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 The Strategic Plan reinforces  
Central 1’s commitment to our core purpose  

– Successful Credit Unions. 

Keeping the success of credit unions at the core of everything we think and everything we do is 
integral to Central 1’s success. In 2015, Central 1 will continue to build on its strengths and focus 
on achievable objectives that will add substantive value to our member credit unions and in turn 
strengthen the system as a whole. 

The context for the Strategic Plan (the “Plan”) is summarized in Central 1’s environmental scan, 
major assumptions and our value proposition. Central 1 provides our members with economies of 
scale and we ensure that our members receive the full benefits of those economies. This unique 
positioning is the basis of our competitive advantage.

The Plan has a member-centric focus. Focusing on member needs and being responsive to 
our members’ concerns and issues is continually reiterated throughout the Plan. There is also 
a strong commitment to a fundamental change in our culture and performance. As a high-
performing organization, Central 1 will continue to have the capacity to service the system and 
provide members with the products and services that they need to succeed in a competitive and 
challenging environment. 

The regulatory environment is challenging and Central 1 must improve its operating performance 
in addition to adapting our strategy to address our members’ needs. Additional focus on our risk 
management will allow Central 1 to seize future opportunities. To support our strategic priorities, 
internal business processes will require revision and are also a focus area. 

The Plan is the result of contributions and insight from the Board, Executive Management, and a 
number of senior leaders from across the organization. The Plan is a living document, subject to 
regular review and updates in the context of the changing external environment. In order to keep 
the Plan relevant, the initiatives associated with the strategic priorities are refreshed annually. The 
Plan will be refreshed at a minimum of every three years, or as the environment requires.
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The Plan reaffirms our core purpose of Successful Credit Unions and 
sets out guiding statements and strategic actions for Central 1. 

The first section details our core purpose, vision, mission, values, 
commitments to ourselves and commitments to our members. 
These guiding statements are intended to provide high-level 
direction to our employees for the next three years. 

The next section of the Plan provides an overview of the context, 
including an environmental scan, the resulting value proposition 
and the assumptions that were inherent in the planning process. 
It’s important to note that a substantial change in the operating 
environment would require revision to the Plan. 

The strategic priorities are detailed in the next section. These 
are the high-level goals that Central 1 will organize its efforts to 
achieve. In the final section, each strategic priority is broken down 
into two to four objectives that detail what Central 1 will achieve 
over the next three years. Similarly, each objective has two to 
five initiatives that will be undertaken in the next year to move us 
closer to achieving those objectives and ultimately the strategic 
priority. Each initiative is outlined in more detail in a separate 
document with specific deliverables, timelines and resources. 

The Plan is a living document and was revised in February 2016 to 
incorporate some amendments as well as transfer some strategic 
initiatives into the regular operations of Central 1.  Revisions have 
been noted with endnotes and further detail on the changes are 
provided at the end of the document.

Strategic Plan Framework

Underpinning the entire plan are the 
following four strategic themes that 
apply across the organization:

 � Culture of excellence
 � Stand together
 � Trusted partner
 � Thriving system
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Values

 This is who we are.
The values are the non-negotiable behaviours that lie at the core 
of Central 1’s identity. We are dedicated to living the following 
values in support of credit unions, within our organization, and in 
our communities:

Mission

To provide credit unions with 
the critical scale economies that 
we can access cost effectively 
working together.

Leadership
We understand the credit union system; we engender trust and 
use our knowledge to provide insight, fully understand risk and 
proactively identify opportunities to enable credit union success. 

Accountability
We exist to ensure a financially strong credit union system; we 
effectively manage risk; we are reliable and transparent.

Cooperation
We value partnership; we collaborate by listening and 
communicating effectively.

Innovation
We offer creative solutions; we evolve and advance for the benefit 
of our members.

Core Purpose
Successful  
Credit Unions

Vision 

Canadian credit unions’ most 
valued and trusted partner 



2015 – 2017 Strategic Plan   |   6

Commitments to our Members

We understand that 
Central 1’s assets 
belong to our members.

