers, they turned to the Vancity 

Community Foundation.

The Foundation found support through the BGH 

Community Fund and the Purple Papillon Fund. These  

two organizations got behind the initiative and provided 

funding for the needed sergers, and the co-op fulfilled  

the backpack contract.

Common Thread Sewing Co-op
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presentations on co-operatives, and on the opportunities  
for Vancity, to employees and community partners. Specific 
outcomes are changes to orientation to include more 
emphasis on financial co-operatives, improved processes  
for Vancity members who are also co-operatives, greater 
participation in Co-op Week, discussion of a local mini-
Bologna program, and approval by the Board to continue  
the Bologna program for employees for the next few years. 

Dockside Green
Dockside Green is an award-winning, multi-million dollar real 
estate development transforming 4.8 hectares of industrial 
land at Victoria’s inner harbour into one of the most 
sustainable communities in the world. It has been underway 
since 2004 and is one of the few North American programs 
to have achieved full Platinum LEED status certification. It 
was developed by Vancity and a Victoria-based company, 
Windmill West Group, and in May 2008, with the initial 
residential phase completed, the first residents moved in.

In December 2009, Vancity assumed 100 per cent ownership 
of the project to facilitate financial restructuring to ensure 
Dockside’s long-term stability and success. In 2008 and 2009, 
Vancity took a cumulative write-down of $35.4 million, 
representing 5.1 per cent of Vancity’s total capital. Given the 
softening of the real estate market from 2008 to 2009, the 
build-out of the project to date, the financial results of the 
project, and the overall healthy capital position of Vancity, 
we judge this amount to be both prudent and manageable.

We have slowed the pace of development, focusing instead 
on leasing and selling the units built to date and ensuring 
that the needs of Dockside’s existing residents are met. We 
are undertaking a detailed review to explore the best options, 
and we remain fully committed to Dockside’s financial, 
environmental and social vision. We look forward to the 
project’s renewed progress as real estate markets improve.

	�See docksidegreen.com for more details, and 
vancity.com/enterprises for a list of our current  
real estate developments.

Our support for the co-operative sector
As a member of the co-operative sector, we look for 
opportunities to support the development of new and 
emerging co-operatives as well as the sector as a whole.  
In addition to providing grants, tailored financial products, 
services and advice to our co-operative members, we are an 
active player in the co-operative movement at the provincial, 
national and international levels. Several of our employees, 
senior managers and Board Directors participate on various 
co-operative or credit union boards and associations.

In addition, since the late 1990s, Vancity has been a key 
sponsor and supporter of the Bologna Summer Program, a 
co-operative learning program for leaders and practitioners 
in the co-operative sector and for students of co-operative 
studies. In 2008, the program was redesigned as a leadership 
program and our Chief Executive Officer personally invited 
participants, including key BC leaders in labour, government, 
business and the social economy.

Since participating in the 2008 program, senior leaders have 
met regularly to discuss how to collaborate and drive change 
within BC. A concrete outcome was an invitation from the 
Business Council of BC (BCBC) for Vancity to participate in 
the Opportunity BC 2020 Project with 30 other leaders and 
academics to discuss how to advance the economy of BC 
over the next 10 to 15 years. The Chief Executive Officer of 
BCBC was a 2008 Bologna participant. As a result of our 
participation in this project, Vancity authored a comprehensive 
paper on Co-operative Opportunities in BCxii in response to 
some of the key issues that business leaders and academics had 
identified, particularly in the areas of small- to medium-sized 
business, adding value to export markets, serving emerging 
collaborative marketplaces, and supporting social development.

In 2009, Vancity invited employees to participate in the 
Bologna program to increase internal understanding of  
the co-operative model and the connection between the 
Bologna program and our Vision of Redefining Wealth. 
Forty-nine employees applied, of whom 13 were accepted 
and attended. Following the 2009 program, Vancity 
employees have met on a regular basis and made 
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sustainability topics, and details of community events by region. 
In addition, we have a network of Community Leadership 
champions who are responsible for sharing information on 
sustainability initiatives with their department or branch.

An ongoing challenge we face is resources: it is difficult  
for employees—particularly those who directly serve 
members—to find the time to read and digest the volume 
of communications they receive. We’re looking into a formal 
employee volunteer program and we’ve incorporated 
Community Leadership deliverables into employee 
performance plans. We also launched the “When you do 
business with us, your community profits” program: in early 
2009 and again later in the year, each branch received a base 
grant of $500 to put toward community causes, with the 
option to receive an additional $2,000 based on sales results.

Future targets and commitments

•	 In 2010, develop social and environmental impact metrics 
to support implementation of the Social Finance strategy. 
Accountable: SVP Community Investment (David Berge)

•	 In 2010, design three social finance “proofs of concept” 
(lending and investing programs) with especially high social 
or environmental impacts.
Accountable: SVP Community Investment (David Berge)

•	 In 2010, develop and implement a new loan program to 
finance energy efficiency. 
Accountable: SVP Community Investment (David Berge)

	�See the Consolidated Non-Financial Statements and 
Notes for up to three years of performance data related 
to products and services with social and environmental 
benefits; community granting, including a breakdown of 
community allocations by type; and our reputation score.

Our reputation as a good community citizen

Reputation score: Percentage who agree that 
Vancity uses its resources and expertise to 
benefit the community and the environment

2007

Members

Public

2008 2009

30%

72%

33%

72% 71%

31%

See Consolidated Non-Financial Statements and Notes for more details.

By preserving or improving our reputation as a good community 
citizen, we can attract and retain members—particularly 
those whose values are aligned with ours. We know the 
majority of our members are aware that we do good things 
for the community and environment, but that they are not 
necessarily aware of the depth of what we do, or where  
we focus our efforts. Also, an increasing percentage of the 
public respond in surveys that they “don’t know” about our 
performance in this area.

To increase our members’ awareness of Vancity’s work in support 
of our communities and the environment, employees must be 
knowledgeable and comfortable talking with members about 
our contributions. In 2009 we shared internal resources to help 
them, including fact sheets, stories, presentations on relevant 



	 Vancity 2008 - 2009 accountability Report	 39

Employee engagement
Employee engagement is a measure of the “energy or passion 
that employees have for their employer or the extent to 
which the employer has captured their hearts and minds.”xiii 
Studies show that engaged employees result in more satisfied 
and loyal customers, and it is one of the key ways we measure 
success. We’ve traditionally had best employer high scores 
but, for the third year in a row, in 2009 employee engagement 
scores dropped. Despite this, employees are still strongly 
committed to serving members (see page 23 for more on 
member loyalty).

Much of the work done by the Executive Leadership Team  
in 2009 was with the goal of providing future capacity  
and capital to fund investments in people, processes and 
technology in 2010, but this work to set Vancity on a stronger 
financial footing likely contributed to the decline in the 
engagement score. This work included confidentially working 
on our three sales transactions as well as the restructuring 
and workforce reduction, and responding to the interest rate 
crunch, reducing budgets and repricing our lines of credit.

Employee engagement

2007 2008 2009 2009
TARGET

2009
BENCHMARK

56%

64%

53%

76% 75%

 
See Consolidated Non-Financial Statements and Notes for more details.
Benchmark source: Hewitt Best 50 employers in Canada study.

Foundational strategies
In addition to our three strategic goals (see page 15), we have 
some foundational strategies that will ensure we have the 
necessary platform to successfully implement our Three Year 
Plan, including an improved employee experience.

Employee experience
We value our employees and we know that engaged employees 
contribute to our success. Our goal is to have proud, motivated 
employees who are inspired to make a difference for members 
and their communities through the work they do. We want our 
employees to be empowered and work collaboratively to 
ensure Vancity’s overall health and success. In turn, we will 
provide our employees with opportunities to learn, develop 
and grow in an innovative, respectful and fair work environment. 
Through the development of our employee experience, our 
goal is for employees to have the tools and resources they need 
to do their jobs, supportive leaders, and fair compensation, 
rewards and recognition.

Significant awards during 2008  
and 2009 include:

•	BC’s Top 55 Employers 2010, MediaCorp, 2009

•	 Best local employer to work for Best of Vancouver, 

The Georgia Straight, September 2008

•	Canada’s Best Diversity Employers Canada’s 

Top 100 Employers, 2008 and 2009

•	First place on Corporate Knights Diversity 

Leadership Index Corporate Knights Magazine, 

2008 and 2009

	 See vancity.com/awards for more awards
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Our Vision, Value Proposition and Three Year Plan have set 
the stage for the development of an Employee Experience 
and human resources strategies that are clearly aligned with 
our Vision and strategic goals. As a result of these changes, 
we delayed or modified some of the specific initiatives or 
commitments made in our 2006 - 2007 Accountability 
Report. We are confident that the strategies laid out in our 
Three Year Plan and highlighted below will begin to address 
the root causes of declining engagement and improve our 
employees’ experience.

Our target engagement score is 75 per cent. This is close  
to Hewitt Associates Best Employer benchmark, and is  
where Vancity (credit union) was in 2006. The Executive 
Leadership Team’s compensation is tied to achieving this 
significant stretch target, reflecting how important it is we 
improve employee engagement and their pivotal role and 
responsibility in making this happen.

Below are some of the key ways we responded to employee 
concerns during 2008 and 2009, as well as our plans for 2010 
and beyond.

Managing performance
Managing performance is a leadership capability that is 
essential to attract, develop and retain employees. It is also 
essential for our Better Decisions, Better Results initiative, 
which will facilitate integration across the organization to 
improve our ability to accomplish the Three Year Plan (see 
page 44). In 2009 we completed a comprehensive analysis of 
performance reviews. Employees provided feedback on goal 
setting, the quality of the feedback provided by managers 
conducting the performance review, and the metrics used to 
improve capability and ensure alignment with corporate 
goals. We revised and clarified the performance management 
process and accountabilities, put more emphasis on ongoing 
dialogue and coaching, and created support materials and 
online training. In addition we made our organizational 
scorecard and employee profit share program more 
transparent, and connected employee profit share for all 
areas of the business to the organizational scorecard.

What our employees told us
It is important we listen to and engage with employees  
at all levels to understand their needs and expectations,  
as well as convey what Vancity expects of our employees. 
We encourage managers to have ongoing and open 
discussions with their teams, and we have formal ways of 
soliciting employee feedback, including manager forums,  
an annual engagement survey, and focus groups. To help 
employees feel safe speaking out on difficult matters, we 
have a whistleblower system for making confidential and 
anonymous reports on accounting matters. We plan to 
expand the scope of this system in 2010.

In the fall of 2008, we conducted focus groups to better 
understand the issues identified in the 2008 Employee 
Engagement survey. Hewitt Associates, an independent 
human resources consulting firm, hosted 12 sessions with 
about 120 employees representing a broad spectrum of  
roles and locations. We heard the following:

•	Managing performance: Employees made positive 
comments about open dialogue between individuals and 
managers. However, all groups cited inconsistencies in 
performance management. Specific concerns included 
aligning individual goals to organizational goals, managing 
poor performance, and providing managers the support 
they need to manage performance effectively.

•	Work processes, tools, and resources: Employees identified 
a need for more streamlined and integrated systems to 
improve efficiency. Some noted that process, tool, and 
resource issues impact their ability to serve members well,  
and they wanted more action taken.

•	Senior leadership: Middle and senior managers want more 
clarity and direction from senior leaders about the future, 
and more communication overall. Participants also want 
more contact with the Executive Leadership Team.

Our response
In 2009 we took a more strategic approach to employee 
issues than in the past. We decided to place greater focus on 
addressing issues that require an organizational approach. 
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Significant events during 2008 and 2009
Restructuring and workforce reduction
As the market changed in 2008, we decided to restructure and 
reduce our workforce to maintain financial sustainability and 
ensure we are properly structured to fulfill our strategic 
objectives. In December 2008 we made the difficult decision 
to reduce the number of employees who don’t deal directly 
with members by approximately four per cent through 
voluntary and involuntary layoffs. To keep involuntary layoffs 
to a minimum we began with vacancy management (not 
filling a position when an employee left it), and implemented 
a hiring and wage freeze. In early 2009 we offered voluntary 
departure, early and phased retirement packages, and special 
leaves of absence. Thirty-six employees were given this 
opportunity. We then needed to eliminate or redefine a 
further 68 positions to meet our target reduction of four per 
cent. In an attempt to be fair and transparent, we created a 
process that allowed all employees in affected positions to 
apply for their own or other positions. The process was good 
for some people, but created uncertainty for others and 
impacted more than just the 23 people who left involuntarily 
by April 2009.

In addition, following the three major sales transactions  
all but one former Vancity Insurance employees were 
offered employment with The Co-operators and many 
former Inhance and Citizens Bank employees are now with 
Vancity (see page 60 for more details on the transactions). 
Throughout these changes we gave departing employees 
generous severance packages and transition support. Overall, 
by the end of 2009 we had 320 fewer people working here 
than at the end of 2008.

New salary top-up benefit for employees on maternity and 
parental leave
At the end of 2009, we announced a new benefit to 
employees who are natural or adoptive parents: topped-up 
maternity and/or parental leave. The benefit level paid is 85 
per cent of an employee’s regular base-level salary. Vancity 
will pay the difference between 85 per cent of the employee’s 
regular base salary and the amount of Employment Insurance 
the employee receives.

In 2010, we will develop Total Rewards and Talent 
Management strategies to address both monetary and 
non-monetary compensation and ensure we reward 
behaviour that aligns with our goals and Vision and support 
employees to learn, develop and grow their careers.

Work processes, tools, and resources
We expect many of the planned improvements to member 
service will also help improve the employee experience,  
for example, implementing our information technology and 
member experience strategies, and improvements to the 
retail mortgage lending process. Over the next three years 
we will implement an improved employee portal, a web-
based intranet to eventually replace our current intranets. 
The portal aims to help staff more easily find the information 
or subject matter experts they need to do their jobs well. 
We will also invest in a new human resources information 
system (HRIS) and develop a human resources service 
delivery strategy to serve employees better. Implementation 
of HRIS will enable our leaders to make effective and timely 
decisions about their employees with respect to managing 
talent and ensuring fair, consistent and equitable rewards.

Senior leadership
We have taken steps to ensure senior leaders have more 
direct contact with employees and that there are opportunities 
for employees to provide input and feedback. For example, 
each employee group at Vancity has an opportunity to 
review our quarterly results with an executive team member 
and ask questions about Vancity’s performance and future 
direction. Our Value Proposition translates the Vision into 
promises that will ultimately help employees understand how 
our Vision will inform their daily work In addition, our Better 
Decisions, Better Results initiative (see page 44) will help 
clarify decision-making and accountabilities at all levels of 
the organization.

	�See vancity.com/accountability09/tacs for a detailed 
progress report on all the employee-related commitments 
made in our 2006 - 2007 Accountability Report.
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Paying a living wage
In a poll conducted in 2008 for Business in Vancouver,  
a weekly newspaper, British Columbians identified living 
wages as the number one sustainability issue in the 
provincexiv. In that same year, a collaborative process 
sponsored by the Canadian Centre for Policy Alternatives 
resulted in the development of a living wage calculation for 
the Lower Mainland of BC. A wide variety of organizations 
were included in the consultation, and Vancity brought 
together businesses and not-for-profit organizations for a 
focus group to inform this work. A living wage is based on 
the principle that full-time work should provide families  
with a basic level of economic securityxv.

We sit on the Steering Committee for the Living Wage,  
as well as a sub-committee to determine the criteria to be  
a Living Wage Employer. The criteria was set in late 2009 and 
includes all employees as well as externally contracted staff. 
As at the end of 2009, six BC-based employers were in the 
process of becoming accredited. In 2010, we will complete a 
review to determine what is involved in becoming a Living 
Wage Employer.

Workplace diversity
We are committed to creating a welcoming, inclusive 
workplace, and over the years we have received several 
awards for diversity. We have an opportunity to be leaders  
in how we manage and value diversity, which we believe 
allows us to fully understand, connect to, and respond to 
the needs of our members and communities. In practical 
terms, diversity is about attracting, recruiting and promoting 
the best-qualified person for the job, the team and Vancity.

In 2008, we developed a diversity strategy that includes key 
milestones and on-going activities that will continue until 
diversity is well integrated into the way we do business.  
It will influence our talent management strategy and other 
initiatives. There are four overlapping elements to it:

1.	 Make diversity intentional

2.	 Identify the barriers

3.	 Eliminate the barriers

4.	 Make diversity sustainable

We have begun to implement the strategy: we formally 
stated Our Commitment to Diversity, launched a Respect  
in the Workplace Policy and provided training for all staff.  
In 2009 we formed an employee Diversity in Action Team, 
whose objective is to identify and remove barriers in  
our employment practices and policies and ensure that  
all employees have appropriate, accessible information 
regarding diversity and human rights. In 2010 the team will 
conduct an Employment Systems Review to identify any 
unfair or discriminatory employment barriers. Although the 
review focuses specifically on Aboriginal people and people 
with disabilities, the review may uncover other barriers. 

