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Because we’re owned by our members, 
who in turn are our customers, we have 
only their interests in mind.  

We’re here for our members and no one 
else.

Our savings & loans services are flexible, 
affordable and responsible.  We will lend 
to people whose options are limited and 
at rates of interest that are the cheapest 
available.  

And all members – borrowers or not – are required to 
save regularly.  

We build financial resilience by reducing the cost of 
credit and building small scale savings – creating a 
savings habit where none existed before.

“It’s brilliant! easy to use, 
the staff are helpful and it 
feels like I have a safety net”

The Co-op Credit Union was founded in 1998.  We’re a not-for-profit 
co-operative providing savings and loans to over 9,000 members 
working in the co-operative and wider retail grocery sectors. 

Here for our members Serving the underserved
The credit union actively supports households living in the poorest 
communities. There is a direct correlation between our members who 
are most likely to borrow, and the level of deprivation in the area that 
they live according to the Indices of Multiple Deprivation.

According to the likes of the FCA and the Money & Pensions Service, certain groups 
are regularly disadvantaged in credit markets. 

Those looking for small amounts over a short term are routinely over-charged.  
Women, who tend to be those keeping the family finances in order, especially for low-
income households.  And younger borrowers, with a limited credit history, are much 
more likely to borrow from high-cost lenders.

Lending against the grain

During 2020, the credit union disproportionately supported these key groups.
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Our borrowers:

“Since its beginning, The Co-op Credit Union has 
lent over £30 million to members up and down the 
country.
It’s a great example of how a co-op does things 
differently and I’d encourage everyone to join”
Steve Murrells,  
Co-operative Group CEO

Female, age 59, Stockport 



Supporting our members
to cope with Covid
During the Covid-19 pandemic, we have seen demand for borrowing fluctuate with 
a particular slowdown in borrowing demand in April & May during the first national 
lockdown. 

But for our core underserved member – the young, women and those looking for 
small sums – life went on, and so did our support for them.   

• Loans under £1,000 in value peaked at 81% and 79% of loans issued in April & 
May respectively

• Loans to women peaked at 64% of all loans issued in both months
• Loans to the under 35s peaked at 42% and 43% respectively

Insights from our applicants
We launched our new Nivo messaging 
app in March 2020.

This provides a secure and convenient 
way for our members to communicate 
with us, manage their accounts and 
apply to borrow.  

It also provides new reporting 
capabilities.   

The typical borrower
From data we can sketch the profile of 
our typical borrower

Applications
• 3,150 loan applications from 2,153 unique app users – 32% were repeat applicants
• The total applied for was £4.8m 
• The mean amount applied for was £1,500 over 20 months
• The median application was £900 over 12 months 

Loans issued
• 744 loans issued totalling £1.02m, representing a 35% success rate for unique 

applicants
• The mean amount issued was £1,300, the median amount issued was £750 

Household tenure
• 34% of loans issued were to council tenants, 28% to private tenants, 16% to those 

living with parents and only 19% to homeowners

• likely to live in a more deprived neighbourhood 

• likely to be a woman in their late 20s or early 30s 

• likely to be looking for a loan of £1,000 or less 
repaid over 12 months or less 

• likely to be living at home with parents or in rented 
accommodation

These figures provide evidence of some key  
insights which the credit union team know 
intuitively:  
 
Many of our borrowers face significant financial 
pressure causing them to repeatedly apply for small 
sum loans.

Our typical small sum loan application seeks to 
spread payment over a year or more, despite 
balances of £1,000 or often much less – spreading 
repayment to manage affordability.

“I’m extremely happy with the service 
I received. It helped me out when I 
really needed it and I’ve paid it back 
without having to worry about it”

Between mid-March and mid-December 2020, we saw:

Female, age 36, Hatfield 



Building a savings habit
- payroll deduction

Save as you borrow 
- from perpetual borrowers 
to persistent savers

In the financial year 2019/20, savings 
in the credit union grew by 15% and 
while we have some large savers, 
71% of our saver members have 
£500 or less deposited.  Although 
such sums might seem trivial, it is well 
understood that small scale savings 
can have a transformational effect on 
wellbeing for low-income households. 

The Money & Pensions Service 
(MaPS) says that 11.5 million people 
have less than £100 in savings.  
Meanwhile, StepChange Debt Charity 
estimates that if each household had 
£1,000 in rainy day savings it would 
keep 500,000 families from falling into 
problem debt.  

When a loan is repaid, the full payment 
that was going towards repaying the loan 
is rolled into savings creating a powerful 
means of creating new savers. 