We will continuously 
strive to provide our 
members with the best 
possible value for their 
invested capital, their 
dues and their fees for 
service. 

We will continuously 
listen to our members 
about their needs, and 
review and revise our 
offerings of services so 
that we can contribute 
the most to a healthy, 
dynamic Canadian  
credit union system.

We will be innovative and 
respond to changing needs 
with the urgency required 
to keep our members 
competitive in a constantly 
evolving environment. 

    We will always act consistent with our  
core purpose – successful credit unions. 

  We will deal with all 
members respectfully and   
 transparently.

We will prudently manage the risks consistent 
with our designation as a domestic systemically 
important financial institution.



Commitments to Ourselves

   We are committed to a culture that  
 understands that the license to lead 
          comes not from one’s position 
   but from one’s behaviour.

We are committed 
to teamwork and 
a culture of shared 
success. 

   We will honestly face our challenges  
and make the tough decisions to ensure that 
Central 1 remains relevant and sustainable. 

We will be tolerant of mistakes. 
Without taking prudent risks, there 
is no reward. We will fix the mistakes 
as quickly and thoroughly as possible, 
and then we will ask what we learned 
from the experience. 

We will work hard,  
but we will have fun too.

We will strive to 
make Central 1 a 
fertile environment 
for all employees 
to develop their 
potential.
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Background
Environmental Scan
The environmental scan provides the context for the 2015 Plan. 

Broader Environment

 � Banking will become more digital; less bricks and mortar

 � Stringent regulation of member credit unions and Central 1  
will continue

 � The economy will continue to have positive but sluggish growth

Industry Dynamics

 � 1 to 5 large Canadian credit unions will consider continuing 
under federal legislation

 � Ongoing consolidation of credit unions, particularly in Ontario

 � Members of credit unions want increasingly digital, convenient 
banking experience

 � Continued pressure on interest rate margins 

 � Competitive pressures on credit unions will increase; both from 
banks as they pursue growth in areas of traditional credit union 
strength, and from credit unions as they increase their scale and 
geographies overlap

Competitors

 � Banks and Desjardins will continue to pursue expansion

 � Credit unions will continue to consider in-sourcing or alternative 
sourcing for Central 1 services

 � Non-traditional competitors such as Apple-Pay and Google 
Wallet will continue to emerge and could disrupt the payments 
landscape

Members

 � Canadian credit unions are primary membership base

 � Class B and C members to complement primary membership 
base

 � Membership continues to consolidate

 � Members are increasingly expecting tailored solutions

Own Realities

 � Strong financial performance

 � Strength in providing leadership in online banking and payment 
products

 � Not all products and services are profitable / adding value

 � Member-centric culture is not yet firmly established

Value Proposition
As a trusted partner, Central 1 understands the unique needs 
of our members and leverages our scale and expertise to 
anticipate and deliver the holistic solutions our members need. 
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Assumptions
The Plan makes the following major assumptions:

 � Providing scale economies that individual credit unions are 
unable to capture on their own will continue to be the major 
rationale for Central 1. This will continue to be true, even for the 
largest members, as credit unions compete against the banks. 

 � The commitment from our membership to remain different from 
the banks will be strong enough to unite as a system. 

 � Providing a compelling value proposition will encourage credit 
unions to continue to come to us for core strategic products and 
services. 

 � A critical mass of credit unions is capable of making the 
necessary changes to stay competitive (e.g. Developing 
successful membership growth strategies, credit unions 
consolidating to get minimum necessary scale, etc.)

 � In wholesale finance and payments, our largest members will 
need access to a larger scale than Central 1 alone can currently 
provide. National-scale institutions are required to continue 
to provide products and services in these business lines to our 
largest members. Central 1 will have to continue to collaborate 
and partner with other service providers while “big bang” 
consolidation of provincial centrals is unlikely to occur in a 
meaningful timeframe. 