	�See vancity.com/ourvalues for more our commitment 
to diversity.
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Future targets and commitments

•	An employee engagement score of 75 per cent in 2010, 
2011, and 2012.
Accountable: President & CEO (Tamara Vrooman) 	

and the Executive Leadership Team

•	 In 2010, develop a Total Rewards strategy to provide 
incentives to staff to achieve and align with the Three  
Year Plan, while adhering to co-operative principles and 
ensuring market competitiveness. 
Accountable: VP Human Resources (Ellen Pekeles)

•	 In 2010, develop a Talent Management strategy to support 
employees to learn, develop and grow their career at Vancity. 
Accountable: VP Human Resources (Ellen Pekeles)

•	 In 2010, develop a Service Delivery strategy for the Human 
Resources division to ensure timely, accurate and 
consistent advice is provided to all employees and is 
responsive to the needs of managers so they can 
effectively lead and develop their staff. 
Accountable: VP Human Resources (Ellen Pekeles) 

•	 In 2010, complete a review to determine what is involved  
in becoming a Living Wage Employer and make a 
recommendation on a go-forward plan. 
Accountable: SVP member engagement (paula martin) 

and vp Human Resources (Ellen Pekeles)

	�See vancity.com/accountability09/dma for more details 
on our approach to labour practices and decent work.

	�See the Consolidated Non-Financial Statements and 
Notes for three years of performance data related to 
employee engagement, turnover, employee profile and 
diversity, average women’s salary as a percentage of 
men’s, discrimination and grievances, employee salary for 
lowest band compared to the proposed minimum wage, 
salaries, employee pension plans, employee assistance 
program use, injury rates, disability and care days.

Vancity joins the call for a legislated 
BC poverty reduction plan

A recent report shows that BC continues to  

have the highest child poverty rate in Canada.  

BC also has the lowest minimum wage. Vancity  

was one of 200 organizations in the BC Poverty 

Reduction Coalition to sign a call for a 

comprehensive, legislated poverty reduction plan  

in 2009. While none of the major political parties 

have agreed to legislated targets and timelines, 

there has been progress. The coalition continues 

to meet, and Vancity continues as a member of 

the steering committee.

	� To read the open letter or for more 

information, visit bcpovertyreduction.ca.
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Ethical Policy
We recognize that, as a financial institution, one of the 
biggest impacts we have on society and the environment is 
through who we do business with—the financing we provide 
to our business members, as well as the companies we invest 
in, buy from, and partner with. This is why we also have an 
Ethical Policy to guide such decisions. It was developed to 
help us live our commitment to “lead by example and use 
our resources and expertise to effect positive change in our 
communities”. Our Ethical Policy serves as a way to manage 
social and environmental risk and as a sustainable supply 
chain policy. As well, it helps us identify those businesses 
whose values are most aligned to our own. Our key policies, 
including Lending, Procurement, and Investment, are aligned 
to the Ethical Policy.

Our Ethical Policy is the lens through which we look at 
potential or existing business partners to determine if their 
activities align with Vancity’s values. It applies to almost 
every business relationship we have, including business 
members, suppliers, sponsorships, treasury relationships  
and grant recipients. When it comes to our Ethical Policy,  
we have two main goals:

•	We want to support businesses and organizations that do 
the right thing by meeting or exceeding generally accepted 
standards of good business.

•	We want to help create positive change. We welcome  
the opportunity to work with organizations that are  
taking steps to improve their social, environmental and 
ethical performance.

When evaluating a potential or existing business partner,  
we use a holistic screening process, which means we look  
at the big picture. It’s not a simple pass/fail approach. There 
are certain criteria that are non-negotiable; for example, we 
don’t work with companies whose main business is weapons 
or tobacco. However, our overall focus is to ensure that 
Vancity is doing business with organizations that are having  
a positive impact on the community, not just to avoid 
certain industries.

Better Decisions, Better Results
Better Decisions, Better Results (BDBR) is based on the 
assumption that when work is clearly defined in terms of 
accountabilities, authorities, and cross-functional relationships, 
and properly aligned with strategic priorities, the stage is set 
for better decisions and better results. BDBR is about putting 
a management system in place that enables Vancity to adapt 
to unexpected shifts and opportunities in the marketplace 
and innovate on a continuous basis without compromising  
our alignment with our Vision or the alignment of work across 
divisions. We believe this initiative will help improve employee 
engagement, productivity and our members’ experience.  
One specific outcome will be moving decisions closer to our 
members by clarifying the accountability and decision-making 
authority of employees who serve our members directly.

Future targets and commitments

•	 In 2010, as a result of the Better Decisions, Better Results 
initiative, leaders throughout Vancity will have clarity on 
what is expected of them and what they are accountable 
for, as well as their level of authority when working on 
initiatives with colleagues across the co-operative. In 2011, 
staff will receive the same clarity on the work that is 
expected of them and what they are accountable for. 
Accountable: President & CEO (Tamara Vrooman) 	

and the Executive Leadership Team
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Environmental responsibility
It is important we lead by example and practice 
environmental responsibility as we Build our Social Finance 
Offer—as we seek to do more business with organizations 
that deliver strong blended value, we need to be able to 
demonstrate how we ourselves are maximizing our positive 
and minimizing our negative social and environmental 
impacts.

In 2009, Vancity was named one of Canada’s Greenest 
Employers for the second year in a row by Maclean’s 
magazine. We were recognized as one of 30 Canadian 
employers for our earth-friendly initiatives and for making 
environmental values part of our organizational culture. 
Environmental principles or initiatives we subscribe to or 
endorse include:

•	The Prince of Wales’ Corporate Leaders’ Group on Climate 
Change/Copenhagen Communiqué on Climate Change 
(copenhagencommunique.com)

•	Carbon Disclosure Project (cdproject.net)

•	United Nations Environment Programme Finance Initiative 
(UNEP FI) (unepfi.org)

•	Ceres Principles (ceres.org/principles)

Acting on climate change
Climate change, which is the variation of global and regional 
climates over time, has economic, environmental, and social 
implications. According to the Intergovernmental Panel on 
Climate Change, climate change is a result of increased 
concentrations of greenhouse gases in the atmosphere. 
Climate changes are expected to vary regionally. In Canada, 
they could include regional droughts leading to water 
shortages, coastal flooding, warmer temperatures favouring 
more frequent thunderstorms and tornadoes, and threatened 
communities and livelihoods. Solutions to climate change, 
while they exist, are still not widely embraced. Some 
BC-based businesses, including Vancity, are stepping into 
leadership roles.

Our procedures for screening against the Ethical Policy are 
risk-based: the more significant the relationship in terms of 
dollars or profile, the deeper the level of analysis performed. 
Ethical Policy screening for business account relationships  
is well integrated into our policies and procedures. For 
strategic business relationships, such as our major suppliers 
and partners, we use our highest type of due diligence, 
which is a formal expert screen with 45 indicators across a 
broad range of environmental, social and governance criteria.

As we underwent restructuring during 2008 and 2009, while 
screening continued, we did not consistently maintain our 
database for tracking the relationship status of our major 
suppliers and partners. As a result, it’s not easy for us to 
determine total numbers for non-aligned relationships and 
related follow-up activities. We plan to improve the Ethical 
Policy tracking system in 2011 so we can accurately track 
current business relationships, alignment status, and action 
plans for non-aligned partners or suppliers. We did not 
conduct annual third-party screens of Vancity itself in 2008 
and 2009 as required by the Ethical Policy. We will ensure that 
a third-party screen of Vancity is conducted in 2010.

Future targets and commitments

•	By the end of 2011, implement improvements to the 
organization-wide tracking system for Ethical Policy screens 
to accurately capture non-aligned relationships, appeals, 
and action plan tracking. 
Accountable: SVP Governance, Risk and Compliance 

(Karen Hoffmann)

	�See the Consolidated Non-Financial Statements and 
Notes for performance data related to Ethical Policy 
screening and appeals results.
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Greenhouse gas emissions (metric tonnes)

2007 2008 2009 2009
TARGET

5,537
5,237 5,101

6,000

See Consolidated Non-Financial Statements and Notes for more details.

We focus our GHG emission reduction efforts in four areas: 
employee commuting, premises energy use, paper use,  
and business travel. Emissions from employee commuting 
and premises energy use account for the majority of our 
emissions at 44 and 31 per cent respectively. We have 
ongoing programs to track and manage our impacts in  
all four areas. Performance highlights for the past two  
years include:

•	We achieved our target: the percentage of employees  
who use sustainable transportation to commute to and 
from work is at least 20 percentage points more than the 
percentage of Metro Vancouver residents who use 
sustainable transportationxvii. In 2009, 55.5 per cent of 
employees used sustainable transportation to get to work, 
in contrast to 33 per cent of Metro Vancouver residents.

•	Our estimated total premises energy use has remained 
fairly stable since 2007, and increased slightly per full-time 
equivalent employee.

“Acting on climate change” is a focus area of our  
Community Leadership strategy. We are committed  
to action on four fronts:

•	Reducing the negative environmental impact of  
our operations

•	Helping employees and members to act by providing 
education and products and services that reduce negative 
environmental impact (see products and services on page 
25, and our Community Leadership portfolio on page 70

•	Enabling the community to act by providing access  
to capital for projects that reduce negative  
environmental impacts

•	Encouraging governments to act by advocating for  
public policy changes that will reduce negative 
environmental impacts

As a financial institution, we also need to factor in climate 
change risks in our lending and investment decisions, for 
example the impact of extreme weather events, current and 
emerging greenhouse gas (GHG) regulations, and reputation 
on the businesses we lend to and invest in.

Being carbon neutral
In 2004, Vancity set a goal to be carbon neutral by 2010.  
We committed to measure and reduce our carbon footprint 
GHG emissions as much as possible, and then to offset 
remaining GHG emissions through the purchase of registered 
carbon offsets. We reached our goal ahead of schedule and in 
2008 announced we are carbon neutral. Since 2007, we have 
reduced our carbon footprint by seven per cent, and we 
exceeded our 2009 target of a carbon footprint of 6,000 
tonnes or less. Based on feedback from stakeholders, and in 
consultation with two environmental organizationsxvi, we set 
a long-term target for 2020, which takes into account the 
work we’ve already done to manage and reduce our emissions. 
We also set a formal commitment to assess the potential 
GHG emissions and opportunities for reductions in strategic 
project proposals. Tonnes of GHG emissions per thousand 
dollars of revenue dropped from 0.16 in 2007 to 0.13 in 2009.
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A key 2009 initiative that will help us further reduce our 
emissions is the installation of power-saving software that 
automatically puts computers into standby mode when they 
are not being used. This software will save an estimated 
850,000 kilowatt hours of energy each year, enough to 
power 85 homes in BC for a yearxviii. In addition, we estimate 
annual savings of around 120,000 kilowatt hours of energy 
from our partnership with BC Hydro on a new PowerSmart 
initiative to virtualize a number of servers in our data centre. 
 

The CSA recognizes Vancity as being 
carbon neutral

In 2009, the Canadian Standards Association (CSA) 

publicly recognized Vancity as a carbon neutral 

organization. Our Carbon Footprint and Carbon  

Neutral reports are listed on the CSA’s Greenhouse Gas 

(GHG) CleanStart Registry. These reports are prepared 

by management in accordance with international 

standardsxix, and are verified by an independent third 

party. They provide detailed information on the design 

and development of Vancity’s GHG emissions inventory 

and emissions quantification methodology, and discuss 

actions we have taken to reduce our GHG emissions.

	� See ghgregistries.ca/cleanstart/listings_e.cfm or 

vancity.com/carbonreports.

•	The amount of paper we purchased decreased significantly, 
from 404 tonnes in 2007 to 260 tonnes in 2009.

•	Emissions from business-related travel has dropped by 
approximately 26 per cent over the two-year period.

•	 In 2008, through a strategic grant, we provided funding  
to Ecotrust Canada to develop a training program called 
Climate Smart to help small- to medium-sized businesses 
measure and reduce their greenhouse gas emissions. We 
remain a host partner of Climate Smart—we promote  
the workshops and offer scholarships to our business 
members, and we co-facilitate some of the workshops.  
So far, more than 170 businesses (50 of which Vancity 
directly supported) have participated in the Climate Smart 
training and are working to shrink their carbon footprint. 
Collectively, Climate Smart businesses have measured  
more than 55,000 tonnes of GHG emissions.

•	A third-party audit of Vancity’s “green” information 
technology management systems in 2008 found that our 
technology group outperformed its peers in all areas, 
demonstrating strong enterprise-wide sponsorship of 
green issues and strong governance of related policies.

We believe that increased employee awareness and action 
contributed to our primarily positive trends. In 2008 we 
rolled out a Cut the Carbon climate change campaign in 
partnership with BC Hydro. More than 1,200 employees 
participated in the campaign and we tracked a reduction  
of an estimated 433 tonnes of GHG through employees 
taking green actions. The economic downturn and resulting 
downsizing, and the organization-wide initiative to cut 
expenses (including travel to conferences) also helped 
minimize our negative environmental impacts. However,  
the decrease in our number of employees has led to a slight 
increase in energy use per full-time equivalent—buildings 
still need to be lit and heated or cooled, irrespective of  
the number of staff.
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Future targets and commitments

•	By 2020, a carbon footprint of no more than 6,000 tonnes 
of greenhouse gas emissions, including organic growth,  
yet excluding growth through mergers and acquisitions.
Accountable: SVP Community Investment (David Berge)

•	 In 2010, we will consciously integrate into future strategic 
project proposals the requirement to assess the potential 
greenhouse gas (GHG) emissions and opportunities for 
reductions, to increase awareness of the impacts of GHG 
emissions from our operations. 
Accountable: VP Finance (Rob Malli) and SVP 

Information Technology & CEO Inventure Solutions 

(Catherine Boivie)

•	By 2010, increase the amount of waste diverted from the 
landfill/recycled to 60 per cent.
Accountable: SVP Information Technology & CEO 

Inventure Solutions (Catherine Boivie)

•	 In 2011, the percentage of employees who commute to  
and from work using transit, by walking or cycling, or as  
a passenger in a car, remains at least 15 percentage points 
more than the percentage of metro Vancouver residents 
who use these sustainable modes of transportxx. 
Accountable: SVP Community Investment (David Berge)

	� See the Consolidated Non-Financial Statements and 
Notes for three years of performance data related to 
greenhouse gas emissions, energy use, employee 
commuting, water use, and waste generated and recycled.

Managing other environmental impacts
As well as managing our greenhouse gas emissions, we have 
management systems in place for water and office waste, 
materials, and equipment, including guidelines for materials 
used in buildings and renovations.

In our 2006 - 2007 Accountability Report, we committed to 
setting a target for decreasing office waste and increasing 
the materials recycled. In 2009, we reduced the total amount 
of office waste materials collected at Vancity Centre by  
25 per cent, and increased the percentage of waste recycled 
by eight per cent to 55 per cent. In 2009 we posted new 
signage in kitchens and washrooms to ensure staff and 
janitors are clear on what can be recycled and where to 
recycle it. We also introduced two new recycling programs 
for paper towels and paper cups.

	�See vancity.com/climatechange for more on our climate 
change strategy and products and services designed to 
help protect our environment.

	�See vancity.com/accountability09/dma for more on 
our approach to managing our greenhouse gas emissions 
and other environmental impacts, and for how we 
incorporate climate change risks and other social  
and environmental risks in lending, investment and  
other decisions.

	�For more information on the Climate Smart training 
program visit climatesmartbusiness.com or email 
greenbusiness@vancity.com.
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We have five standing Board committees: Audit, Human 
Resources Policy and CEO Compensation, Governance  
and Conduct Review, Financial Policy, and Nominations  
and Election Committee. Other committees may change  
as our business evolves: in 2009 the Community Leadership 
Committee had its last meeting before being dissolved  
in early 2010. We established a Community Investment 
Committee to oversee Vancity’s Vision—Redefining 
Wealth—and implementation of the Social Finance strategy, 
and we expanded the role of the Audit Committee to 
oversee non-financial reporting as well as financial reporting.

Executive Leadership Team and remuneration
Day-to-day leadership and management of Vancity is 
delegated to the President & Chief Executive Officer, 
Executive Leadership Team (ELT) and subsidiary heads.  
In addition to regular ELT meetings, we have cross-functional 
management committees of ELT members and relevant 
leaders whose work supports the purpose of each particular 
committee. We have five permanent management 
committees: Asset and Liability, Enterprise Risk Management, 
Credit, Project Governance and Retirement Administration. 
In addition, we form management committees with shorter 
mandates as needed to support current areas of focus in our 
Three Year Plan, such as information technology. The Better 
Decisions, Better Results initiative will help further clarify ELT 
accountabilities for decision-making (see page 44).

Compensation for senior management (executive and 
director level) consists of base salary and an annual incentive 
plan. The incentive plan is aligned to our organizational 
scorecard (see page 15). The scorecard includes measures 
related to financial performance and member loyalty/service. 
For the executive team, employee engagement is a third 
component of the scorecard. Incentive plans range between 
20 and 50 per cent of actual earnings.

Board governance and remuneration
Vancity’s Board of Directors is elected by and accountable to 
the membership. It provides oversight and sets the strategic 
direction of the credit union and our subsidiaries. All Directors 
are independent from management. Any member in good 
standing may run for election. Directors are elected by 
members annually for a term that normally runs three years 
and can serve a maximum of four consecutive terms.