Research from the Fairbanking Foundation 
published in 2017 found that in a survey 
of 1,200 members across 7 British credit 
unions, the Save as you Borrow method 
delivers results. 

Saving on the cost of credit is only one part of what the credit union 
does.  The long-term goal is to turn borrowers into savers and to 
build savings habits where none existed before.  Like most credit unions, The Co-op Credit Union asks borrowers to 

save a small amount while they repay their loans – usually just £10 
each payment – as a means of helping borrowers build financial 
resilience and establish savings habits.  

“I use the credit union to save 
money, something I am not 
very good at, so having it 
come directly from my wages 
helps ensure I can save. ”

Before borrowing 
from the credit union

had saved regularly

intended to save regularly

After borrowing from 
the credit union

26%

71%

“The payroll saving 
deduction really helps me 
save as I just don’t see the 
money leaving my account”

“I love paying the loan back 
through my payroll so I know I 
don’t have to worry at all about 
sorting out repayments ”

While 26% of respondents said they saved 
regularly before borrowing from the credit 
union, 71% said that they intended to save 
regularly after having been required to “Save 
as you Borrow”.  

This is equivalent to transforming savings 
propensity rates from those of an average 
low-income household, to that of a household 
earning £75,000 or more.

Recent research by the Financial 
Inclusion Centre, commissioned by 
MaPS, published in February 2021, found 
that participants in credit union payroll 
saving in Leeds were more likely to save 
regularly (66%) than employees who 
were not members of the scheme (52%).  
And for those on lower incomes (£17,500-
£24,500), these figures rose to 69% 
saving regularly among participants and 
44% among non-participants.

Male, age 33, Cumbernauld

Female, age 23, Middlesborough

Female, age 38, Glasgow



Successfully serving underserved borrowers depends upon our 
ability to understand a member’s circumstances intimately and take a 
detailed view of their position. 

A personal service Reducing the cost of credit
The most common application for borrowing that the credit union 
receives is for £1,000 over 12 months.

We conservatively estimate that we 
saved our borrowers in the financial year 
2019/20, at least £300,000 in interest that 
they would have otherwise paid had they 
borrowed the same amount elsewhere.

This friendly, approachable and tailored service is 
something that our members value about the credit union 
where they are not treated like a number. 

That’s why in a survey of 1,200 (13%) credit union 
members in July 2020, 92% indicated they would be likely 
to recommend us.  
 
And our Net Promoter Score – or the number of those 
giving us a strong positive score, less those unlikely to 
recommend – was a massive +63.

“Great service & helpful 
staff -could not be better! 
They give you the best 
advice for your needs”

“It’s the personal touch - deeply 
empathetic whilst being professional 
- you’re made to feel more than just 
an application number”

The credit union’s standard loan charges 24.8% APR for a loan of £1,000 or less – 
compare this to a typical bank overdraft rate of 39.9% APR.  

But we know that many of our borrowers are borrowing from more expensive lenders 
still with typical alternatives being Amigo Loans (49.9% APR), Bamboo (69.9% APR) 
and 118 Money (99.9% APR).

Amount Term Interest rate Total repaid Cost of 
credit

The Co-op  
Credit Union £1,000 12 months 24.8% £1,125 £125

Amigo £1,000 12 months 49.9% £1,236 £236
Bamboo £1,000 12 months 69.9% £1,317 £317

118118 Money £1,000 12 months 99.9% £1,428 £428

Provident £1,000 12 months 299.3% £1,872 £872

£300,000
in loan interest in one year

We saved our members over

“It was wonderful being able to 
speak to a human being and 
have a detailed non-judgmental 
conversation about money”

“The service has always been 
exceptional  especially when it’s a 
difficult time. It’s not easy to ask for 
help and the team always make you 
feel at ease and never judged” 

“It’s easy to apply for a 
loan with very low interest 
rates - and you’re also 
saving at the same time”

Typical costs of a £1,000 loan over 12 months from these lenders:

Female, age 37, Dunbar

Male, age 74, Edinburgh
Female, age 34, Ashton-U-Lyne

Male, age 41, Nuneaton

Female, age 50, North Shields



Adding value for our 
employer partners

Summary & conclusion

• 1 in 4 workers say they lose sleep due to worrying about money 

• 59% of employees with money worries say they are not working at their best as a 
result 

• Individuals in debt are three times more likely to suffer poor mental health than 
those in the black 
 

• In 2014, sickness absence cost UK businesses 11.5 million working days of 
£380 per employee – stress and poor mental health are the third largest cause of 
sickness absence 

But that’s not all – we have real success through 
the combination of payroll deduction and Save 
As You Borrow in turning repeat borrowers into 
committed savers.  And this is by far the most 
effective means of building financial resilience and 
wellbeing.