 � The discussions underway to develop a National Trade 
Association (NTA) will eventually lead to one NTA for Canadian 
credit unions. The process is expected to take considerable time 
and the mandate will likely be narrowly focused on government 
relations, public advocacy and education.
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Overview of 
Long-Term 
Strategic 
Priorities
This figure demonstrates our values 
encompassing a summary of our four 
strategic priorities, with our Core 
Purpose—Successful Credit Unions 
—at the centre. Core Purpose

Successful 
Credit Unions

Exceptional service to 
members and 
stakeholders. 

Simplified process and 
integrated systems.

Best value for 
member 
investment and 
financial stability.

Engaged high- 
performing 
people who value 
our members.

AccountabilityCo
op

era
tio

n

Leaders
hip

Innovation



Long-Term  
Strategic Priorities
After a review of the environment Central 1 operates in, and through 
consultation with employees and the Board, Central 1 has identified the 
following strategic priorities.    

Members And Stakeholders
Provide an outstanding experience to our 
members with whom we build strong, trusting, 
mutually beneficial, long-term relationships.

Internal Business Process
Build secure, highly available, high-performing 
standardized systems, processes, policies, 
procedures, and contracts to optimize operational 
efficiency, decision making, and risk management.

Financial
Create a well-capitalized, liquid, risk-
disciplined, national financial institution with 
a strong credit rating that generates a return 
for the benefit of our membership and to 
sustain the business.  

People
Build high-performing, 
member-centric teams who 
provide holistic solutions.
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Strategic Objectives and Initiatives
Members and Stakeholders
Provide an outstanding experience to our members with whom we build 
strong, trusting, mutually beneficial, long-term relationships.

The ability to understand our members’ needs and to differentiate our offerings lies at the core of the member-centric approach. We need to provide 
our members with products and services that are best in class at a cost that will keep them competitive. Central 1 will leverage its economies of scale 
to provide products and services that our members need to succeed while delivering an exceptional member experience.

We are committed to a consistent approach to our members, regardless of our business units. To remain the trusted partner of our members,  
Central 1 will focus on the following objectives:

Member-Focused Approach 
Maintain a holistic understanding of our members. To accomplish this, we will undertake the following initiatives:

1. Create an inventory  
Implement a process to have an ongoing and holistic inventory of our members’ needs including products and services used by each member. 

2. Know our members 
Implement an effective process that provides a holistic baseline and ongoing understanding of our members’ needs, appropriateness of products and 
services, and our members’ perception of Central 1.  

3. Understand & design member experience 
Understand and improve the credit union member experience for Central 1’s touch points. Leverage the brand strategy to establish service and 
delivery standards and define and implement an enterprise pricing policy and guidelines to drive a consistent member experience.1

To transform Central 1 to a true member-centric model won’t be easy. While we expect 
to see early progress, we expect it will take the full three years of the strategic plan to 
achieve a level of mastery. 



Smart Solutions
Deliver the right solutions at the right time that are mutually beneficial 
to our members and Central 1. To accomplish this, we will undertake the 
following initiatives:

Product & service standards  
Formalize corporate product and service standards, rationalize 
existing products and services and introduce new, mutually 
beneficial solutions, built on responsiveness and forward thinking.2 

8. Innovation  
Create an environment that fosters innovation. 

9. Complete the Branch Capture project 
Complete the Branch Capture project.  
 

Relationship Management
Nurture strong, trusting, mutually beneficial, long-term relationships 
with our members. To accomplish this, we will undertake the following 
initiatives:

4. Establish relationship management structure 
Establish a relationship management structure that is appropriate 
for Central 1.

5. Develop segmentation strategy  
Identify member segments (including consideration for geography, 
size, and common member needs), and develop  
a strategic approach by segment and validate feasibility.

6. Build relationship management strategy  
Establish clear accountability, goals and objectives for strategic 
relationship management structure.