It’s important to us that as many members as possible 
participate in the Director elections, as this is the main way 
members can help set our direction and influence the way 
Vancity serves our members and communities. In 2009 we 
completed a plan to move forward with electronic voting in 
time for the 2011 elections. We hope the availability of 
electronic voting will increase the percentage of our members 
who vote (6.6 per cent in 2009). Directors are democratically 
elected and management has no role in choosing who sits on 
the Board. However, the Nominations and Election Committee 
of Vancity’s Board of Directors has identified preferred 
Director characteristics, recognizing the role of the individual 
Directors and their overall accountability and governance 
oversight. These characteristics are included in our Call for 
Nominations and help ensure our Board has the right mix of 
skills and experience to provide effective governance.

Board remuneration is determined by members at the 
Annual General Meeting (AGM). It is not directly linked to 
organizational performance, other than a potential $2,500 
bonus that is tied to achieving an annual operating earnings 
target. In 2009, a committee of volunteer members 
independent of the Board proposed an increase in Director 
remuneration. At the 2009 AGM the members voted to 
continue the existing remuneration approved in 2006. 
(Subsequently, at the 2010 AGM, the members voted to 
increase Director remuneration.)

governance and management
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All Board Directors, executives, directors and employees are 
required to review and sign our Code of Conduct annually.

	�See vancity.com/boardofdirectors for more information 
including Board Committees, Directors’ responsibilities, 
development, remuneration, attendance, and 
performance evaluation.

	�See vancity.com/agm/resolutionprocedures for how 
to make resolutions.

	�See vancity.com/leadershipteam for CEO and executive 
biographies.

Future targets and commitments

•	 In 2011, members can vote online in the Director elections. 
Accountable: SVP Governance, Risk and Compliance 

(Karen Hoffmann)

	�See the Non-Financial Statements and Notes for up to 
three years of performance data related to Board diversity, 
making decisions consistent with values, ratio of CEO 
compensation to the average entry-level employee salary, 
and aggregate executive salary,
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Reporting standards
There are currently no global or Canadian standards for 
integrated (combined financial and sustainability) reporting, 
so we look to current standards for mandatory financial 
reporting, and current standards and guidelines for voluntary 
sustainability (“non-financial”) reporting. We use the 
following standards to guide our non-financial reporting:

The 2006 “G3” Global Reporting Initiative (GRI) Sustainability 
Reporting Guidelines: 
These principles and standard disclosures aim to provide 
comparability and consistency between sustainability 
reporting worldwide. We report to an Application Level of 
A+. This means we’ve reported on all material indicators and 
required disclosures contained in the Guidelines including 
the GRI’s Financial Services Sector Supplement. We have 
complemented the GRI indicators with additional indicators 
to ensure we capture the most material issues for our 
stakeholders and Vancity.

AccountAbility’s AA1000 series: This series of principles-
based standards aims to help organizations become more 
accountable, responsible, and sustainable. We use the 
Principles (2008), Assurance (2008), and Stakeholder 
Engagement (2005) standards to inform our internal 
processes, report content, and external assurance 
engagement. The key principles are:

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); and Responsiveness (prioritizing the material 
issues that affect our sustainability performance and 
strategically responding to them).

	�See accountability21.net for more information on the 
AccountAbility Standards.

Report scope
This report focuses on Vancity’s material financial/economic, 
social, and environmental performance for the fiscal years 
ending December 31, 2008 and 2009. Our previous 
Accountability Report covered 2006 and 2007. We have shifted 
from publicly reporting on our social and environmental 
performance once every two years to once a year.

This report covers Vancouver City Savings Credit Union  
and its subsidiary businesses and affiliates, known 
collectively as Vancity. See our organization chart on  
page 12 for more information.

Our approach to reporting
Vancity’s reporting process measures and reports on the 
material, social, financial/economic and environmental 
aspects of our business, and facilitates the setting of targets 
and commitments to improve our performance and 
demonstrate leadership. We are signatories or members  
of a number of multi-stakeholder and international 
organizations and agreements dedicated to improving 
organizational sustainability performance:

•	Organizational Stakeholder of the Global Reporting 
Initiative: globalreporting.org

•	Member of Ceres, and signatory to the Ceres Principles: 
ceres.org

•	Member of the UN Environmental Programme for Financial 
Institutions (UNEP FI): unepfi.org

	�For a full listing of charters, principles, or initiatives 
to which we subscribe or that we endorse, and key 
memberships in industry and business associations,  
see vancity.com/accountability09/dma.

reporting process and stakeholder engagement
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•	A detailed description of our materiality process by 
stakeholder engagement at vancity.com/accountability09/
materiality

•	A detailed description of our reporting process and history, 
available at vancity.com/accountability09/reportingprocess

Report audience
The primary audience of this report is our members.

Additional audiences include employees, local communities, 
regulators, Board of Directors, Board candidates, business 
partners, suppliers, media, public interest groups, 
sustainability practitioners and experts, other financial 
institutions and credit unions, and potential members  
and employees.

Report distribution
Copies are distributed to every branch, and are available  
to members upon request. A PDF of the report is posted  
on our website, vancity.com. The report is supported  
by communications tailored to members, employees, 
sustainability experts/practitioners, and the media.

Report assurance
Our goal is to provide members and other readers of this 
report with assurance that the report is accurate, balanced 
and complete. We do this through the following mechanisms:

•	Use of applicable reporting standards

•	Engagement with stakeholders

•	 Independent third-party assurance engagement/audit

These types of assurance are all complementary and  
bring different value to Vancity and our stakeholders.  
Key internal benefits of third-party assurance are providing 
confidence to management that key data being used for 
decision-making is accurate and complete, and receiving 
recommendations that will improve our reporting processes. 
High-level observations and recommendations are outlined 
in the sustainability assurance provider’s Independent 

The Summarized Consolidated Financial Statements 
contained in this report do not contain all the disclosures 
required by Canadian generally accepted accounting principles 
and readers are cautioned that these statements may not  
be appropriate for their specific purposes. Management 
considers that the basis of presentation is appropriate to 
summarize financial information for inclusion in this report. 
A complete set of Vancity’s Consolidated Financial 
Statements, which have been prepared in accordance  
with Canadian Generally Accepted Accounting Principles 
(GAAP), can be found in Vancity’s 2009 Annual Report.

Report content and appendices
We have received feedback that our past Accountability 
Reports are too long—our message gets lost in the details, 
and readers are not clear about our priorities. In 2009, we 
implemented a stakeholder-informed process to help us 
identify, understand and focus our reporting on our most 
relevant and important (material) issues; see page 55. Based 
on this process, the Business Review section of this report 
focuses on the most material aspects of our performance, 
with supplementary data and information available in the 
Consolidated Non-Financial Statements and Notes and  
the Summarized Consolidated Financial Statements.

To avoid repeating information in our reports year after  
year, we created a separate document called Disclosure 
on Management Approach to explain how we manage the 
material aspects of our performance, including overarching 
goals, policies, procedures, and monitoring systems. This 
document is available on our website at vancity.com/
accountability09/dma.

Additional report appendices include:

•	A detailed report on progress made against the targets  
and commitments that were published in our previous 
Accountability Report, available at vancity.com/
accountability09/tacs

•	A detailed GRI Index available at vancity.com/
accountability09/gri
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Responses to observations made in the independent 
assurance statement
Below are our responses to the observations made by our 
independent assurance provider, Ernst & Young (see page 63).

Observation: Vancity has developed a comprehensive 
materiality process that yields relevant information on 
stakeholders’ material issues. The business planning process 
and risk management system would greatly benefit from this 
information; therefore, Vancity should continue in its 
integration effort. 

Our response: Vancity acknowledges the benefits of further 
integration of the materiality process with business planning 
and is, in fact, incorporating this change in the 2010 strategic 
planning process.

Observation: Vancity’s social finance initiative is a significant 
undertaking with great potential for Vancity’s business, and is 
of importance to its stakeholders. As the social finance 
initiative moves from strategy to implementation, Vancity 
should ensure it clearly communicates the status of 
implementation to the organization against measurable 
goals, metrics and targets, and should monitor progress to 
ensure supporting resources and systems keep pace with the 
implementation of this initiative. 

Our response: Vancity is well on its way toward implementation 
of its social finance initiatives through upcoming proofs of 
concept in lending and investment as well as developing 
social and environmental performance metrics.

Assurance statement; detailed recommendations are 
presented to management in a letter by both the financial 
auditor and the sustainability assurance provider. The scope 
of the third-party assurance engagement for non-financial 
reporting has changed since our previous report. We 
decided to focus the assurance engagement on our key 
performance data, rather than on all the non-financial data 
we report. We continued to request assurance on our 
adherence to AccountAbility’s reporting principles. We 
changed the scope for two main reasons: the AccountAbility 
Assurance Standard was updated, and we began to transition 
to integrated reporting, which resulted in non-financial 
reporting moving to an annual reporting cycle and 
considerably shorter timelines.

Scope of independent audit/assurance
•	We engaged an independent firm—Ernst & Young LLP— 

to assure to a reasonable level (a) our adherence to the 
AccountAbility 1000 (AA1000) principles, and (b) specified 
non-financial performance information for 2008 and 2009. 
See the Independent Assurance Statement on page 61 for 
more information.

•	The specified non-financial performance information is 
listed on page 65 of the Consolidated Non-Financial 
Statements and Notes, and includes the non-financial  
data contained in the key performance indicator table  
on page 16. Throughout the Consolidated Non-Financial 
Statements and Notes, data that have been assured to a 
reasonable level are indicated by the following symbol: 

•	The Summarized Consolidated Financial Statements are 
extracted from the 2009 Consolidated Financial Statements 
in Vancity’s 2009 Annual Report. The Consolidated 
Financial Statements were audited by KPMG LLP in 
accordance with generally accepted auditing standards.  
See the Auditors’ Report on page 80 for more information.
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Ways we engage with stakeholders
We connect with stakeholders in three main ways:

•	Ongoing dialogue with members, employees,  
suppliers, and other partners such as business,  
community, and government agencies

•	Formal surveys and focus groups of members  
and employees

•	Project- or issues-based consultations, including 
consultations related to accountability reporting

	�See vancity.com/accountability09/materiality for a 
list of stakeholders with whom we engaged during the 
2008 - 2009 reporting period, their key sustainability 
priorities, and the type and purpose of the engagement.

Determining our most material issues
Our report content should cover topics and indicators that 
reflect our significant economic, financial, environmental, 
and social impacts or topics that would substantively 
influence the assessments and decisions of stakeholders.  
In 2009, we implemented a stakeholder-informed process  
to identify issues and determine materiality for each key 
stakeholder group, as well as for Vancity. We used this 
information to help us decide what to include in this report. 
The following are the key steps of our materiality process:

1.	 Identify/reaffirm key stakeholders.

2.	 Identify issues: we created a list of issues, guided  
by AccountAbility’s five-part materiality test as  
the framework.

3.	 Gauge level of stakeholder interest: we asked 
stakeholders or their proxies to rate the importance  
of the issues. We directly consulted with members, 
employees and an internal Vancity group representing 
Vancity’s interests.

Stakeholder engagement and key issues
Identifying stakeholders
A clear picture of our stakeholders helps identify our  
most material issues. Our key stakeholders (members, 
employees and communities) were initially identified 
through the development of our Statement of Values and 
Commitments in 2000. In 2009, we convened a group of 
employees from across Vancity for a stakeholder mapping 
exercise. The group discussed a variety of definitions and 
criteria for defining stakeholders, brainstormed groups  
and subgroups, then categorized and weighted them. 
Through this process, we identified nine overall groups  
of stakeholders. Regulators were identified as an additional  
key stakeholder group as they have been playing a greater 
role in influencing our business due to the global economic 
downturn and resulting credit crunch.

Members
Employees
Community
Regulators

Board of Directors    Suppliers and business partners    Public interest g
roups
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•	Products and services with social and environmental 
benefits

•	The impact of our operations on the community  
and economy

•	  Our business and Social Finance strategy, including links  
to sustainability

The following material issue is covered in the Non-Financial 
Statements and Notes, page 68.

•	Compliance with laws, regulations and standards.

	�See vancity.com/accountability09/materiality for a 
detailed description of our materiality process and 
material issues by stakeholder group.

Stakeholder panel feedback and our response
Ceres summary of feedback from the stakeholder panel
Vancity worked with Ceres (  ceres.org) to engage a 
multi-stakeholder team to provide feedback on Vancity’s 
sustainability performance, strategy and disclosure.  
The stakeholder team discussion was based on a draft 
framework and outline for this report, and a summary of our 
materiality process. The team included environmental and 
social non-governmental organizations, community groups, 
representatives of the investment community, a supplier,  
and a peer company. Highlights of the team’s feedback are 
captured below. Please note that this is not a consensus-
based statement.

•	Overall, the stakeholder team commended Vancity on 
continuing to take a leadership position on various aspects 
of its sustainability performance and disclosure.

•	The team appreciated that the new integrated reporting 
format is a part of Vancity’s overall approach to consider 
financial and sustainability issues in a cohesive manner.  
As a part of this, stakeholders recommended that the 
organization could clearly pull out the bottom-line impacts 
of sustainability issues, including environmental impacts 
and human resource management.

4.	 Analyze results: we combined and charted the results  
of key stakeholders (members, employees, community, 
regulators) with those of Vancity. We weighted members’ 
results higher than other stakeholders’ because credit 
union members are both owners and customers, and they 
are also part of the community. Members are also the key 
audience of this report.

5.	 Decide on indicators and report content: We ranked the 
issues by stakeholder group and overall to influence the 
report content, including performance indicators. We 
have given our material issues more in-depth coverage 
and/or prominence in the report.

6.	 Verify results: Vancity’s Executive Leadership Team, the 
Audit Committee of the Board, and our stakeholder panel 
all reviewed the process and results. No significant 
changes were made in this stage, but we made sure we 
reported on the key issues of interest to them.

Our material issues
Our materiality process is not an exact science—we intend  
it to guide, not dictate, the content of the report. We used 
the analysis and feedback from the stakeholder panel to 
help combine some of the top-rated issues. The following 
material issues are covered in the Business Review, which 
begins on page 18:

•	Financial performance and the impact of the current 
economic downturn

•	Risk management, including managing key financial risks, 
climate change risks, and social and environmental risks in 
lending and investment

•	Member service and experience, including privacy, fraud, 
and information technology

•	Community investment, including social finance and access 
to financial services for marginalized individuals

•	Managing the environmental impact of our operations

•	Employee engagement, including diversity, inclusion,  
and equal opportunities
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Vancity’s 2009 stakeholder panel

Stakeholder team members represented the 

following organizations:

•	Central Forms

•	Ceres

•	Communications, Energy and Paperworkers 

Union of Canada

•	David Suzuki Foundation

•	Northwest & Ethical Investments

•	SHARE (Shareholder Association for Research 

and Education)

•	Sierra Club BC

•	The Co-operators

•	United Community Services Co-op

•	Vancouver Foundation

•	The stakeholders were excited by Vancity’s bold plans to 
create a Vision of Redefining Wealth and define a Social 
Finance strategy. The team emphasized that the process 
should go beyond a branding exercise and should 
encompass hard details, concrete goals, and action items 
and linkage to existing strategies.

•	The team pressed Vancity to continue to take a leadership 
position on climate change. As part of this, the organization 
should set an aggressive greenhouse gas emissions reduction 
target that is aligned with the science on this issue. The 
organization could also measure and disclose the emissions 
profile of its lending and investment portfolio, and set a 
goal to reduce emissions.

•	The team emphasized the importance of investing in a 
strong information technology strategy that could address 
a number of stakeholder concerns, including privacy, 
access to services, and environmental impacts. However,  
in formulating the strategy, the organization should make 
sure that low-income and vulnerable communities are  
not disenfranchised.

•	The stakeholders encouraged Vancity to become a Living 
Wage Employer, which is a responsible position and aligned 
with Vancity’s Vision of Redefining Wealth and consider 
social finance and innovative economic tools. The 
organization could champion living wage policy as a  
part of its advocacy platform.
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The organization should set an aggressive greenhouse gas 
emissions reduction target that is aligned with the science 
on this issue.

Our response: We have set a long-term greenhouse gas 
(GHG) emissions target. By 2020, a carbon footprint of no 
more than 6,000 tonnes, including organic growth, yet 
excluding growth through mergers and acquisitions. We 
developed these goals with input from both The Pembina 
Institute and the David Suzuki Foundation, and they 
recognize the work Vancity has already done to manage and 
reduce emissions to date. We have also made the following 
formal commitment: In 2010, we will consciously integrate 
into future strategic project proposals the requirement to 
assess the potential greenhouse gas (GHG) emissions and 
opportunities for reductions, to increase awareness of the 
impacts of GHG emissions from our operations.

The organization could also measure and disclose the 
emissions profile of its lending and investment portfolio 
and set a goal to reduce emissions.

Our response: The application of our Ethical, Lending and 
Investment policies translates into prudent lending, reduced 
reputational risk, and a relatively low carbon emissions 
profile. The majority of our lending is for small businesses, 
not-for-profits and real estate located within BC, and our 
business loans are not concentrated in any particular 
industry. We have no plans at this stage to measure our 
emissions profile. However, we will look for opportunities  
to incorporate environmental and social impacts associated 
with lending and investing into our social finance impact 
metric work. See page 32.

