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Ahead of the AGM meeting we received questions from our members. There were two themes with the
questions, our technology and online portal update and Director remuneration.

Technology transformation and online portal

We recognise that the issues raised — particularly around communication, system accessibility,
responsiveness and colleague support are fundamental to delivering the level of service our members
expect and deserve.

The update to our Core Banking Platform, including the introduction of a new online Savings portal
was a necessary step to replace our previous platform, which was approaching the end of its life after
20 years. We acknowledge that changes of this scale bring risks and challenges, and we worked
carefully to plan and support both customers and colleagues throughout the transition.

We remain committed to improving the savings portal and are actively listening to customer feedback
to guide ongoing enhancements.

We also recognise that well-trained and supported colleagues are essential to delivering a consistent
service. Comprehensive training was completed ahead of launch, and we continue to provide updates
and share best practice across all teams.

Given the scale of this transformation, strong partnership are critical. We continue to work closely with
Finastra, our partner, who remain fully committed to supporting the successful delivery of our platform.

Directors Remuneration being meaningfully linked to measurable improvements in customer
service and member experience.

The Board’s role is to ensure that remuneration strikes the right balance - incentivising long term,
sustainable performance rather than short-term outcomes. Remuneration is determined using a
balanced scorecard that reflects performance across the organisation, including financial results, risk
management and progress against long-term strategic objectives. This approach ensures that no
single area disproportionately influences outcomes.

As noted previously, we did not meet our usual high service standards. We apologise for this and have
taken action to improve, including recruiting additional colleagues to support our contact centres and
increasing colleague numbers in our branches to better assist members face to face.

Also, within the AGM we received the following questions, which were answered for our members:

1. It was queried why the amount of information available in a passbook that could be used to
identify a transaction had been reduced.

It was explained that this was a known issue and work was continuing with Finastra to identify a
solution that would provide a more complete dataset for each transaction. This would be delivered
proportionately, reflecting that the Society was a savings institution and that this was an enhancement
that would only benefit a small group of members. It was stated that the new system was more secure
and resilient from a cyber and operational perspective, aligning with new regulatory frameworks.



2. It was queried why it was necessary to complete a form including information that would
already be available to the Society to transfer funds from a maturing fixed-rate bond to an
account other than the specified rollover account.

It was explained that while a default rollover account was specified in terms and conditions, and
options were provided for other accounts, a form was required for alternative paths due to compliance
and regulatory perspectives. It was stated that branch colleagues would assist members in completing
forms, and an apology was offered if the member had been given the impression they needed to
complete the form independently without support.

3. It was queried what the appointment of the CEO to be the Chair of the Building Societies
Association would entail and whether it brought specific challenges.

It was explained that the appointment coincided with a period of growth and change across the mutual
sector. The Association was undertaking a review to identify themes and issues that could affect the
sector through to 2050, at a time when the government had noted its ambition to double the size of the
mutual sector. The appointment was considered to be a huge honour.

4. It was queried whether responsibility for individual transactions resided with the Society or
with HSBC which it used to facilitate the transactions.

It was explained that, as a non-clearing bank, the Society required a clearing bank to facilitate
payments, but the transaction would always remain the responsibility of the Society. It was noted that
HSBC might sometimes contact the customer directly, but the Society would remain ultimately
responsible.

5. A question was asked why Android users were not supported on the new Savings Portal
and when this would likely be rectified?

The CEO acknowledged that we were aware that our Savings Portal not being available on Android
mobile wasn’t ideal, but it is working well for customers accessing via their desktop. Development is
underway to allow savers access to the Portal via their mobile and we expect to have a resolution in
the coming months.

6. A query was asked around the Savings Portal and specifically how as a saver with a Fixed
Rate account why it wasn’t possible to view your transactions and interest online for these
products?

It was explained that we are aware and are working with our partner Finastra to find a solution to
provide our savers with the information they need. The CEO advised that in the interim period if any
saver required further information to contact us and we will help answer any queries.