7. Brand strategy  
Create an overall ‘brand strategy’ that will transform us from 
a product-centric to a member-centric company. This includes 
establishing satisfaction, value, and brand equity targets and 
identifying specific actions that will ensure we achieve our 
corporate targets.
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To create a culture of excellence, Central 1 will focus on the following objectives: 

Leadership
Create an environment where every employee - regardless of title or experience - is empowered 
to demonstrate leadership, add value and support Central 1’s vision. To accomplish this, we will 
undertake the following initiatives:

1. Leadership expectations  
Launch leadership competencies and incorporate them in leaders’ performance evaluations 
to further develop their understanding and commitment to fulfilling the responsibilities of 
having a leadership role.

2. Leadership development  
Build a leadership training program to support Central 1’s strategy by developing leaders’ 
ability to clearly articulate the vision, promote integrated business thinking and develop 
talent. 

                           People
Build high-performing, member-centric teams  
who provide holistic solutions to members.

Our people and culture  
are at the heart of the 
strategic plan. 

Central 1 recognizes that 
strengthening its corporate 
culture is imperative. To 
achieve behavioural change 
and align incentives to 
strategic objectives,  
Central 1 has committed 
to focusing on internal 
leadership, resourcing and 
productivity, engagement, 
and talent management. 

One Central 1
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Resourcing and Productivity
Ensure that all strategic objectives are effectively resourced with the 
right people at the right time with the right skills. To accomplish this, 
we will undertake the following initiatives:

3. Implement a workforce plan  
Implement a robust quarterly tracking and forecasting system to 
align permanent and contractor resources to Central 1’s budget 
and ensure the organization has suitable access to talent to ensure 
future business success.

4. Measure organizational effectiveness  
Implement a tool to evaluate the effectiveness of the current 
organization model to: 

 � Manage cost

 � Eliminate low value or duplicate activities

 � Improve decision-making.

Culture and Employee Engagement
Create a top quartile culture where employees are emotionally 
committed, empowered, focused and accountable to deliver results and 
retain a member-centric focus. To accomplish this, we will undertake 
the following initiatives:

5. Culture & employee engagement  
Clearly articulate Central 1’s desired culture in a way that 
reflects the organization’s member-centric strategic direction 
and implement strategies to embed the associated values and 
behaviours throughout the organization.3 

6. Employee engagement survey  
Redesign our employee engagement survey. Select a new vendor 
to ensure we can benchmark against industry standards/best 
employers and identify drivers. Present results to managers/team 
leads in a way that ensures ownership of their team’s engagement 
score and holds them accountable for developing action plans.

Talent Management 
Identify, retain, develop and recruit high-performing employees at all 
levels of the organization. To accomplish this, we will undertake the 
following initiatives:

7. Manage talent  
Deliver a holistic talent management and performance review 
program that links compensation and recognition with relative 
performance.

8. Develop succession planning  
Design and implement a high potential program to engage, develop 
and retain talent for future roles. 

9. “Workplace of the future”  
Review our physical building space and polices to ensure we offer 
collaborative, flexible and economical workspaces that inspire people 
and enhance productivity.

10. Career development  
Develop a career development model to attract and develop skilled 
and high performing employees.4
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Enterprise Business Processes
Empower employees by providing tools, insight and skills to 
continually improve services for members and thereby increase 
value and member engagement through optimizing processes and 
enhancing systems. Processes critical to our strategic objectives 
will be prioritized initially, particularly member-facing processes. To 
accomplish this, we will undertake the following initiatives:

1. Select business process management tool  
Select business process mapping methodology and tool (i.e. 
Lean, Six Sigma).

2. Catalogue and map key processes  
Develop a catalogue of key business processes and map 
processes critical to our strategic objectives, particularly 
member-facing processes. 

3. Empower employees  
Provide staff with tools and training to empower them to 
implement process improvements.

4. Continuous improvement  
Continuously enhance processes first intra-department and 
subsequently inter-department.

Internal Business Process
Build secure, highly available, high-performing standardized systems, 
processes, policies, procedures, and contracts to optimize operational 
efficiency, decision making, and risk management.