Vancity’s response
We would like to thank the stakeholder panel members. 
Their thoughtful feedback greatly helped us to improve this 
report in terms of its completeness and responsiveness. We 
also thank Ceres for organizing the panel for this report, and 
for chairing the meeting and recording the panel’s feedback. 
We incorporated many of the panel’s suggestions about 
content. Senior management reviewed the panel feedback 
on our performance and considered it when making the 
commitments noted in this report. Our responses to the 
panel’s specific recommendations are as follows:

The organization could clearly pull out the bottom-line 
impacts of sustainability issues, including environmental 
impacts and human resource management.

Our response: We have articulated links between our 
sustainability issues and financial performance throughout 
our report. Quantifying these links is an ongoing challenge. 
The fact that we are moving to an integrated financial and 
sustainability report will continue to drive this work.

The stakeholders were excited by Vancity’s bold plans to 
create a Vision of Redefining Wealth and define a Social 
Finance strategy. The team emphasized that the process 
should go beyond a branding exercise and should 
encompass hard details, concrete goals and action  
items and linkage to existing strategies.

Our response: We have provided details on our Vision, 
business strategy, and Social Finance strategy, including a 
definition of social finance—see pages 14 and 32 respectively. 
We have also made the following formal commitment:  
In 2010, develop social and environmental impact metrics  
to support implementation of the Social Finance strategy.
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Endnotes
(i) In 2008, an additional Shared Success contribution was made as a result of the 
restatement of 2007 earnings, so contributions in 2008 were slightly higher than the 
targeted 30 per cent of net earnings we distribute to community and members. In 2009 we 
changed our process for distributing Shared Success dollars to ensure we know the amount 
available for distribution in any given year, and to allow us to make commitments to the 
community with confidence.
(ii) Laneway housing is a small house, typically located in the garage area of an existing property.
(iii) Source for information on the unbanked and underbanked in Canada: Financial 
Inclusion for Homeless Persons and Those at Risk: A Step Up on the Ladder of 
Self-Sufficiency, SEDI, 2008.
(iv) Simultaneous whispered translation for one or two listeners only, so that translation 
does not disturb other people in the group.
(v) Usual commercial real estate lending operations resumed in May 2009.
(vi) Debit-card skimming involves the unauthorized copying of electronic data from a card’s 
magnetic strip. Hidden equipment, such as pinhole cameras and card reading devices, is 
installed to obtain PIN and card data. Credit-card skimming is when the numbers on a 
credit card are recorded and then transferred to a duplicate card. This is done without the 
knowledge of the original cardholder.
(vii) While the entire organization will play a role delivering our Social Finance strategy,  
the Community Investment Division (initially named the Social Finance Division)  
comprises: the Community Investment Department (formerly the Sustainability Group  
and Community Business Banking), Community Real Estate (formerly Commercial Real 
Estate), Community Business Banking (formerly Business Banking), Community Capital 
(formerly Capital Partners) and Community Credit (formerly Business Credit).
(viii) The new position of SVP Community Investment (formerly named SVP Social Finance) 
was filled in 2009 to start January 2010 with the following mandate: the well-being of the 
community Vancity serves will be enhanced and Vancity’s assets under management will 
grow through the innovative development and application of financial tools.
(ix) Initially named the Social Finance Committee.
(x) Responsive grants include regional community project grants of up to $10,000, for 
which organizations may apply online, and our branch grants of up to $500, for which 
members can apply through their local branch. These grants support initiatives that are 
aligned with our community leadership goals.
(xi) Strategic grants are used to develop partnerships with community groups chosen for 
their particular expertise and shared strategic objectives. Such partnerships are often 
multi-year in duration and include involvement far beyond a grant. These grants also 
include our enviroFund and Green Building Grant programs.
(xii) Co-operative Opportunities in BC can be downloaded at bcbc.com/
documents/2020_200909_Vancity.pdf.
(xiii) Hewitt Associates uses the “employee engagement index” globally and in their 50 Best 
Employers in Canada study. The engagement score is based on responses to six questions 
but the engagement survey includes many more questions.
(xiv) Business in Vancouver: Sustainability Issue, June 2008.
(xv) Calculated as the hourly rate at which a household can meet its basic needs, once 
government transfers, (for example, the universal child care benefit), have been added to 
the family’s income, and deductions, (such as income tax and employment insurance 
premiums) have been subtracted.
(xvi) The Pembina Institute and the David Suzuki Foundation.
(xvii) Sustainable transportation modes are any except driving alone; e.g., car-pool, public 
transit, walk, bike.
(xviii) Installed in mid-2009, we expect to see energy savings reflected in our 2010 data— 
we report on energy data for the period October 2008 to September 2009 to enable us  
to collect and verify the data in time for this report.
(xix) International Standards Organization ISO14064-1, Specification with Guidance at  
the Organization Level for Quantification and Reporting of Greenhouse Gas Emissions  
and Removals.
(xx) Benchmark source will be 2011 Census, Statistics Canada (Vancouver Central 
Metropolitan Area). Our 2009 target (20 percentage points higher) included HOV (high 
occupancy vehicles) drivers in our definition of sustainable transportation modes. Closer 
analysis revealed that not only auto passengers are included in Statistics Canada’s definition 
of sustainable transportation modes (not HOV drivers). We adjusted our 2011 target 
accordingly, to ensure we are comparing like with like. In 2009, 47.8 per cent of Vancity 
employees commuted using transit, by walking or cycling, or as a passenger in a car, 
compared to 31.5 per cent of metro Vancouver residents.

The team emphasized the importance of investing in a 
strong information technology strategy that could address 
a number of stakeholder concerns, including privacy,  
access to services, and environmental impacts. However,  
in formulating the strategy, the organization should make  
sure that low-income and vulnerable communities are  
not disenfranchised.

Our response: We have made the following formal 
commitment: In 2010, obtain Board approval to proceed 
with replacing our foundational banking application, and if 
approved, by 2011, start the planning and implementation of a 
new core banking system. We’ll continue to serve members 
through all available channels: branches, online, phone, and 
mobile banking. 

The stakeholders encouraged Vancity to become a Living 
Wage Employer. The organization could champion living 
wage policy as a part of its advocacy platform.

Our response: We have made the following formal 
commitment: In 2010, complete a review to determine what 
is involved in becoming a Living Wage Employer and make a 
recommendation on a go-forward plan. 
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consolidated non-financial statements  
and notes and summarized consolidated 
financial statements



60	 Vancity 2008 - 2009 accountability Report

Inhance 

Inhance Investment Management Inc. (“Inhance”) was our socially responsible 
investing (SRI) mutual fund business. Inhance did not have sufficient volume  
to generate the revenue needed to be sustainable, so we sold the mutual  
fund business to IA Clarington Investments Inc. (“IA Clarington”/”IAC”) in  
late 2009. We also entered into a partnership to distribute IAC funds through 
Vancity branches. 

The IAC agreement joins our expertise and leadership in SRI with the 
distribution power and depth of IAC to bring socially responsible investing  
to the national marketplace while generating long-term financial benefits  
for Vancity. 

As a shareholder advocate, Inhance’s portfolio management team is a leader in 
integrating environmental, social and governance (ESG) analysis with financial 
analysis. The same team continues to provide fund management analysis for 
the funds while working for Vancity Investment Management Ltd.

Additional changes in 2008 and 2009 

•	 Our merger with Greater Victoria Savings Credit Union became official  
on February 1, 2008. At the time, Greater Victoria Savings had more than 
$66 million in assets, 5,100 members, and four branches in Victoria, BC.

•	 Vancity Capital and Vancity Enterprises were integrated into Vancity’s 
Community Investment division. Their Boards comprise management only. 

•	 We increased our ownership of Dockside Green Limited Partnership 
(“DGLP”) from 75 to 100 per cent. Due to the adverse developments in the 
real estate market in Victoria, in early 2010 we decided to defer further real 
estate development in DGLP. We took a significant impairment charge on 
our real estate investment in DGLP in 2009. See page 37. 

•	 To further our Social Finance strategy (see page 32) we made a 38.7 per 
cent equity investment in Underdog Ventures LLC (US), an award-winning 
social venture finance company. 

We made some significant changes, outlined below, to simplify our structure 
and focus on what drives us toward our Vision. Three principles guided us: 
value to our members, support for our employees, and financial sustainability. 
We plan to reinvest the proceeds of the following sales to further enhance 
member service and support our employees with improved systems, processes, 
and training. See our 2009 Annual Report (Note 4 of the Consolidated 
Financial Statements) for more information. 

Citizens Bank

When it opened in 1997, Citizens Bank was the first “virtual” chartered bank 
in Canada. After 12 years in the online marketplace we had not achieved 
the scale required to remain viable, so we decided to repatriate the capital 
to Vancity. In August 2009 Citizens Bank announced it was moving to a 
new business model, leaving the personal banking marketplace and instead 
focusing its operations on Visa card and foreign exchange services. We sold 
most of the Bank’s residential mortgages, personal loans, and real estate 
secured lines of credit to The Toronto-Dominion Bank (“TD Canada Trust”). 

Insurance

Vancity Insurance Services Ltd (“Vancity Insurance”) provided home, auto, 
travel, business, life, and other insurance to our members and the public. We 
sold Vancity Insurance to The Co-operators Group Ltd (“The Co-operators”) 
in September 2009. Sales of life insurance remain with the credit union  
under our newly formed subsidiary, Vancity Life Insurance Services Limited. 
We returned better value for our members and communities through this 
sale than we would have by continuing to operate the business ourselves, 
and we believe that our members will receive excellent service from an 
organization that shares our values and where insurance is core to their 
business. All but one of our insurance employees were offered employment 
with The Co-operators. 

key organizational changes during 2008 and 2009 
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independent assurance statement

Criteria

Vancity has prepared its report in accordance with the AA1000APS (2008) 
principles of Inclusivity, Materiality and Responsiveness.  

The specified performance information has been prepared in accordance 
with the GRI G3 Guidelines, ISO 14064 – Part 1 or where relevant, internally 
developed criteria as disclosed and described in the Consolidated Non-
Financial Statements and Notes section of the report.

Vancity management’s and directors’ responsibilities

The Report was prepared by the management of Vancity, who is responsible 
for the collection and presentation of the performance indicators, 
statements, and claims in the Report, and the criteria used in determining 
that the information is appropriate for the purpose of disclosure in the 
Report. In addition, management is responsible for the identification of 
stakeholders, determination of material issues and definition of targets  
and commitments with respect to performance information.

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

The Board of Directors is responsible for the integrity of non-financial 
reporting, and for reviewing and approving the Non-Financial Statements  
and Notes. 

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

To the Members of the Vancouver City Savings Credit Union (“Vancity”)

Our responsibilities 

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

Scope of our engagement

We have carried out a reasonable assurance engagement1 in relation to the 
sustainability information in Vancity’s 2008 - 2009 Accountability Report  
(the “Report”), which covers sustainability performance information of 
Vancity for the period January 1, 2008 to December 31, 2009 and has been 
prepared by Vancity management. The scope of our engagement, as agreed 
with management, is as follows:

•	 Subject Matter 1: to obtain a reasonable level of assurance that Vancity has 
implemented processes and disclosures that adhere with AccountAbility’s 
AA1000 Principles Standard (2008) [“AA1000APS (2008)”] principles of 
Inclusivity, Materiality and Responsiveness and to express an opinion 
thereon; and

•	 Subject Matter 2: to obtain a reasonable level of assurance on the fair 
presentation of the specified performance information selected by 
Vancity, some of which is in the Key Performance Indicator Table, as  
well as the information denoted by the  symbol in the Consolidated 
Non-Financial Statements and Notes in accordance with the Global 
Reporting Initiative G3 Guidelines (“GRI G3 Guidelines”) or management’s 
own criteria, and express an opinion thereon.

(1) �Readers should note that reasonable and limited assurance in ISAE3000 is consistent with high and 
moderate levels of assurance, respectively, in AA1000AS (2008).  
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Assurance procedures

Our assurance procedures at Vancity for concluding on Subject Matter 1 and 2 
included, but were not limited to:

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

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

•	 Observing the stakeholder panel and reviewing documentation of other 
stakeholder engagement processes

•	 Interviewing selected personnel responsible for the selected performance 
information and understanding processes for the collection and reporting 
of performance information and, where relevant, performing walkthroughs 
of systems and processes for data aggregation and reporting

•	 Verifying the accuracy of calculations performed

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

•	 Verifying key assumptions and the evidence to support the assumptions

Limitations

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

•	 Information reported outside of Vancity’s Report, including web- 
based information

•	 Management’s forward-looking statements

•	 Any comparisons made by Vancity against historical data

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

•	 The appropriateness of definitions for internally developed criteria 

Work we performed

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

Subject matter 1
Inclusivity
•	 Has Vancity applied the approach described in relation to the Inclusivity 

principle within the Report?

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

Materiality
•	 Has Vancity applied the approach described in the Materiality section of 

the Report to identify material issues for inclusion in the Report?

•	 From the approach noted above, has Vancity reported the material issues 
relating to its sustainability performance?

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

Responsiveness
•	 Has Vancity applied the approach described in relation to the 

Responsiveness principle within the Report to respond to stakeholders’ 
sustainability issues?

•	 Has Vancity prioritized and carried out its stakeholders’ responses 
in accordance with AA1000APS (2008) definition and explanation of 
Responsiveness?

Subject matter 2 
Completeness
•	 Has Vancity fairly presented the specified performance information with 

respect to the boundaries and time period defined in the Report? 

•	 Has Vancity accurately collated corporate data relating to the specified 
performance information?

Accuracy
•	 Are the data for the specified performance information accurate and 

sufficiently detailed for stakeholders to assess Vancity’s performance? 
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Observations and areas for improvement

Independent of our assurance opinion outlined in the conclusions  
above we provide some key observations and areas for improvement.  
These observations, outlined below, do not affect our conclusions as 
expressed above:

•	 We commend Vancity on making great progress towards its first integrated 
report, and recognize the importance of this integration journey for 
reporting financial and non-financial information, issues and performance 
across the organization. 

•	 Vancity has developed a comprehensive materiality process that yields 
relevant information on stakeholders’ material issues. The business planning 
process and risk management system would greatly benefit from this 
information; therefore, Vancity should continue in its integration effort. 

•	 Vancity’s social finance initiative is a significant undertaking with great 
potential for Vancity’s business, and is of importance to its stakeholders. As 
the social finance initiative moves from strategy to implementation, Vancity 
should ensure it clearly communicates the status of implementation to 
the organization against measurable goals, metrics and targets, and should 
monitor progress to ensure supporting resources and systems keep pace 
with the implementation of this initiative. 

In addition to the observations above we will provide Vancity with an internal 
management report detailing our findings.

Independence, competence and experience

All professional personnel involved in this engagement meet the 
independence requirements in accordance with the ethical requirements of 
ISAE 3000 and AA1000. Our team has been drawn from our Climate Change 
and Sustainability Services Practice and has the required competencies and 
experience to perform this engagement. 

Vancouver, Canada 
June 3, 2010

Our conclusions

Subject to the limitations noted and on the basis of our procedures 
for this reasonable 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 
involves them in organizational decision-making in accordance 
with the AA1000APS Inclusivity principle.

Materiality
•	 In our opinion, the information contained in the Report 

focuses on the most relevant aspects of Vancity’s performance 
and management, and those most significant to it and its 
stakeholders in accordance with the AA1000APS Materiality 
principle.

Responsiveness
•	 In our opinion, Vancity’s Report demonstrates responsiveness  

to stakeholder issues and feedback through decisions, actions, 
performance and communication in accordance with the 
AA1000APS Responsiveness principle.

Subject matter 2
Completeness and accuracy
In our opinion, the specified non-financial performance information 
selected by Vancity, in the Key Performance Indicator Table, or 
denoted by the  symbol in the Consolidated Non-Financial 
Statements and Notes, in all material respects, is in accordance 
with the GRI G3 Guidelines or management’s own criteria such that 
Vancity has: 

•	 Fairly presented the specified performance information with respect 
to the boundaries and time period defined in the Report.

•	 Included specified performance information from all material 
entities in its defined boundary for its reporting.

•	 Accurately collated corporate data relating to the specified 
performance information.

•	 Accurately and sufficiently detailed the specified performance 
information for stakeholders to assess Vancity’s performance.
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Data management

The data that appears on the following pages has been collected using an 
online data management system (Credit 360), which includes data quality 
controls. Assigned data providers compile and enter the data into the system. 
Assigned data approvers then check the data for completeness and accuracy 
and provide explanations if the data varies significantly from the previous 
year. On occasion the data provider and approver are the same person. We 
offer training on Credit 360 on an as-needed basis and at least once annually. 
The Accountability Team, which sits in the Finance Division, oversees Credit 
360 and reviews the data once it has been approved for completeness, 
following up where adequate supporting documentation has not been 
provided. Where data is of a confidential nature, supporting documentation 
remains with the data provider and more reliance is placed on the data 
provider to enter accurate and complete data. 

Key non-financial data has been externally assured by an independent  
third-party to a reasonable level. Data that has been assured is indicated  
by the  symbol. 

