
Chair’s Address – Annual General Meeting 2026 

Good morning everyone, and a very warm welcome to our members here today at 
Mutual House, as well as those joining us via the video link. Thank you for taking the 
time to attend what is a particularly special occasion—our 150th Annual General 
Meeting. 

My name is Sue Douthwaite, and I am honoured to serve as Chair of the Society. It is a 
privilege to present an update on the past year and to reflect on the performance and 
progress of your Society. 

Economic and Financial Performance 

The Society has operated throughout the year against a fragile and uncertain economic 
backdrop. While inflation eased compared with 2024, it remained above the Bank of 
England’s target, and economic growth in the UK continued to be subdued. Reductions 
in the Base Rate from the 2023 peak of 5.25% have offered some relief to borrowers, 
while we have remained firmly focused on providing competitive returns for our savers. 

Global and geopolitical uncertainty has also continued to influence financial markets, 
with recent pressures in the Middle East adding further instability. 

Despite these external challenges—and alongside significant investment in 
transformation—the Society delivered a sound financial performance. We achieved an 
underlying profit of £2.1 million, and a net profit before tax of £0.5 million, after 
accounting for transformation programme costs. 

Celebrating 150 Years 

In 2025, we were proud to mark our 150th anniversary. This milestone provided an 
opportunity to reflect on our heritage, celebrate with members, partners and 
colleagues, and give back to the communities we serve. 

We launched savings products tailored to members’ needs, including the Adcock 
Regular Saver, created in recognition of our founder, William Adcock. We also continued 
to support both new and existing borrowers through a range of competitive mortgage 
options. 

Member Experience and Channels 

Throughout the year, we have continued to offer a broad range of products across all 
channels, shaped by feedback from our members. Our five branches remain central to 
our service proposition, with face-to-face support continuing to be highly valued. 

At the same time, our online and postal services have ensured that members can 
manage their savings in ways that best suit their individual needs and preferences. 

 



Technology Transformation 

For several years, we have been working closely with our technology partner, Finastra, to 
deliver a new core banking platform. This next-generation platform represents a major 
step forward for the Society. 

It will enable us to bring new products to market at pace, respond more effectively to 
changing market conditions, and meet evolving customer needs. It will also support 
more efficient regulatory compliance and simplify processes, freeing our colleagues to 
focus more fully on customer experience and product development. 

Looking ahead, we are excited to bring new products to market in 2026, available across 
a choice of channels. 

Service and Member Feedback 

Our members continue to provide us with valuable feedback on our performance. We 
recognise that around the time our new platform went live, we were unable to maintain 
our usual high service standards. During this period, colleagues worked tirelessly to 
support members and to restore services as quickly and efficiently as possible. I would 
like to thank our members sincerely for their patience and understanding. 

We measure member loyalty using our Net Promoter Score, and in 2025 we achieved a 
score of +64. While this represents a decline on 2024, it continues to benchmark well 
within the industry and is understandable given the scale of change experienced during 
the year. Migrating from savings and mortgage platforms that had been in place for over 
25 years was a major undertaking, but one that was essential to secure the Society’s 
long-term resilience and growth. 

Community and Social Impact 

The Society remains an integral part of the wider community, investing both time and 
resources into our charity partners. Through our Charitable Foundation, we have again 
supported a wide range of local charities. 

We continue to be proud custodians of the June Roper Sporting Trust, established 
through June Roper’s legacy donation, which supports individuals and organisations 
from underprivileged backgrounds, with a particular focus on sport in the Melton area. 

We have also worked closely with the Leicestershire and Rutland Community 
Foundation to broaden the reach of our Charitable Foundation. One example of support 
provided during the year was a grant to Rutland Sailability, enabling 18 disabled people 
to participate in sailing activities and competitions. Rutland Sailability is the only 
provider of disabled sailing facilities in Rutland and the largest Sailability organisation in 
the UK. 

 



Financial Education and Employability 

We are proud of our three-year partnership with Melton and District Money Advice 
Centre, supporting financial education for children, young people and adults. Through 
funding a qualified Educational Officer, sessions have been delivered across schools, 
colleges and businesses in Leicestershire. Since the partnership began, over 28,000 
people have attended, with powerful feedback on the positive impact on lives. 

Employability also remains central to our social purpose. In 2025, we were delighted to 
support a work experience programme with students from Melton Vale Sixth Form 
College, delivered in partnership with The Business Hub Work Experience CIC. The 
three-day programme proved highly engaging and beneficial for both students and 
colleagues. 

Our Colleagues 

Our colleagues continue to make a significant contribution to the communities we 
serve. During the year, the Society contributed over 1,700 hours of volunteering time, 
exceeding our 150th anniversary target of 1,500 hours. 

We also continue to offer our free community rooms at Mutual House to local 
organisations and charities, and we would encourage anyone interested to contact us to 
find out more. 

Through a year of major digital change, our colleagues demonstrated resilience, 
professionalism and commitment. In 2025, we also implemented a new organisational 
structure to support delivery of our strategic objectives. While every colleague was 
affected in some way, these changes were delivered with minimal disruption to the 
business. 

To further support work–life balance, we reduced the full-time working week from 37.5 
hours to 35 hours in March. 

Recognition and Workplace Culture 

We were delighted to be Highly Commended in the Best Overall People Experience 
category at the 2025 British HR Awards. This recognition reflects the dedication of 
colleagues across the Society and is supported by the results of our independent 
engagement survey, where 79% of colleagues rated their people experience positively. 

We also maintained our Thriving Workplace Certification from New Possible for the 
fourth consecutive year and remain accredited as a Real Living Wage Employer and 
Living Pension Employer. During the year, and following consultation with our 
colleagues, we transferred our defined contribution pension scheme to a Master Trust, 
providing colleagues with reduced fees and enhanced engagement tools, alongside free 
financial planning support. 



Sustainability and the Future 

As a responsible business, we remain committed to reducing our environmental impact 
and acting as good corporate citizens. The Board continues to lead the Society with 
sustainability firmly in mind, protecting our legacy for future generations. 

As this phase of our transformation journey concludes, we will continue to enhance our 
product range, services and digital propositions—designed to integrate seamlessly with 
our valued face-to-face services. We will continue to listen closely to our members and 
use your feedback to shape the products and services we offer across all channels. 

 

Closing 

We are deeply grateful for the trust that you, our members and partners, place in the 
Society. It is a responsibility we never take lightly. 

Once the voting results have been announced, I will formally close the Annual General 
Meeting. 

Thank you once again for attending today. You are very welcome to stay for 
refreshments and meet members of the Board, the Management Team and our 
colleagues. 

 