In order for Central 1 to provide high quality products and services that are reliable and responsive to member needs, we require effective internal 
business processes supported by integrated technology platforms. In addition to streamlining operations, it will ultimately make it easier for members 
to do business with us.

To ensure we are able to provide the support members need and stand together with our members, we will focus on the following objectives:

5. Improve deposit-taking process  
Enhance the efficiency of our deposit-taking process, eliminate 
redundant applications and provide a consistent and improved 
user experience for our members.5

Business Intelligence6

Provide employees with actionable insights to improve service 
delivery to and strategic alignment with Central 1’s members. To 
accomplish the Business Intelligence strategy, we will undertake 
the following initiatives:

6. Shared data services  
Recognize data as a key enterprise asset. Define and institute 
strategies which allow well defined, consistent, quality data 
to be easily integrated in operational and decision making 
processes. 

7. Business intelligence realization  
Provide Business Intelligence tools that provide lines of 
business the ability to access Key Performance Indicators and 
actionable insights.
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Financial
Create a well-capitalized, liquid, risk-disciplined, national financial institution 
with a strong credit rating that generates a return for the benefit of our 
membership and to sustain the business.

Challenging regulatory outlook and continued margin pressure necessitate improvements to our operating 
performance and efficiency. Return on equity targets driven by higher growth targets for our non-Mandatory 
Liquidity Pool (MLP) business lines and operational efficiencies will ensure a net benefit to our members. Our 
member-centric initiatives related to delivering products and services that offer value to our membership will 
generate additional future returns.  

Through contributions from members and strong financial performance, Central 1 has developed a very strong 
capital base. Optimization of our capital base is key to realizing future potential. 

In line with the goal to become the national vehicle for wholesale financial business, Central 1 will seek credit 
union relationships outside British Columbia and Ontario. Services provided to other credit union members 
expand Central 1’s national footprint while building system reputation and diversifying our risk profile. 
Opportunities will be proactively pursued within Central 1’s overall risk appetite.



Central 1 will ensure our financial strength and capacity can support 
member needs and growth. To support a thriving system, Central 1 will 
focus on the following objectives:

Financial Strength7

Implement value-based measures to ensure we provide our members 
with the best possible value for their invested capital, their dues and 
their fees for service. To accomplish this, we will undertake the following 
initiatives:

1. Strength in risk management  
Accurately assess risk for business activities to make effective 
business decisions including effective use of system capital.

2. Capital framework  
Leverage risk management capabilities to optimize credit union 
capital to ensure they are getting the best value for their money. 

3. System advocacy  
Evaluate system capital and liquidity structures through analysis and 
system consultation and advocate for capital and liquidity regulatory 
frameworks that allow credit unions to be competitive.

National Platform
Work cooperatively with other parts of the Canadian Credit Union 
System to create a national vehicle for the wholesale financial business 
and perfect the national payments vehicle. To accomplish this, we will 
undertake the following initiatives:

4. National options  
Establish a national vehicle to better serve the Canadian credit union 
system.8

5. Explore collaboration options  
Investigate beneficial opportunities to work with other organizations, 
with an eye to better position credit unions to compete in the 
financial services landscape.9,10
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Implementation and Accountability
The realization of the Plan will be a result of the dedication and commitment of our employees and 
partners. Its implementation will be led by the CEO and will be the responsibility of the Executive 
Management Team and employees at all levels within Central 1. 

Central 1 will demonstrate its commitment to the goals outlined in the Plan by providing updates 
on internal progress to the Board, employees, and the membership.

As part of the planning process, Executive Sponsors have 
been assigned to each focus area. The Executive Sponsors 
have detailed how they will meet their targets, with specific 
deliverables and timelines, and will be responsible for 
providing updates on their progress throughout the year.  
This process ensures accountability and also allows for 
innovation and responsiveness to member needs. 

The Plan is a dynamic document, subject to regular review and updates in the context of the 
changing external environment and Central 1’s development. The Plan will be updated at a 
minimum every three years or as required by the external environment. 
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Endnotes
Revisions to the 2015 – 2017 Strategic Plan 
The Plan is a living document and was revised to incorporate some 
amendments as well as transfer some strategic initiatives into the regular 
operations of Central 1.    