Common terms

The following are some common terms used throughout this report. 

Personal members: Individual members of the credit union, sometimes 
referred to as retail members. 

Business members: Organizational members of the credit union. Includes 
business and not-for-profit organizations unless otherwise stated. 

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

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

Permanent employees: Active and inactive permanent employees. This number 
is used for normalizing some data.

Vancity Centre: Vancity’s head office building located at 183 Terminal Avenue, 
Vancouver, BC.

The member services centre: Our telephone banking centre servicing Vancity 
credit union and Citizens Bank members. During 2008 and 2009, the member 
services centre assisted members 24 hours a day, seven days  
a week2. 

consolidated non-financial statements and notes 

Data explanations and key to symbols
Data overview

The performance data in this section is presented using the framework of  
our Statement of Values and Commitments. We have indicated where further 
information on our most material issues is available in the Business Review. For 
a description of how we identified our most material issues, and what these 
issues are, see page 54. The following principles apply to all data reported: 

•	 Data reported is consolidated for Vancity unless otherwise stated. Vancity 
refers to Vancouver City Savings Credit Union, including Squamish Savings, 
Citizens Bank of Canada/Citizens Trust, the Vancity Community Foundation 
and all of our other subsidiaries—see the organization chart on page 12.  

•	 Data reported is for the fiscal year (January to December) with the exception 
of energy and water data, which is reported from the previous fourth 
quarter to the current third quarter (e.g., 2009 energy data is reported for 
the period October 2008 to September 2009). Annual full-time-equivalent 
(FTE) numbers are used to normalize energy and water data.   

•	 Three years of data is included, where comparable and available. 

•	 If data increased or decreased over time by a material amount from 2007, 
the year we last publicly reported on (or from 2008 if no 2007 data is 
provided), we’ve included an explanation in the Non-Financial Statements  
or in the Business Review. 

•	 A material amount is usually either +/- 5 per cent or a statistically significant 
amount for survey results.  

•	 Industry benchmarks are included, where meaningful and available.

•	 We have disclosed in the table notes if data is estimated or based on 
extrapolation, and have provided details of the estimation of extrapolation. 

•	 For relevant indicators, we’ve followed the indicator protocols contained in 
the Global Reporting Initiative’s (GRI) G3 Sustainability Reporting Guidelines, 
unless otherwise stated. 

•	 We’re continuously improving our non-financial data tracking and reporting 
processes. Sometimes this means while data quality improves, we may 
lose comparability of data over time. In this case, historical data is either 
omitted, or—if deemed feasible to go back and recalculate the data using 
the new system or methodology—it is restated. Restatements or omission 
of data are indicated in the table notes. 

	� See globalreporting.org for details on the Global Reporting Initiative’s 
(GRI) G3 Sustainability Reporting Guidelines.

(2) �In 2010, due in part to Citizens Bank leaving the personal member marketplace, we changed the hours of 
the Member Services Centre to 8 a.m. to 8 p.m. Monday to Saturday, and 10 a.m. to 5:30 p.m. Sundays.
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capture all our Community Leadership products due to inadequate tracking  
systems, specifically, our inability to assign unique codes to some products  
to differentiate them from conventional products.

Greenhouse gas emissions: Includes emissions from premises energy use, 
paper use, vehicle fleet, employee business travel by vehicle or air, and 
employee commuting to and from work in a single occupancy vehicle. 
Emissions are expressed in tonnes of carbon-dioxide (CO2) equivalent. Some 
estimation and extrapolation is used in the calculation, see table on page 74 
for more details.

Reputation score: The percentage of members and the percentage of non-
members (public) who responded 4 and 5 out of 5 to the question: to what 
extent do you think Vancity uses its resources and expertise to benefit the 
community and the environment? The data source is Ad-Tracker, see notes  
on survey data below.  

Survey data 

The following describes some of the surveys we use to gather data.

Member loyalty surveys for personal and business members: An annual 
anonymous telephone survey administered by Market Probe that uses a 
10-point scale ranging from poor to superior. The percentage of members 
responding 9 or 10 is reported. A representative sample of members between 
the ages of 19 and 70 were surveyed in 2009. The margin of error is +/- 3 per 
cent for personal members and +/- 5 per cent for business members. 

Ad and brand tracker survey: An ongoing telephone survey administered to 
members and the public (non-members) between the ages of 18 to 74 by 
Ipsos Reid that uses a 5-point scale ranging from “not at all” to “a great deal.” 
Percentages are reported for members and public responding 4 or 5. Results 
are rolled up and reported quarterly. The margin of error is +/- 4 per cent for 
members and 5 per cent for the public. 

Employee engagement survey: An annual confidential online survey 
administered by Hewitt Associates that uses a 6-point scale. The percentage 
of employees responding 5 (“agree”) and 6 (“strongly agree”) is reported. All 
employees were surveyed. In 2008 the response rate was 75 per cent and in 
2009 it was 78 per cent. The margin of error is +/- 1 per cent.

Member panel: An online panel survey administered by Vancity (hosted 
by Vision Critical) that uses a 5-point scale. Percentages are reported for 
members responding 4 or 5. Panel respondents are more likely to have 
Vancity as their primary financial institution than members in general.  
Primary members are, in general, more engaged and tend to rate us more 
highly. A margin of error is not available.

Member services centre quality tracking survey: A quarterly telephone 
survey administered by SQM Group. 

Key non-financial performance data

The following data has been externally assured to a reasonable level by Ernst 
& Young LLP. This data was selected to be assured for the following reasons: 
it is a strategic metric with organizational targets, and/or the data relates to 
our most material issues where quantifiable metrics have been established. 
Ideally, all our key performance metrics would have associated targets. The 
fact that they do not indicates we need to do some work internally to align 
our materiality and planning processes (as noted by our external assurance 
provider). We also need to further align the metrics we track and report 
externally, as well as use for decision-making internally.    

Members (as in total number of members): Any credit union member, business 
or personal, with at least one open (active or dormant) bank account. Includes 
members of Squamish Savings. 

Personal and business member loyalty score: The loyalty score is the 
percentage of credit union members who give Vancity a 9 or 10 out of 10 
on all three loyalty measures: overall experience at Vancity, likelihood to 
continue using Vancity, and likelihood to recommend Vancity to others.  
The data source is the member loyalty survey, see survey data below. 

Overall loyalty score: A combined loyalty score proportional to the ratio 
of personal and business credit union members at Vancity.

Employees (as in total number of employees): Same as headcount—see 
page 64. 

Employee engagement score: The engagement score is based on employees’ 
answers to six questions: I would not hesitate to recommend Vancity to a 
friend seeking employment; Given the opportunity, I tell others great things 
about working here; It would take a lot to get me to leave Vancity; I hardly 
ever think about leaving Vancity to work somewhere else; Vancity inspires 
me to do my best work; Vancity motivates me to contribute more than is 
normally required to complete my work. The percentage of respondents with 
a score of 4.5 out of 6 or greater is the ‘engagement score.’ The data source is 
the employee engagement survey—see notes on survey data.

Employee turnover/overall turnover rate: This is the number of permanent 
employees who left Vancity during the year divided by the average number 
of permanent employees in the year. Employees who leave the organization 
voluntarily or due to dismissal or retirement are captured. It excludes 
“churnover” (internal movement).  

Community Leadership portfolio: Our working definition for this portfolio is 
products designed to benefit a specific (usually underserved) target group, 
where social and environmental features are embedded into the product 
design. The Jumpstart™ High Interest Savings account, of which one per cent 
of profits is donated to support matched savings programs, is not currently 
included as the product itself is conventional. The portfolio does not  
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We will be effective and responsible financial managers
Our financial performance – See our 2009 Annual Report including the 
Consolidated Financial Statements and Notes, and pages 18 - 22 of the  
Business Review

Our economic impacts

	 See our Disclosure on Management Approach (vancity.com/
accountability09/dma) for details on our approach to managing our 
economic impacts, including community distributions and procurement.

See pages 18 - 22 of the Business Review for a discussion of our most material 
issues and highlights of our economic performance in 2008 and 2009. A page 
reference is provided if the data is discussed in the Business Review.  

Economic value generated and distributed – See page 21 of the Business Review

(thousands of dollars)	  	 2009	 2008	 2007

Direct economic value generated 	
	 Revenues	 $ 	 393,164	 459,740	 417,794

Economic value distributed 	
	 Operating costs	 $ 	  142,219	 128,465	 117,998
	 Employee wages and benefits	 $ 	 155,405 	 183,778	 170,479
	 Payments to providers of capital 
	   & wholesale borrowing	 $ 	 17,855 	 73,311	 75,822
	 Payments to governments 
	   (gross taxes)	 $ 	 15,542 	 21,209	 17,074
	 Community donations	 $ 	 8,318 	 6,160	 3,666

Total economic value distributed	 $ 	 339,339 	 412,923	 385,039

Economic value retained 				     
  (value generated less value 
  distributed or “net earnings”) 	 $ 	 53,825	 46,817	 32,755
Amounts do not match the Consolidated Financial Statements and “Total income and other taxes” table below. 
In the above table, revenues are before $9.7 million in interest payments to providers of borrowings, and taxes 
include income taxes, and redistributed property and capital taxes but exclude payroll and sales taxes.  

Income and other taxes
The overall level of taxes has decreased since the prior year. The majority  
of the decrease was due to lower corporate tax on capital gains from 
selling the shares of Vancity Insurance coupled with the use of tax loss carry 
forwards in Citizens Bank and Inhance. As a credit union, we are eligible  
for a tax rate reduction.  

Additional data definitions

The following are definitions for some of the additional data we report. 
Further explanations are provided in the table notes, as needed.

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

Employee Assistance Program (EAP): The Vancity Group Employee Assistance 
Program is available to full- and part-time employees and their immediate 
families who may have personal problems, or feel pressured and unable to 
cope. Counselling, handled through a professional consultant, may be used 
to help with problems related to drug, alcohol or smoking addiction; family 
and marital relationships; psychological pressures including stress, anxiety, 
depression; post-holdup trauma; and financial or legal difficulties.

Staff utilization rate (for EAP): Number of employees accessing services from 
the Vancity Group Employee Assistance Program compared to the number  
of permanent employees.

Privacy complaint or breach: A breach of Vancity’s Privacy Code regarding 
the privacy, confidentiality and security of member personal information. 
Example of breaches include: improperly accessing member personal 
information without consent, losses of customer data and mail, email  
or telephone calls that are directed to the wrong location.

Socially responsible investment (SRI): As defined by the Social Investment 
Organization (SIO), SRI is the inclusion of social, environmental and governance 
considerations into the management and selection of investments.

Debt service ratio: The total annual debt payments divided by annual 
gross earnings.

Greenhouse gas emissions (tonnes per thousand dollars of revenues): Tonnes 
of Greenhouse gas emissions divided by consolidated revenue (“net interest 
income” plus “other income”) and multiplied by 1,000. 

First call resolution: The percentage of members responding “yes” to the 
question: “Did the Member Services Centre resolve your inquiry” and “1” to 
the question: In total, how many calls did you make to the Member Services 
Centre to resolve your initial inquiry?”

Key to symbols

	�� = �2008 and 2009 data externally assured to a reasonable level by 
independent assurance provider. See page 53 for an explanation of 
assurance scope and page 61 to read the Independent Assurance 
Statement. See previous 2006 - 2007 Accountability Report for the 
scope of 2007 assurance.

	 = benchmark data
	 = information can be found online
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Managing risk – See page 21 of the Business Review

	 See our Disclosure on Management Approach (vancity.com/
accountability09/dma) for details on our approach to managing financial, 
social and environmental risks, including our enterprise-wide risk 
management system and managing risks in each line of business. 

See pages 21 and 44 of the Business Review for an overview of our risk 
management processes, and highlights of our risk-related performance in  
2008 and 2009. A page reference is provided below if the data is discussed  
in the Business Review. 

Percentage of members who trust Vancity to make business decisions  
that are socially and environmentally responsible

Vancity Credit Union		   	 2009	 2008	 2007

Personal members	 %	 n/a	 77 	 78
Business members		  %	 47	 54 	 n/a
Data source: member panel survey for personal and member loyalty survey for Business. Question not asked 
in 2009 for personal members but will be included in the 2010 ad and brand tracker survey. Data for Business 
members in 2007 is not available due to a change in methodology. The drop from 54 per cent to 47 per cent  
for business members is not statistically significant.

Percentage of employees who feel comfortable raising concerns if asked to  
do something illegal, unethical, inappropriate or against their personal beliefs

	  			   	 2009	 2008

Employees		  %	  90	 86	 86
Data source: employee engagement survey. Data for 2007 is not available because the data was not generated  
at the group level at the time. Benchmark source: Hewitt 50 Best Employers.

Business lending portfolio by North American Industry Code (NAICS)

	  			   	 2009	 2008

Accommodation & food services		  %	 2	 1
Construction		  %	 12	 24
Healthcare & social assistance		  %	 2	 1
Manufacturing		  %	 2	 3
Other		  %	 4	 4
Other services		  %	 3	 2
Professional, scientific & technical		  %	 1	 1
Real estate, rental & leasing		  %	 69	 59
Retail trade		  %	 1	 1
Transportation and warehousing		  %	 1	 1
Wholesale trade			   %	 2	 2
Percentages may not add up to 100 per cent due to rounding errors. The years 2008 and 2009 may not be 
comparable due to a conversion from the Standard Industry Code (SIC) to the North American Industry Code 
Standard (NAICS) in 2009. Data for 2007 is not available due to a change in methodology.

(thousands of dollars)	  	 2009	 2008	 2007

Income taxes	 $ 	 8,286	 11,762	 6,136
BC Corporation Capital Tax 	 $	 3,625	 6,370	 7,712
Payroll taxes	 $ 	 7,071 	 7,119	 6,691
Property taxes	 $ 	 3,631 	 3,077	 2,842
Federal and provincial sales taxes	 $ 	 8,199 	 9,445	 7,505

Total income and other taxes	 $ 	 30,812	 37,773	 30,886

Suppliers	
Departments responsible for purchasing goods and services for our business 
are guided by our Ethical Policy and our Procurement Policy. Purchasing 
Requests for Proposals (RFPs) include criteria on cost, services, knowledge and 
experience, and environmental and social values. The criteria vary depending 
on the product/service requirements. Each criterion is weighted based on its 
importance to the overall decision. 

Since 2005, Vancity has been a sponsor and member of the BuySmart Network, 
a coalition of organizations promoting sustainability purchasing practices. 

Since 2007, our total value of purchases has decreased by almost 12 per  
cent, due in part to an organization-wide program to reduce expenses.  
This included a significant reduction in the amount spent on marketing  
and facility management.

We know that the majority of our purchasing spend is from locally based 
suppliers, but we cannot state how much with certainty—see table notes 
below. In 2010, we will explore ways to better capture the proportion of 
purchasing spend on materials, product and services provided by suppliers 
based in the same geographic region as Vancity—BC’s Lower Mainland, Fraser 
Valley, Squamish and Victoria. (We have operations in Toronto, but these are 
not significant.)  

	 	  	 2009	 2008	 2007

Total value of purchases  
  by region (millions of dollars)	 $	 80.9 	 86.7	 91.8
	 Canada	 %	 91	 91	 94
	U SA/Other	 %	 9	 9	 6
Total number of suppliers  
  by region	 #	 1,324 	 1,619	 n/a
	 Canada	 %	 94	 93	 n/a
	U SA/Other	 %	 6 	 7	 n/a
2007 data on value of purchases has been restated due to the correction of mis-categorized postal codes. 
Data for 2007 on the number of suppliers is omitted as it is not comparable to 2008 or 2009 data due to 
the consolidation of two supplier payment systems into one. Our current definition of local does not match 
the Global Reporting Initiative’s indicator protocol: we determine local based on the “remit to” postal code 
shown on supplier invoice. However, this definition is not applied consistently to all data, and so we have not 
included a detailed breakdown by region. 
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Incidence of non-compliance and legal actions 

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

None to 
report 

between 
2007 and 

2009

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

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

Incidence of employee-related fraud

	  	 2009	 2008

Substantiated	 #	  7	 6
Unfounded/inconclusive	 #	  20	 22
Total number of employee-related 
  fraud incidents investigated	 #	 27	 28
New indicator. Data for 2007 is not available.

We will provide our members with outstanding service 
and meaningful opportunities for input

	 See our Disclosure on Management Approach (vancity.com/
accountability09/dma) for details on our approach to managing 
member-related impacts, including ways we measure member loyalty 
and satisfaction, complaint handling, other ways members provide 
input, member privacy, the fair design and sale of financial products and 
services, and how we protect members from fraud. 

See pages 23 - 31 of the Business Review for a discussion of our most material 
issues and highlights of our member-related performance in 2008 and  
2009. A page reference is provided below if the data is discussed in the 
Business Review. 