There is a growing evidence base which shows that workers’ 
performance at work is impacted negatively by the stress caused by 
money worries:

The evidence is clear, The Co-op Credit Union, like our peers across 
the credit union sector, is reaching those communities who are most 
financially vulnerable and at risk of financial exploitation by high-cost 
credit.  

In particular, our borrowers are: 

• Younger 
• Women 
• Seeking small sum, short term credit 
• Living in deprived communities

“I like being a member because it gives me the 
opportunity to feel less stressed about money. 

One more reason why I’m proud to work for 
The Co-op!” 

Through reducing the cost of credit and building savings, credit union 
partnerships with employers can result in reduced stress and anxiety relating 
to money worries, thereby reducing stress-related absenteeism and enhancing 
performance at work 

Female, 34, Hampshire



Victoria joined the credit union in 2008 as an employee of the Co-op’s insurance 
business.  She started her membership as a means of saving towards her 
annual summer holiday.  

A couple of years later she was encouraged by a friend to take out a small pay day 
loan in order to fund a night out with friends when she was short of cash.  What 
started as a £30 loan, quickly spiralled out of control as the one-off loan became a 
regular way to get quick cash. 

But the interest rate charged on these 
loans meant that before Victoria knew it, 
she was borrowing each month as much 
as she was bringing in in wages leaving 
her little option but to borrow more, again 
and again.   

After some months of this spiralling pay 
day debt, Victoria spoke to the credit 
union.  She desperately needed a way 
off the pay day loan treadmill but she was 
ashamed of the situation she was in. It 
took courage to make that first step and 
ask for help. 

Victoria needn’t have been worried.  She was disarmed by the plain-talking credit union 
staff who, while expressing dismay at the pickle Victoria found herself in, were ready to 
do what they could to help.  After a short call, a loan was arranged to pay off the payday 
debts and put in place a sustainable repayment plan over a period of months.  

Member’s stories
Victoria Barry

Victoria Casson

Jane Whitehead

Victoria joined the credit union in 2014.  She works for the Co-op’s insurance 
business. She uses her credit union account mainly to save towards presents 
and celebrations for her two children’s birthdays which are only 3 weeks apart! 

Jane joined the credit union in 2008.  She works in the legal and secretariat 
department of the Co-op. She has primarily used the credit union for saving 
over the years and really likes the fact that the money is taken direct from pay 
which makes getting into a habit of saving is really easy. 

Her husband is also a member of the credit union and between them they have 
saved towards certain goals, including holidays and Christmas as well as for a rainy 
day fund.  She has borrowed from the credit union several times in the past and has 
always found the service to be professional, friendly and understanding. 

In particular, she has used the credit 
union to borrow quickly on a number of 
occasions – like when an urgent car repair 
cost more than her available savings or 
a broken back door needed replacing 
to secure her home.While Jane is not 
someone who has ever had trouble 
accessing credit elsewhere, she typically 
uses the credit union as her first choice 
because she likes the service and the 
co-operative ethos.  She is proud that the 
Co-op offers this service to its people and 
is always recommending the credit union 
to her colleagues. 

Like many members, she likes the way your 
savings deduction is taken from your pay 
before you see it, making saving something 
you don’t have to think about. 

She also likes that the money is held 
separately from her main current account 
helping her avoid the temptation to dip into it.

Victoria is now a proud homeowner and 
has her finances under control. 

She still uses the credit union both to 
save and borrow and she thanks the 
credit union for helping get her financial 
life back on track. 



Let’s talk
Interested in offering the benefits of Co-op Credit Union membership to your 
employees?

For an informal chat about joining our Payroll Partners scheme, please get in touch.

Matt Bland
Chief Executive
Email: matt.bland@co-operativecreditunion.coop
Mobile: 07495 824 169
The Co-op Credit Union
1 Angel Square
Manchester M60 0AG
www.co-operativecreditunion.coop

The Co-operative Family Credit Union Limited, trading as The Co-op Credit Union, is authorised by the Prudential Regulation Authority and regulated by the 
Financial Conduct Authority and Prudential Regulation Authority. 

Credit facilities are provided by The Co-op Credit Union, are subject to status and only available to those aged 18 or over and resident in the UK. 

The Co-op Credit Union subscribes to the Lending Code and is a member of the Financial Services Compensation Scheme (FSCS) and the Financial 
Ombudsman Service (FOS). 

Firm Reference No 213649. Registered No 558c. Registered office address: 1 Angel Square, Manchester, M60 0AG.
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