Members & Stakeholders
1. This work effort was previously described as two separate initiatives; 

understand the member experience for Central 1’s touch points and 
design the member experience. The initiatives are highly correlated 
and were combined for clarity and efficiency.

2. This work effort was previously described as two separate initiatives; 
establish corporate minimum requirements for products and services 
based on members’ needs and what Central 1 can do well to service 
those needs to ensure a mutually beneficial and viable relationship 
and assess viability of products and services against corporate 
product and service standards. These initiatives are highly correlated 
and were combined for clarity and efficiency. 

People
3. Central 1’s people and culture are at the heart of the strategic plan. 

Due to the importance of the culture initiative, it was determined 
that the previous scope was too narrowly defined to capture the 
full breadth of the effort. The original initiative has been updated 
to reflect the need to clearly articulate the desired culture 
and implement strategies to embed the values and behaviours 
throughout the organization.

4. The initiative has been revised to reflect the career development 
model that will be utilized.

 

Internal Business Process
5. The original objective referred to completing Phase 3 of the Strategic 

Treasury Accounting and Risk (STAR) project.  This initiative has been 
updated to reflect the scope of the project and explain the value of 
the initiative for our members..

6. The Business Intelligence objective and initiatives have been 
simplified to improve clarity. The strategic intention remains the 
same. 

Financial
7. The Financial Strength and Risk Management objectives were 

combined to highlight the dependency of Central 1’s financial 
strength on the ability to implement and leverage strong risk 
management. Previous financial strength initiatives related to return 
on equity, revenue growth and effective cost management, and 
financial margin were transferred from strategic initiatives to key 
performance indicators of the financial strength objective. Effective 
MLP management, capturing risk data, and risk education initiatives 
were transferred from strategic initiatives into regular operations. 
The optimization of the capital structure initiative was expanded 
to reflect the dependency on risk management capabilities and a 
system advocacy initiative was added to ensure capital and liquidity 
structures of the system are competitive.

8. This initiative was revised from explore regulatory options to 
establishing a national vehicle to better serve the Canadian credit 
union system.

9. This initiative was revised to reflect the scope of collaboration 
options.

10. The expansion of services to other provinces initiative was transferred 
from a strategic initiative into regular operations



Appendix A

Structure and Process of 2015 – 2017 Strategic Plan
Structure 
A more inclusive process to strategic planning occurred this year. The planning effort involved the Executive Management Team and a group of senior 
leaders, collectively referred to as the Strategic Planning Group (SPG). The SPG took part in a three-day, facilitated strategic planning session in July. We 
committed to show up as “One Central 1” to formulate complete solutions focused on the success of our members.

Steps in Planning Process
The major steps in the planning process included:

 � The SPG did extensive pre-work, including a one-day session focused on building the environmental scan that forms the 
foundation of our refreshed Plan including Customer, Competitive, PESTEL (political, economic, social, technological, 
environmental, legal), Porter and SWOT analysis. 

 � During the 3-day strategic planning session in July 2014, the SPG developed strategic intents and objectives for the four 
focus areas.

 � The Board planning session occurred in September 2014 and informed the process. 

 � The draft strategic intents were shared with all employees through the town hall meetings and our intranet (Beacon).

 � The SPG broke into four smaller working groups each assigned one of the focus areas to refine the strategic intents, 
objectives, and initiatives as well as priorities, measurement metrics and timelines. Some of the groups sought input of 
additional staff and stakeholders to complement the working group members. 

 � The working group contributions were aggregated to form the basis of the draft strategic plan and were reviewed by 
the Executive Management Team in October 2014 for comment and suggestions

 � The SPG met for a half-day meeting in early November 2014 to discuss and finalize the strategic planning goals and 
objectives.

 � The final version of the Plan was drafted and submitted to the Board for approval.
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