Member growth – See page 23 of the Business Review		

Member and client numbers and profile

In August 2009, approximately 28,000 members of Citizens Bank were 
impacted by the decision that the Bank would leave the personal banking 
marketplace and no longer take deposits. As at December 31, 2009, 18,995 
Bank members (approximately 98 per cent personal and 2 per cent business) 
remained. Where members are located in BC, they can transition to Vancity  
if they wish and a process is in place for this transition. Outside BC, members 
must transition to an alternate financial institution. All chequing and 
savings accounts will close by mid-2010 and term deposits will close as they 

Ethical policy screening – See page 44 of the Business Review

The intent is for all (100 per cent) of significant business relationships, including 
investment agreements and significant suppliers/contractors, to be subject to 
a formal screen conducted by a third party. Significant business relationships 
include our treasury counter parties, suppliers with a total annual spend of 
$500,000 or more and any other relationships that pose a high financial or 
reputational risk. The formal screen includes 45 indicators across a broad 
range of environmental, social (including human rights), and governance 
criteria to determine if an organization is aligned with the Ethical Policy. 

In 2009, we identified 11 non-aligned business relationships: one company was 
deemed non-aligned based on its significant involvement in the manufacturing 
of weapons. Two companies failed due to several controversial financing 
activities with major environmental and social impacts. A further two were 
involved in environmentally damaging practices that did not meet Vancity’s 
ethical criteria. Five of the non-aligned companies had track records of 
controversial and unethical business practices signalling a lack of proper controls 
or policies to mitigate future risks for their shareholders. The final company 
was analyzed as non-aligned based on continual poor customer relations.

Of the two appeals heard in 2009, each had one specific area of concern: one 
concerned business practices of the parent company of a strategic supplier 
and the other related to a business banking customer with significant revenue 
from alcohol sales. Both resulted in us continuing to do business with these 
organizations while working with them to resolve our concerns.

		  	 2009

Total number of formal Ethical Policy screens	 #	 79	
 	N umber of non-aligned	 #	 11	
 	N umber of appeals heard	 #	 2
Number of organizations discontinued  
  or declined to do business with based  
  on non-aligned Ethical Policy screens	 #	 n/a
Number of relationships awaiting appeals or  
  development of action plans to address concerns	 #	 n/a 
We did not consistently maintain our database for tracking the relationship status of our major suppliers  
and partners and as such are unable to report historical data and 2009 data on non-aligned Ethical  
Policy relationships.
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Member privacy – See page 29 of the Business Review

Complaints regarding breaches of customer privacy and losses of member or 
client data	

There has been an increase in the number of privacy complaints and breaches 
from 2007 to 2009. This increase is likely due to greater awareness amongst 
members of their privacy rights and ability to report a privacy complaint or 
breach to Vancity’s privacy office. We also experienced an increase in the 
number of members requesting access to personal information.

 	  		  	 2009	 2008	 2007

Substantiated	 #	  13	  13	  5
Unfounded/inconclusive	 #	  9	  7	  1
Total number of privacy- 
  related complaints		  # 	  22	  20	  16
Data reflects the number of complaints reported to Vancity’s privacy office from a branch or member. Due to 
improvements in tracking systems, 2009 data may not be directly comparable to historical data.  

We will lead by example and use our resources and 
expertise to effect positive change in our communities

	 See our Disclosure on Management Approach (vancity.com/
accountability09/dma) for our approach to managing our community and 
environmental impacts. This includes community investments, products 
and services with social or environmental benefits, access to basic 
financial services, greenhouse gas management, and other environmental 
management systems. 

See pages 32 - 38 of the Business Review for a discussion of our most material 
issues and highlights of our community and environmental performance in  
2008 and 2009. A page reference is provided below if the data is discussed in  
the Business Review. 

Community granting programs – See page 35 of the Business Review

Total community donations	

 	  		  	 2009	 2008	 2007

Total community donations as 
  a per cent of previous 3-year  
  pre-tax profits	 %	 1.0	 16.1* 	 11.6	 5.7
Calculated based on data extracted from the Consolidated Financial Statements. Consistent with other items 
reported on the Consolidated Statement of Earnings, community donations are recorded on an accrual basis. 
Benchmark data source: one per cent as recommended by the Canadian Centre for Philanthropy through its 
national Imagine Canada Caring Company program. Data for 2008 has been restated to include a large  
community donation that was previously excluded. *Due to a change in accounting policy, this amount  
($8.3 million) will be disbursed over a two-year period instead of the usual one-year period. 

mature. Business and not-for-profit loans and mortgages will continue to be 
managed by the Bank in the short term and as they mature they will also be 
transitioned out.

			   2009	 2008	 2007

Total number of members:  
Vancity (credit union)  	 #	 414,377	 407,120	 388,000
	 Personal member accounts	 %	 91 	 93 	 89
	B usiness member accounts	 %	 8	 6 	 9
	N ot-for-profit  
	  member accounts	 %	 1	 1	 2
Citizens Bank personal  
  member accounts	 #	 18,995	 29,520	 25,200
Total number of clients:  
Vancity Investment Management  
  and Vancity Capital Corporation	 #	 592	 585	 580
	 Personal account	 %	  72	 72 	  79
	B usiness account	 %	  21	  21	  14
	N ot-for-profit account	 %	  7	 7 	 7
Total number of members at Vancity (credit union) includes Squamish Savings members. The breakdown  
by account type excludes Squamish Savings members as we only have data for 2009. In 2009, approximately 
90 per cent of Squamish Savings members were personal, 7 per cent were business, and 3 per cent were 
not-for-profits. 

Member loyalty and service experience – See pages 23 - 24 of the 
Business Review

Member loyalty and survey scores

Vancity (credit union)	  	 	 2009	 2008	 2007

Overall member  
  loyalty score 	 % 	 n/a	 44	 46	 n/a
Personal member  
  loyalty score 	 %	 40-45	 45	 47	 47
Personal members  
  service culture score 	 %	 n/a	  48	 50	 46
Business member  
  loyalty score 	 %	 33-38	 29	 40	 n/a
First call resolution 	 %	 73	 77	 76	 73
Data source: member loyalty surveys and Member Services Centre quality tracking survey. Vancity calculates 
the overall member loyalty score based on results for personal and business loyalty scores. Loyalty benchmark 
source: Market Probe, North American financial institutions. First-call resolution benchmark source: SQM 
Group, North American Financial Institutions. There was a change in personal member survey methodology: 
In 2007, we sampled by behavioural segment and in 2008 and 2009 we sampled by region. This new way of 
segmenting will help us better understand the behaviours and attitudes of large communities. We compared 
data using both methodologies in 2008, and the change in the loyalty score was not material.  
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Reputation score

Our reputation score has remained stable, and we did not meet our 2008 
member target of 82 per cent. 

Percentage of members and public who agree Vancity uses its resources and 
expertise to benefit the community and the environment

		  	 2009	 2008	 2007

Vancity credit union members 	 %	 71	 72	 72
Public (non members) 	 %	 31	 30	 33
Data source: ad and brand tracker survey. “Don’t know” responses for the public totalled 26 per cent in 2009, 
up from 15 per cent in 2007. Data for 2007 for members has been restated due to a change in data source 
from the member panel survey to the ad and brand tracker survey.

Products and services – See pages 25 - 26 of the Business Review

Community Leadership portfolio

Our Community Leadership product portfolio measures the current value  
of our community leadership products, where tracking systems are in place. 
We did not achieve our 2008 target of a 10 per cent increase in dollar value, 
and we did not set a 2009 target. We will revisit this metric in the context  
of our Social Finance strategy (see page 32). The Community Leadership 
portfolio grew by 15 per cent in 2009 as a result of increased deposits from 
not-for-profit organizations; increased loans to not-for-profit organizations, 
social enterprises, co-operatives, mission-based businesses, and micro-
entrepreneurs; and growing assets under administration in socially responsible 
mutual funds.

Community Leadership products, by line of business 

(millions of dollars)	  	 2009	 2008	 2007

Personal banking products	 $	 22	 23	 18
Business banking products	 $	 780	 645	 528
Socially responsible mutual funds	 $	 292	 242	 365
Socially responsible  
  real-estate development*	 $	 58	 88	 72
Total value of the Community  
  Leadership portfolio  	 $	 1,150	 1,000	 980
Portfolio value as per cent    
  of total assets/funds  
  under administration 	 %	 4.7 	 4.1 	 4.2 
*Loans/lines of credit provided by Vancity (credit union) to Vancity Enterprises for socially and 
environmentally responsible real-estate development, including Dockside Green. Data for 2007 and 2008 
has been restated due to changes in methodology: we removed data for Inhance and Vancity Investment 
Management to align with the GRI Indicator Protocols as assets under management are captured by a 
separate indicator (see page 74); in 2007 we removed Shared Value term deposits due to a coding issue; in 
2008 we changed the method for tracking not-for-profit loans and deposits and we improved the method for 
tracking socially responsible mutual funds. The total value of the Community Leadership Portfolio is rounded 
to the nearest $10 million.

Community donations allocated by type

Annual donations to the Vancity Community Foundation decreased from 
2007 to 2009 due to a newly adopted Vancity Board policy to allow a 
maximum donation of up to 10 per cent of our overall Shared Success 
community budget to the Foundation. The actual amount is determined 
based on Vancity and Foundation plans for the year. 

A Legacy fund was set up as part of the Greater Victoria merger agreement. 
Funds have been set aside in the Vancity Community Foundation to establish 
a donor advised fund to support charitable organizations operating in Vancity 
branch communities in Greater Victoria.

Vancity’s loan fund is a loan loss reserve for higher risk loans with higher 
environmental or social impact and other innovative non-conventional 
financing. Funds have increased because the number of approved loans have 
grown. In the past, the full allocation of this fund was not utilized due to 
factors such as the overall slowing of borrowing/lending and the not-for-
profit sector’s reluctance to take additional debt load.

(thousands of dollars)	  	 2009	 2008	 2007

Vancity’s community leadership 
  granting programs (strategic grants)	 $	 696 	 3,908	 1,525
Vancity’s community leadership 
  granting programs (responsive grants)	 $	 496 	 815	 654
Vancity’s community leadership 
  granting programs*	 $	 2,771 	 -	 -
Citizens Bank donations	 $	 99 	 75	 218
Credit card earnings allocation  
  to Vancity’s enviroFund	 $	 532 	 415	 333
Vancity (credit union’s) annual  
  donation to the Vancity  
  Community Foundation	 $	 390	 287	 600
Vancity (credit union’s) donation to 
  the Vancity Community Foundation  
  - Greater Victoria merger (Legacy fund)	 $	 2,460	 -	 -
Vancity’s loan fund project	 $	 488	 170	 62
Special projects/other	 $	 386	 490	 275
Total community donations	 $	  8,318	 6,160	 3,667
Consistent with other items reported on the Consolidated Statement of Earnings community donations  
are recorded on an accrual basis. *To be disbursed in 2010. 

Our reputation as a good corporate citizen – See page 38 of the 
Business Review
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Description and value of Community Leadership products, by type

Product description/purpose Target beneficiary 2009	
Value 

(millions)

Personal banking 

Shared Growth and Community Investment deposit products: Members’ 
deposits are invested in projects that improve the social and environmental 
well-being of local communities

Micro-entrepreneurs, new immigrants and refugees, people 
with disabilities, aboriginal people, low-income individuals, 
residents of Vancouver’s Downtown Eastside, the environment

$4.2 

Shared world and International Community Investment deposit products: 
Members’ deposits are invested in initiatives that address poverty around 
the world

Communities worldwide $4.6 

Resettlement Assistance Program deposit product: A special account 
developed to enable government-assisted refugees the opportunity to 
open accounts in which to deposit initial grants and subsequent assistance 
payments from the Federal Government when they first arrive in Canada

Individuals (low-income, new immigrants and refugees) with 
challenges accessing financial services

$0.5 

Secured VISA deposit account: A one-year term deposit account of $500, 
which provides individuals with up to $500 of credit. This product helps 
people build or re-build their credit history  

Individuals with poor or no credit history (low income, new 
immigrants and refugees)

$5.4 

Pigeon Park Savings account package: Personal bank account package for a 
flat fee of $5 per month, including cheque-cashing, unlimited withdrawals, 
bill payments, money orders and ATM card access. For non-members, a 
cheque-cashing service is available for a flat fee of $2.99 per cheque

Low-income and marginalized individuals living in Vancouver’s 
Downtown Eastside—Canada’s poorest neighbourhood—
without easy and affordable access to basic banking services 

$1.0

Bright Ideas Home Financing: A home renovation loan at prime rate for up 
to ten years

Members (reduced costs through energy efficiency) and the 
environment (reduced greenhouse gas emissions)

$0.7

Clean Air Auto Loans: A preferential interest rate is provided to members 
who purchase fuel-efficient vehicles 

Members (reduced costs through fuel efficiency) and the 
environment (reduced greenhouse gas emissions)

$1.4 

Immigrant Loan Program: Replaced with Back to Work and With These 
Hand loans. This loan program helped immigrants and refugee 
entrepreneurs build their credit ratings, and access loans

New immigrants and refugees <$0.1* 

On-Reserve Housing Loans: Financing to First Nations borrowers who 
would like to purchase or renovate their home located on reserve land

First Nations/Aboriginal people and communities $1.3

Springboard Mortgage: Provides qualified participants with 100 per cent 
of the money needed to buy a home, including the down payment

Low income individuals and families who have resided in not-
for-profit housing for at least 2 years

$3.0

Total Community Leadership personal loans and deposits  $22.0

Total as a percentage of all Vancity personal loans and deposits 0.1%

*The amount outstanding is less than $100,000.
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Product description/purpose Target beneficiary 2009
Value 

(millions)

Business banking  

Not-for-profit (NFP) loans and deposit products: Tailored products such as 
loans with a lower debt service ratio than businesses or pooled accounts 
(groups of NFPs join an association, for example, to get a higher rate for 
deposits)

Not-for-profit organizations, social enterprises  
and co-operatives

$763.4

Peer-Lending: Small loans for individuals who, with the support of a 
network of peers, are all launching micro-businesses

Micro entrepreneurs, new immigrants, or working poor who 
face barriers to traditional banking $0.1Back to Work Loans: Personal loans for individuals who for lack of a 

certification can’t access job opportunities in their field in Canada

With These Hands Loans: Personal loans for individuals who for lack of 
a set of tools or piece of equipment can’t accept a job offer

Micro-loans: Business loans for start-up entrepreneurs based on the quality 
of the business plan and projections, and the character of the owner, rather 
than historical financials. This product can also support start-up green 
businesses, aboriginal business and social enterprises

Entrepreneurs, usually graduates from government sponsored 
self employment programs, who are unable to access 
conventional banking

$3.4

Advice and Business Loans for Entrepreneurs with a Disability (ABLED): 
Custom loans and advice on starting a business

Entrepreneurs with a disability $0.2

Growth capital loans for: working capital, asset purchase, renovations, 
green energy projects, succession planning/ownership transition 

Not-for-profit organizations, social enterprises, co-operatives, 
mission-based businesses and Aboriginal groups

$12.9

Total community leadership business loans and deposits $779.9

Total as a percentage of all Vancity business loans and deposits 15%

Wealth management 

Socially responsible mutual funds: Investments that deliver positive 
financial as well as social and environmental benefits

Individuals wanting to invest in businesses which incorporate 
environmental, social and governance principles into their 
governance and management practices

$291.9 

Member investments in socially responsible mutual funds as 	
a  percentage of all member investments in mutual funds

23%

Real-estate development 

Loans and lines of credit for socially and environmentally responsible 
real-estate development: Development which focuses on affordability, 
accessibility, and/or environmental design

Varies depending on development but can include  
low-income individuals who can access rental or ownership 
housing at below market prices; people with disabilities;  
and the environment

 $57.6
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Description of Community Leadership services (these are often delivered in partnership with community partners) 

Service description/purpose Target beneficiary 2009	
Numbers	

served

Home Ownership Readiness Course: Provides practical advice on buying 
and owning a home

Low- to mid-income individuals and families living in  
not-for-profit housing and the general community

30 
participants

“Green advice”: A dedicated green business manager provides advice and 
support on greening business operations

Not-for-profit organizations, social enterprises,  
co-operatives, businesses

More than 150 

Power Play Money Manager: Teaches youth the fundamentals of banking 
and is part of the approved high school curriculum in British Columbia

Youth in Grade 10 More than 
22,000

Various other financial literacy courses: These help individuals learn about 
banking fundamentals, debt management, budgeting, and strategies for 
saving and investing. Examples include: Your Money Matters and Each One 
Teach One.  For more details see: vancity.com/financialliteracy

Beneficiaries include low-income individuals, recent  
immigrants, single parents, youth and Vancity members

More than 
3,700  

Financial sustainability workshops: These address not-for-profit 
organizations’ needs for revenue diversification, financial management 
improvements, resource development and, ultimately, sustainability

Not-for-profit organizations More than 
100 

In addition we offer:

•	 enviroVisa cards and prepaid re-loadable Visa cards: at least five per cent of net revenues go to the enviroFund, which supports local environmental projects.

•	 The Jumpstart™ High Interest Savings account: one per cent of net revenues (or $70,000 whichever is the greater) supports the Future Foundations Program. 
This program provides financial education, saving incentives, and other resources to help low-income individuals and their families move towards self-
sufficiency.

•	 Several toolkits, including a microcredit toolkit, a microloan toolkit, financial fitness toolkit (for not-for-profits) and the Canadian Social Enterprise Guide. 

•	 In addition we have more than 25 youth credit unions in elementary schools from Vancouver to the Fraser Valley. These help young people learn about 
money management and improve their math skills.

	 For more information on these products and services, visit vancity.com/changeproducts.
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Acting on climate change – See page 45 of the Business Review

Greenhouse gas emissions – See page 46 of the Business Review

While total premises energy use has remained stable, greenhouse gas emissions 
from energy use have increased. This is because the emissions factor (average 
emissions of CO2 associated with a unit of electrical energy in BC) increased 
from 22 in 2008 to 28 in 2009. 

Greenhouse gas emissions by source				     
(metric tonnes)	  	 2009	 2008	 2007

Emissions from premises  
  energy use 	 t	 1,594	 1,530	 1,495
Emissions from paper use 	 t	 532	 723	 868
Emissions from vehicle fleet 	 t	 26	 35	 36
Emissions from employee  
  business travel  
  (by air & vehicle) 	 t	 709	 897	 958
Emissions from employees  
 commuting alone by vehicle 	 t	 2,240	 2,017	 2,146

Total greenhouse gas  
  emissions 	 t	 5,101	 5,202	 5,504

Total greenhouse gas  
  emissions per $000 revenues	 t	 0.013	 0.013	 0.016

Greenhouse gas emissions by source,				     
  per employer (FTE) (metric tonnes)	  	 2009	 2008	 2007

Emissions from premises  
  energy use	 t	 0.72 	  0.64	 0.63
Emissions from paper use	 t	 0.24	  0.30	 0.37
Emissions from vehicle fleet	 t	  0.01	  0.02	 0.02
Emissions from employee  
  business travel by air & vehicle	 t	  0.32	  0.38	 0.40
Emissions from employees  
  commuting alone by vehicle	 t	  1.01	 0.85 	 0.91

Total greenhouse gas  
  emissions per employee	 t	 2.29	 2.18	 2.32
t = metric tonnes. Data for 2007 and 2008 was restated for energy use and employee commuting using 
updated emission factors, which became available after the 2006 - 2007 Accountability Report and 2008 
Annual Report were published respectively. Emissions from premises energy use are based on estimated 
energy use. Emissions from employee commuting are based on responses to a survey, and are extrapolated 
to represent all employees. Vehicle fleet emissions have been subtracted from employee business travel to 
avoid double counting. This change in methodology has been adopted for each year. Data for 2009 has been 
assured by Ernst & Young LLP and previous data has been assured by Interpraxis. 

 

Member and client investments in socially responsible investing (SRI) options, 
where assets are managed by Vancity

(millions of dollars)	  	 2009	 2008	 2007

Total assets managed by Inhance	 $	 -	 68	 99
	 Percentage assets that are SRI	 %	 -	 100	 100
Total assets managed by Vancity 
  Investment Management Ltd.	 $	 271	 235	 265
	 Percentage assets that are SRI	 %	 86	 87	 85
Inhance engaged with companies on social and environmental issues (number of interactions was not 
tracked for 2008), before its funds were sold to IA Clarington in 2009 – see page 60 for more details. Vancity 
Investment Management (VCIM) does not currently engage with companies on environmental and social 
issues to raise awareness and/or to improve their social/environmental performance. Data for 2007 for 
VCIM has been restated: we now consider all assets managed by VCIM to be socially responsible investments 
unless a client specifically requests environmental, social or governance (ESG) screens not be applied. In our 
2006 - 2007 Accountability Report, we only included assets that had undergone additional ESG screening at 
the client’s request.  See vcim.ca/philosophy/sri/ for details on VCIM’s screening policies and procedures.

Approved business loans by size

The number of approved business loans decreased between 2008 to 2009 
reflecting the downturn in the market. Loans greater than one million have 
decreased due to a conscious effort to cease lending from our Commercial 
Real Estate Group to balance our ratio of deposits to loans.

Value of approved business loans by size			    
(millions of dollars)	 	 2009	 2008

$0 - $24,999 	 $	 4	 4
$25,000 - $99,999 	 $	 18	 18
$100,000 - $249,999 	 $	 21	 23
$250,000 - $499,999 	 $	 27	 37
$500,000 - $999,999	 $	 51	 68
$1,000,000 - $4,999,999 	 $	 160	 210
$5,000,000 and greater	 $	 198	 191
Total value of loans 	 $	 479	 552
Average loan amount	 $ 	 0.42	 0.44

Number of approved business loans by size		  2009	 2008

$0 - $24,999 	 #	 332	 340
$25,000 - $99,999 	 #	 405	 410
$100,000 - $249,999 	 #	 143	 151
$250,000 - $499,999	 #	 79	 107
$500,000 - $999,999 	 #	 75	 102
$1,000,000 - $4,999,999 	 #	 79	 116
$5,000,000 and greater 	 #	 23	 15
Total number of loans 	 #	 1,136	 1,241
Data for 2007 is not reported as it is not comparable due to a change in methodology. 
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Employee commuting – See page 46 of the Business Review

Percentage of employees making trips to and from work using sustainable 
transportation modes

			   	 2009	 2008	 2007

Employees	 %	 33	 55.5	 56.4	 48.0
2007 data restated using 2007 emission factors, which became available after the 2006 - 2007 Accountability 
Report was published. Vancity’s transportation survey is administered by a third party. Sustainable 
transportation modes are any form of transportation apart from driving alone (single occupancy vehicle). 
Benchmark source: 2006 Census, Statistics Canada (Vancouver Central Metropolitan Area).

Managing other key environmental impacts

Office waste – See page 48 of the Business Review

Vancity Centre	  	 2009	 2008	 2007

Glass, plastic, and metal recycled	 t	 8	 6	 1
	 Per cent of total materials collected	 %	 11	 6	 1
Paper & cardboard recycled 	 t	 34	 46	 49
	 Per cent of total materials collected	 %	 44	 44	 46
Waste to landfill 	 t	 36	 52	 56
	 Per cent of total materials collected	 %	 45	 50	 53

Total materials collected	 t	 78	 104	 106

Percentage of total  
  materials recycled	 %	 55	 50	 47

Total materials collected  
  per employee (FTE) 	 kg	 122	 148	 146
t = metric tonnes; kgs = kilograms. At Vancity Centre, there are tenants who share the compactor and 
recycling. Materials recycled excludes batteries, fluorescent tubes, electronic waste (estimated 30 tonnes 
recycled/donated in 2008 and 2009), toner cartridges and ribbons, furniture (estimated 15 tonnes recycled 
in 2008-09), Automated Teller Machines (ATM) (estimated 60 tonnes recycled in 2008-09) and construction 
waste (estimated 19 tonnes recycled in 2008-09). Recycling program exist for all these items. 

Water use	
The decrease in water consumption may be due to initiatives such as 
retrofitting a number of our offices with low-flow automatic shut-off 
faucets in 2007 and 2008.

	 	 	 2009	 2008	 2007

Water use at metered  
  locations (millions)	 l	 15	 15	 23*
Estimated water use at 
  non-metered locations (millions)	 l	 24	 26	 27

Total water use (millions)	 l	 39	 41	 50

Estimated water use  
  per employee (FTE) (thousands) 	 l	 19	 17	 21
l = litres. *In 2007, there was an undetected leak at our Kitsilano Community branch, adding eight million litres 
of water use over the “normal” level. Metered water use is based on data from nine (2008) and ten (2009) 
branches and Vancity Centre. All water is obtained from municipal water supplies. 

Energy use – See page 46 of the Business Review

In addition to the initiatives mentioned in the Business Review, other 2008-09 
initiatives that will help us reduce energy use include the installation of solar 
panels on the roof of the Vancity Centre to warm all of the hot water in our 
kitchens, bathrooms, and showers; increasing the proportion of paper with 
recycled content that we use, and allowing certain employees the option  
of working from home. We are exploring how we might further leverage 
technological advances to avoid or reduce employee commuting and business 
travel; for example, video conferencing and upgrades at our member services 
centre to allow employees who serve members by phone the flexibility of 
working from home.

Estimated total energy use,				     
  by type	  	 2009	 2008	 2007

Estimated total electrical use (millions)	 kWh	 14.2	 14.5	 14.2
Estimated total natural gas use	 GJ	 20,200	 21,200	 21,000

Estimated total premises energy use				     
  (electricity and natural gas)	  	 2009	 2008	 2007

Energy use at metered  
  locations (millions)	 kWh	 12.0	 11.9	 11.4
Energy use at un-metered  
  locations (millions)	 kWh	 7.8	 8.6	 8.6

Total energy use (millions)	 kWh	 19.8	 20.4	 20.0

Total energy use per  
  employee (FTE)	 kWh	  8,901	  8,563	 8,451
kWh = kilowatt hours; GJ = gigajoules. Metered energy use is based on data from 61 per cent of locations 
with electricity meters for 2008 and 67 per cent for 2009, 45 per cent of locations metered with gas for 2008 
and 2009 and 15 per cent of locations with no gas usage (only electricity) for 2008 and 2009. The estimated 
total energy use is the sum of the estimated value for all un-metered branches plus the actual energy use 
at metered locations. The energy use of each un-metered location is estimated by multiplying the average 
annual energy use per square foot from similar metered locations according to building type (Free-Standing, 
Strip Mall, Mall, or Office) by the total square footage of the un-metered location and then prorated for the 
number of days the location was in operation.

Paper use – See page 47 of the Business Review	

	 	  	 2009	 2008	 2007

Total paper use*	 t	 260	 346	 404
Per cent of paper use  
  with recycled content	 %	 73	 69	 66
Paper use* per  
  employee (FTE)	 kgs	 117 	 145 	 170 
t = metric tonnes; kgs = kilograms. *Paper use is based on amount of paper purchased. Includes: letterhead, 
copier, printer and fax paper, member statements, marketing materials, communication to members, business 
cards and envelopes. Ten per cent of paper use has been estimated.



76	 Vancity 2008 - 2009 accountability Report

Employment creation/reduction, and layoff practices – See page 41 of the 
Business Review

Employee profile

 	  		  	 2009	 2008	 2007

Total number of  
  full-time equivalents (FTE)	 #	  	 2,228	 2,384	 2,371
Total number of  
  employees (headcount) 	 #	  	 2,384	 2,704	 2,623
	 Contract/temporary	 %	  	 6	 6	 8
	 Permanent full-time	 %	  	 78	 79	 80
	 Permanent part-time	 %	  	 16	 15	 12
Percentage of  
  unionized employees	 %	 11	 17.9	 16.2	 16.7
2007 data restated due to a change in methodology. Benchmark source: BC HRMA, Canadian Credit Unions.

Diversity, inclusion, and equal opportunity – See page 42 of the Business 
Review

Employee diversity

 	  		  2009	 2008	 2007

Men	 %	 32	 32	 33
Women	 %	 68	 68	 67
Under 29 years	 %	 25	 25	 24
30 - 39 years	 %	 31	 30	 32
40 - 50 years	 %	 28	 28	 29
Over 50 years	 %	 16	 17	 15
Non-management	 %	 85	 85	 83
Management	 %	 12	 11	 13
Senior management	 %	 3	 3	 4
Employees belonging to  
  an Aboriginal group	 %	 1	 1	 n/a
Employees belonging to  
  a visible minority group	 %	 38	 40	 n/a
Employees with a disability	 %	 2	 2	 n/a
2007 data restated due to the consolidation of data to group-level. Data for percentage of employees 
belonging to visible minority or Aboriginal group, and with a disability, is based on employees’ self-disclosure 
in the annual employee engagement survey. n/a = data not available because data was not generated at the 
group level at the time.

We will ensure Vancity is a great place to work
	 See our Disclosure on Management Approach (vancity.com/

accountability09/dma) for details on our workplace policies and 
practices, including ways we measure employee satisfaction, diversity, 
compensation and benefits, unionization, and health and safety. 

See pages 39 - 43 of the Business Review for a discussion of our most material 
issues and highlights of our workplace-related performance in 2008 and  
2009. A page reference is provided below if the data is discussed in the 
Business Review. 

Employee engagement – See page 39 of the Business Review	

Employee engagement score 

		  	 	 2009	 2008	 2007

Employee engagement  
  score 	 %	 76	 53	 56	 64
Data source: employee engagement survey. Benchmark source: Hewitt Best 50 Employers. 

Employee turnover

The overall turnover rate has increased due to a reduction in our workforce, 
see page 41 for an explanation. The voluntary turnover rate has decreased. 
This is possibly due to the economic downturn in 2008 and 2009, resulting  
in a decrease in the number of local job vacancies; however, we cannot 
confirm this. 

		  	 	 2009	 2008	 2007

Overall turnover rate 	 %	 12	  17	 14	 15
	 Male	 %	  	 19 	 16	 18
	 Female	 %	  	 16 	 12	 13
	U nder 29	 %	  	 16 	 18 	 21 
	 30-39	 %	   	 17 	 13	 12
	 40-49	 %	  	 18 	 11	 11
	 Over 50	 %	   	  17	 13	 18
Voluntary turnover rate 	 %	 8	  8	 10	 12
Data is based on permanent employees (active and inactive) and excludes churnover (internal movement). 
Benchmark source: BC HRMA-Canadian Credit Unions.
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Incidents of discrimination 

The increase in the number of grievances is due in part to having multiple 
grievances from one individual and multiple grievances on the same issue.  
Types of workplace issues include: work performance and job selection.

In 2009 one incident of discrimination was reported and was pending a 
settlement hearing with the Human Rights Tribunal (this was resolved in  
early 2010). All incidents from 2007 have been settled. 

There have been no known incidences of non-compliance with employee-
related legislation for 2008 and 2009.

 	  	 	 2009	 2008	 2007

Number of incidents 
  of discrimination	 #	 1	 0	 2
Number of incidents 
  of grievances	 #	  18	 13	 9

Total number of incidents of  
  discriminations and grievances	 #	 19	 13	 11

Incidents withdrawn	 #	 9	 1	 6
Incidents resolved	 #	 3	 6	 3
Incidents outstanding	  #	 7	 6	 2

Employee salaries and benefits

Salaries compared to proposed minimum wage	

			   2009	 2008	 2007

Average entry-level salary  
  compared to proposed  
  BC minimum wage ($10/hour)	 %	 146	 146	 143
Entry-level salaries excludes variable pay or profit-sharing. We have used the proposed minimum wage in  
British Columbia ($10 per hour) rather than the current minimum wage of $8 per hour.

Employee pension plans	

Defined benefit plan		  2009	 2008	 2007

Level of staff participation in  
  defined benefit retirement plan 	 %	 16	 15	 15
Percentage of salary contributed  
  by Vancity	 % 	 2 	 2	 2
Percentage of salary contributed  
  by employee	 % 	 1 	 1	 1
See Vancity’s 2009 Annual Report, Note 15 to the Consolidated Financial Statements, for more details.

Employees belonging to a visible minority group or Aboriginal group by level

	  	 	 	 	 2009	 2008

All employees		  % 	 24	 39	 41
Non-management		  %	 28	 85	 44
Management		  %	 18	 13	 32
Senior management	 	 %	 9	 10	 19
Data for 2007 is not available because data was not generated at the group level at the time. Percentage 
changes may seem significant for employees belonging to a visible minority group or aboriginal group by level 
due to the comparative small number of employees in these categories. Data source: employee engagement 
survey. Benchmark source: Canadian Bankers Association, 2007 Canadian Banks.

Women by level

	  	 	 	 2009	 2008	 2007

All employees	 %	 69	 68	 68	 67
Non-management	 %	 54	 70	 70	 69
Management	 %	 51	 65	 68	 65
Senior management	 %	 31	 34	 32	 34
Data for 2007 was restated due to the consolidation of data to group-level. Benchmark source: Canadian 
Bankers Association, 2007 Canadian Banks.

Average basic salary for women as a percentage of average basic salary  
for men

The gap in salaries between men and women may be influenced by several 
factors such as the larger proportion of women (two-thirds of all staff) 
employed at Vancity. While more women are employed in management 
positions (65 per cent of management is women), more men are employed  
in senior management positions (66 per cent of senior management). Further 
investigation by each job level will be required to fully assess whether 
inequities exist.

 	  	 	 2009	 2008	 2007

Management roles	 %	 83	 80	 82
Specialist roles	 %	 88	 88	 91
Support roles	 %	 100	 100	 101
Salaries exclude variable pay and profit-sharing. Data for 2007 has been restated due to change in 
methodology.
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Injury rates

 	  	 	 2009	 2008	 2007

Falls/slips/trips, strains/sprains  
  and cuts	 #	 7	 9	 2
Robbery-related stress/acts  
  of violence	 #	 0	 0	 3
Number of days lost as per cent   
  of total working days	 %	 n/a	 0.03	 0.01
Total number of incidents	 #	 7	 9	 5
Benchmark: number of days lost  
  as a per cent of total working days	 %	 n/a	 0.02	 0.03
There were no work-related fatalities or incidents of occupational diseases during 2008 and 2009. Data and 
benchmark sources are from WorkSafe BC. n/a = data not available at time of report compilation.

Number of short-term disability leaves, care days and long-term  
disability claims

The increase in the level of employee time loss from the workplace may  
be attributed to the number of significant organizational changes over 
the past few years, influenced by factors such as tougher economic times. 
Vancity continues to work with business leaders on ensuring that sound 
change management practices are in place to support our employees  
through these changes.

 	  	 	 	 2009	 2008	 2007

Claims for long  
  term disability	 #	  	 17	 10	 n/a
Days for short-term  
  disability leave	 #	  	 8,714	 9,724	 8,109
Days for sick/care days	 #	  	 8,514	 7,595	 6,746
Absenteeism rate 	 %	 6.7 	 8.6 	 8.5 	 n/a
Includes permanent full-time and part-time employees. Care days are not tracked for Citizens Bank and 
Inventure. Absenteeism rate excludes Citizens Bank and Inventure Solutions. Benchmark source: BC HRMA, 
Canadian Credit Unions.

A high number of staff opt for Vancity’s group pension plan, which may 
be due to its portability. The participation rate increased from 2008 to 
2009, mainly due to a greater effort to educate staff on the benefits of 
participating in a pension plan.

Group registered retirement savings plan

			   2009	 2008	 2007

Level of staff participation  
  in group RRSP 	 %	 70	 63	 62
Percentage of salary contributed  
  by Vancity	 % 	 4.0 	 4.1	 4.0
Percentage of salary contributed  
  by employee	 % 	 0.4 	 0.4	 0.4
See Vancity’s 2009 Annual Report, Note 15 to the Consolidated Financial Statements, for more details. 

Employee health, safety and well-being

Utilization of Employee Assistance Program (EAP) by issue area	

	  	 	 2009	 2008	 2007

Total number of EAP users	 #	 507	 542	 569
Staff utilization rate	  %	 16.6	 16.1	 16.8
Total number of sessions 
  attended by users	 #	 2,335	 2,544	 2,823
Sessions by issue area:
	 Anxiety	 %	 4.5	 6.1	 5.7
	 Disability claim	 %	 12.5	 11.0	 12.0
	 Relationships	 %	 22.7	 21.8	 20.8
	 Work stress	 %	 5.7	 5.8	 6.0
	 Family/parenting	 %	 6.9	 7.2	 3.7
	 Other	 %	 47.7	 48.1	 51.8
EAP users include employee and family members.				  
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President & Chief Executive Officer compensation compared to average  
entry-level employee salary 

 	  		  2009	 2008	 2007

Ratio of Vancity’s President & Chief  
  Executive Officer compensation to 
  average entry-level employee salary	 	 13.6	 13.6	 13.6
Average annual salary excluding any variable pay or profit-sharing.

Aggregate executive compensation

We have started work on interpreting this International Financial Reporting 
Standard (IFRS) requirement for 2011. Data for 2009 only includes actual  
benefits paid and does not include entitlement (value of a benefit if it were  
to be paid out; e.g. termination benefits). Further work will be required to  
fully meet the IFRS requirements, which includes both benefits payable  
and entitlement.

(thousands of dollars)	 	 	 	 2009

Short-term employee benefits	 $	 3,937
Post-employment benefits	 $	 342
Other long-term benefits	 $	 -
Termination benefits	 $	 -
Total aggregate executive compensation	 $	 4,279
Includes Vancity and Citizens Bank’s executive leadership teams. New indicator in 2009. Short-term employee 
benefits include: wages, salaries; holiday pay and sick pay; profit sharing, bonus and incentive schemes; medical, 
dental and extended health benefits; life insurance; and other benefits (cost of these benefits is not currently 
available). Other benefits include: parking; club dues; no and/or reduced fee banking services; preferred rates  
on loans and mortgages and Visa benefits. Post-employment benefits include pensions and retirement 
programs. Other long-term benefits include: long-service or sabbatical leave or other long-service benefits;  
long-term disability benefits; and profit share and deferred compensation not payable wholly within  
12 months of the end of the period. Termination benefits include outplacement services.

Governance and management 
See Governance and Management (pages 49 - 50) for more information. 

Board diversity

Vancity (credit union’s)			    	  
Board of Directors	  	 2009	 2008	 2007

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

Making decisions consistent with values

In 2009, 54 per cent of employees agree senior leaders consistently 
demonstrate our organization’s values through their behaviour and actions. 
This is well below the Best Employers benchmark and is likely due in part to 
the executive leadership team’s need to keep their work confidential as they 
dealt with the three major sales transactions (see page 60), our restructuring 
and workforce reduction (see page 41 of the Business Review) as well as some 
of the significant events noted throughout this report, including our decision 
to reprice our Creditline product. 

Percentage who agree senior leaders consistently demonstrate our 
organization’s values through their behavior and actions

		  	 	 	 2009	 2008

Employees		  %	 77	 54	 52 
There has been a slight change in the question asked in 2007 and 2008. It was the percentage of employees 
who agree the senior leadership team makes decisions consistent with our organization’s values. Data for 
2007 is not available because data was not generated at the group level at the time. Data source: employee 
engagement survey. Benchmark source: Hewitt Best 50 Employers.
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To the Members of Vancouver City Savings Credit Union

The accompanying summarized consolidated balance sheet and consolidated 
statements of earnings, comprehensive income, changes in members’ equity 
and cash flows are derived from the complete consolidated financial statements 
of Vancouver City Savings Credit Union (the “Credit Union”) as at December 
31, 2009 and for the year then ended on which we expressed an opinion 
without reservation in our report dated February 12, 2010. The fair summarization 
of the complete consolidated financial statements is the responsibility of 
management. Our responsibility, in accordance with the applicable Assurance 
Guideline of The Canadian Institute of Chartered Accountants, is to report  
on the summarized consolidated financial statements.

In our opinion, the accompanying consolidated financial statements fairly 
summarize, in all material respects, the related complete consolidated 
financial statements in accordance with the criteria described in the Guideline 
referred to above.

These summarized consolidated financial statements do not contain all the 
disclosures required by Canadian generally accepted accounting principles. 
Readers are cautioned that these statements may not be appropriate for 
their purposes. For more information on the Credit Union’s financial position, 
results of operations and cash flows, reference should be made to the related 
complete financial statements.

Chartered Accountants 
Vancouver, Canada  
February 12, 2010

The summarized consolidated financial statements were prepared by the 
management of Vancouver City Savings Credit Union, who are responsible  
for their reliability, completeness, and integrity. They do not contain all the 
disclosures required by Canadian generally accepted accounting principles 
and readers are cautioned that these statements may not be appropriate for 
their specific purposes. Management considers that the basis of presentation 
is appropriate to summarize financial information for inclusion in the 
accountability report. Complete consolidated financial statements have  
been prepared and will be provided upon request. 

	 	

Tamara Vrooman	 Rob Malli	
President & Chief Executive Officer	 Vice-President, Finance 
February 12, 2010 
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(thousands of dollars)	 		  2009		  2008

Assets
Cash and securities
	 Cash and non-interest bearing deposits with financial institutions		  $	 132,637	 $	 148,478
	 Interest bearing deposits with financial institutions 			   2,119,602		  958,357
	 Government and corporate securities			   515,658		  692,840
	 Accrued interest receivable			   11,175		  15,439
					     2,779,072		  1,815,114
Loans
	 Residential mortgages			   5,990,134		  6,444,788
	 Commercial mortgages			   1,272,422		  1,574,906
	 Consumer loans			   2,610,122		  2,850,081
	B usiness loans			   1,527,471		  1,473,524
	 Accrued interest receivable			   20,755		  24,706
	 Allowance for credit losses			   (85,620)		  (87,338)
					     11,335,284		  12,280,667
Other
	 Derivative instruments			   20,043		  96,788
	 Premises and equipment			   82,365		  87,592
	 Other assets			   193,764		  251,514
					     296,172		  435,894
				    $	 14,410,528	 $	 14,531,675

Liabilities and Members’ Equity
Deposits
	 Demand		  $	 3,981,827	 $	 3,085,790
	 Term			   8,145,344		  8,599,501
	 Shares			   101,105		  100,840
	 Accrued interest and dividends payable			   91,476		  147,215
					     12,319,752		  11,933,346
Wholesale borrowings
	 Demand loans and banker’s acceptances			   795,000		  1,415,482
	B earer deposit notes			   355,845		  275,606
	 Accrued interest payable			   4,319		  9,111
					     1,155,164		  1,700,199
Other liabilities
	 Accounts payable and other accrued liabilities			   227,091		  205,030
	 Derivative instruments 			   10,900		  40,142
					     237,991		  245,172
Members’ equity
	 Contributed surplus			   29,275		  29,275
	 Retained earnings			   656,399		  602,765
	 Accumulated other comprehensive income			   11,947		  20,918
					     697,621		  652,958
Commitments and contingencies 	 				  

				    $	 14,410,528	 $	 14,531,675

Summarized consolidated balance sheet
vancouver city savings credit union 
December 31, 2009, with comparative figures for 2008

Approved on behalf of the Board:	 Director Director
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(thousands of dollars)	 		  2009		  2008
	
Interest income
	 Loans		  $	 527,119	 $	 673,894
	 Cash and securities			   26,119		  42,423
	 Other			   31,660		  43,505
					     584,898		  759,822
Interest expense
	 Deposits			   239,711		  378,670
	 Wholesale borrowings			   9,696		  62,494
	 Other			   44,843		  32,415
					     294,250		  473,579

Revenue: net interest income			   290,648		  286,243

Provision for credit losses			   18,457		  27,108

Other income (loss)			   108,974		  138,111

Net interest and other income			   381,165		  397,246

Operating expenses
	 Salaries and employee benefits			   157,385		  186,547
	 Occupancy and equipment			   39,675		  33,600
	 General operating			   107,820		  96,011
					     304,880 		  316,158

Gain (loss) from business reorganization and other			   2,303		  (5,532)

Earnings from operations			   78,588		  75,556

Distributions to community and members			   16,477		  16,977

Earnings before income taxes			   62,111		  58,579

Provision for income taxes			   8,286		  11,762

Net earnings		  $	 53,825	 $	 46,817

Summarized consolidated statement of earnings
vancouver city savings credit union 
December 31, 2009, with comparative figures for 2008



	 Vancity 2008 - 2009 accountability Report	 83

(thousands of dollars)	N ote		  2009		  2008
	
Net earnings		  $	 53,825	 $	 46,817

Other comprehensive income, net of tax
	N et change in cash flow hedges:
		N  et unrealized (losses) gains on derivatives designated
		    as cash flow hedges			   (10,880)		  18,896
		�  Transfer of net realized gains (losses) on cash flow
		    hedges to earnings			   6,724		  (93)
					     (4,156)		  18,803
	N et change in available for sale securities:
		N  et unrealized (losses) gains on available for sale securities,			   (1,986)		  2,409
		  Transfer of net realized gains (losses) on available for sale
		    securities to earnings			   752		  (1,237)

					     (1,234)		  1,172

Total other comprehensive income			   (5,390)		  19,975

Comprehensive income		  $	 48,435	 $	 66,792

Summarized consolidated statement of comprehensive income
vancouver city savings credit union 
December 31, 2009, with comparative figures for 2008
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(thousands of dollars)	 		  2009		  2008
	
Contributed surplus
	B alance, beginning of year 		  $	 29,275	 $	 22,470
	N et assets acquired	  		  -		  6,805
	B alance, end of year			   29,275		  29,275

Retained earnings
	B alance, beginning of year 			   602,765		  555,948
	 Transition adjustment due to the adoption of EIC-173			   (191)		  -
	N et earnings			   53,825		  46,817
	B alance, end of year			   656,399		  602,765

Accumulated other comprehensive income
	B alance, beginning of year			   20,918		  943
	 Transition adjustment on the adoption of EIC-173			   (3,581)		  -
	 Other comprehensive income (loss)			   (5,390)		  19,975
	B alance, end of year			   11,947		  20,918

Members’ equity, end of year		  $	 697,621	 $	 652,958

Summarized consolidated statement of changes in members’ equity
vancouver city savings credit union 
December 31, 2009, with comparative figures for 2008
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(thousands of dollars)	 		  2009		  2008
	
Cash provided by (used in)

Operations
	N et earnings		  $	 53,825	 $	 46,817
	 Other comprehensive income (loss)			   (5,390)		  19,975
	 Provision for credit losses			   18,457		  27,108
	 Amortization of premises and equipment			   13,298		  12,053
	 Impairment of property under development, inventory and goodwill			   30,289	  	 -
	 Write-down on available for sale securities			   1,332		  10,741
	 Realized and unrealized (gain) loss on government and corporate securities			   5,318		  (1,532)
	N et change in derivative financial instruments			   47,503		  (61,880)
	 Changes in operating assets and liabilities			   (61)		  (42,152)
					     164,571		  11,130
Financing
	 Demand and term deposits			   441,880		  581,485
	 Shares			   265		  (3,743)
	 Loans payable			   (540,243)		  (218,460)
	 Accrued interest			   (60,531)		  (11,581)
	 Sales and securitizations			   -		  841,632
					     (158,629)		  1,189,333 
Investments
	 Interest bearing deposits with financial institutions 			   (1,161,245)		  (225,782)
	 Government and corporate securities			   170,532		  (429,681)
	 Loans, net of repayments			   922,975		  (540,869)
	 Accrued interest			   8,215		  12,865
	 Premises and equipment			   (8,071)		  (28,595)
	 Other assets			   45,811		  4,595
	N on-cash net assets acquired from business combinations	  		  -		  (2,812)
	 Cash and cash equivalents acquired from business combinations	  		  -		  9,617
					     (21,783)		  (1,200,662)

Decrease in cash and cash equivalents			   (15,841)		  (199)

Cash and cash equivalents, beginning of year			   148,478		  148,677

Cash and cash equivalents, end of year		  $	 132,637	 $	 148,478

Summarized consolidated statement of cash flows
vancouver city savings credit union 
December 31, 2009, with comparative figures for 2008
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5.	 Management approach and 
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Economic performance indicators
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3.	 Report parameters
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3.1 . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             51 - 53
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3.3 . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            51 - 53
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3.5 . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            51 - 53
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4.	 Governance, commitments,  
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Governance
4.1  . . . . . . .       49, vancity.com/governance
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vancity.com/governance
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This report is prepared at the GRI 
Application Level A+. All core indicators 
are listed. Those with an (a) next to 
them are additional indicators. 

In addition to this report, we have 
developed a separate Disclosure on 
Management Approach (DMA) – visit 
vancity.com/accountability09/dma.

Please see our full version of the 	
GRI content index for further details 
including explanations for any 
indicators we have not reported 	
(nr) and further links to specific 	
web pages for Governance and 
stakeholder engagement.

For more information about the GRI, 
visit globalreporting.org.

GRI content index
Global reporting initiative sustainability reporting guidelines (G3)
Condensed version
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EN28 . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            68
Compliance
EN29 (a) . . . . . . . . . . . . . . . . . . . . . . . . . .                           nr
Overall
EN30 (a) . . . . . . . . . . . . . . . . . . . . . . . . . .                           nr
Social performance indicators: 
Labour practices and decent work
Employment
LA1  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                              76
LA2 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                              76
LA3 (a)  . . .   vancitycareers.com/benefits
Labour/management relations
LA4 . . . . . . . . . . . . . . . . . . . . . . . .                        DMA p.8
LA5 . . . . . . . . . . . . . . . . . . . . . . . .                        DMA p.8
Occupational health & safety
LA6 (a)  . . . . . . . . . . . . . . . . . . . . . . . . . . .                            nr
LA7 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                              78
LA8 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                               nr
LA9 (a)  . . . . . . . . . . . . . . . . . . . . . . . . . . .                            nr
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Subsidiaries
Citizens Bank of Canada and Citizens Trust Company 
Inventure Solutions Inc. 
Squamish Savings 
Vancity Investment Management Ltd. 
Vancity Life Insurance Services Ltd.

Associated organizations
Vancity Community Foundation

Board of Directors attendance
In 2009, there were 11 regular Board meetings with 
attendance ranging from 82 per cent to 100 per cent,  
and 17 special Board meetings with attendance ranging  
from 75 per cent to 100 per cent. Special meetings may be 
called with 24 hours notice. Committee meeting attendance 
varied from 50 per cent to 100 per cent with an increase in 
the number of meetings held. Detailed attendance records 
are available on vancity.com. 

Contact information 
Vancouver City Savings Credit Union 
PO Box 2120  
Station Terminal  
Vancouver, BC, Canada  
V6B 5R8 

604.877.7000 or 250.519.7000 or 1.888.Vancity (826.2489)

feedback@vancity.com

Board of Directors 2009 - 2010
Patrice Pratt, Chair 
Virginia Weiler, Vice Chair 
Lisa Barrett 
Doreen Braverman 
Ian Gill 
Wendy Holm 
Catherine McCreary 
Jan O’Brien 
Bob Williams

Executive Leadership Team
Tamara Vrooman 
President & CEO

David Berge 
SVP, Community Investment

Catherine Boivie 
SVP, Information Technology & CEO, Inventure Solutions

Chris Dobrzanski 
SVP, Risk Management and Operations & CEO,  
Citizens Bank of Canada

Karen Hoffmann 
SVP, Governance, Risk and Compliance & Corporate 
Secretary

Rob Malli 
VP, Finance

Paula Martin 
SVP, Member Engagement

Ellen Pekeles 
VP, Human Resources

Rick Sielski 
SVP, Member Services

Vancity
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