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JAMES (JIM) ABERNETHY

As Chair of the Board, I 
am pleased to present 
Westoba Credit 
Union’s 2020 Annual 
Report.

T he story of 2020 is one of 
challenge and resilience. 

COVID-19 forced significant 
changes upon all of us. Westoba’s 
Board of Directors is proud of how 
our team responded, putting the 
safety of our employees, members 
and communities at the forefront, 
redirecting their efforts to critical 
areas and lending a hand where 
they could. It was an excellent 
demonstration of Westoba’s 
nimble approach to business.

When COVID-19 restrictions hit, 
we made a concerted effort to 
help members conduct business 
as usual while doing it safely 
and remotely. Within four days, 
we doubled staff in our Virtual 
Services Department to handle the 

growing call volume as members 
moved to digital banking. We also 
moved many of our employees 
home to work. Members and 
employees adjusted without 
missing a beat, and we saw a 
minimal impact on service.

It is not easy being a frontline 
worker during a pandemic, 
and many of our team faced 
the additional challenges of 
homeschooling and childcare 
issues. We supported our 
employees, making those with 
compromised health a priority. 
When school or daycare closures 
forced some staff to stay home, 
we offered time off with pay. 
During this time, some branch 
hours were adjusted to ensure we 
were properly staffed to serve our 
members and communities.

Though Manitoba fared better than 
some provinces, the pandemic 
hit many Westoba members in 
the pocketbook. We helped them 
manage by waiving specific service 

fees from March to June 2020 and 
offering more than 650 loan and 
mortgage payment deferrals.

Westoba also helped our business 
members gain access to much 
needed cash with almost 500 
Canada Emergency Business 
Account loans totalling $22.1 
million. To get that money into 
members’ hands quickly, we 
fast-tracked a digital document 
signature project and quickly 
created a seamless way for 
members to apply.

During a difficult year, we 
recognized our communities 
needed us more than ever. We 
upheld our commitments, giving 
back more than $360,000 in 
partnerships, sponsorships and 
donations. These included funding 
a state-of-the-art digital classroom 
at Assiniboine Community College  
and continuing our multi-year 
partnership with the Keystone 
Centre in Brandon. Noticing a gap 
in services in Glenboro, our staff 

stepped up to mobilize the community and 
address food insecurity issues members of 
the community were facing. Pulling together 
community stakeholders, they worked to 
develop programming that would make 
healthy food accessible to all Glenboro 
residents.

Physical activity and nature are vital to our 
physical and mental health, especially when 
much of society is closed down. Recognizing 
this, Westoba’s 2020 community investments 
included trails, boat launch improvements, 
an All Nations Sharing Circle, an accessible 
playground and more. Instead of gathering 
to volunteer or celebrate events like Credit 
Union Day and holidays, we made 
additional donations to 
groups and programs that 
make a difference in 
our communities.

The pandemic 
delayed our 
2020 Annual 
General Meeting, 
ultimately forcing 
us to hold our 
first virtual AGM 
in May. This 
was a fantastic 
opportunity to 
get more members 
involved in the 
democratic process that 
drives our credit union. Members 
all over the province and MAXA Financial 
members across the country joined us.

We saw change on our Board in 2020. Don 
Green (District #1) and Al Morken (District 
#2) retired. I thank them for their many years 
of service and dedication to our credit union. 
Rick Lussier was re-elected by acclamation 
in District #3. Two former Board members 
rejoined the Board in 2020. Jane Brown was 
elected by acclamation in District #2, and 
Scott Lamont was elected in District #1.

The pandemic gave the Board much to 
consider. In particular, it validated the 
importance of Enterprise Risk Management 
and provided a very real-life example to 
support this work. The Board worked with a 
consultant to evolve Westoba’s approach to 

dealing with risk. The result is a more refined 
statement of our risk tolerance and a more 
specific risk appetite statement to help guide 
our business decisions.

More than ever before, 2020 was a year 
about putting people first. The important 
work of supporting employees, members 
and communities through the pandemic has 
come at a cost. Despite double-digit growth 
in loans and deposits and a $1.4 million 
reduction in operating costs, we finished the 
year with an $848,000 loss. I am confident 
that Westoba is well-positioned to recover, 
but it won’t happen overnight.

COVID-19 has intensified some of the forces 
reshaping our industry. Consumers 

have come to rely even more on 
the convenience of digital 

banking. Competition is more 
challenging than ever, and 

low interest rates continue 
to squeeze the margins 
we depend on to make 
income. None of this will 
change in 2021.

Westoba has worked 
hard to control operating 

costs and made significant 
changes in recent years. 

Still, it will take more to meet 
our regulatory obligations and 

to remain competitive, relevant and 
sustainable. The Board is committed to 

evolving the way Westoba delivers service. It 
is more important than ever that we examine 
our business model and look at alternatives 
like collaboration with other credit unions or 
other forms of partnership to ensure we have 
the scale to continue to evolve our services 
to meet members’ needs for years to come.

A year ago, none of us could have imagined 
that we would still be talking about a 
future so dependent on the course of a 
pandemic. On behalf of the Board, I would 
like to thank our members for their patience 
and understanding as we navigated 2020 
together. No matter what 2021 holds, I am 
confident that the lessons we have learned 
and the changes we have made will see us 
through to success.  

During a difficult 
year, we recognized 

our communities needed 
us more than ever. We 

upheld our commitments, 
giving back more than 

$360,000 in partnerships, 
sponsorships and 

donations.

MESSAGE
From the Chair of 

the Board
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JIM REDIGER

MESSAGE
From the President 
and Chief Executive 

Officer

I t goes without saying that 2020 was a challenging 
year for everyone. Our team rose to the challenge, 

pulling together to provide uninterrupted service in 
the face of a global crisis.

As an essential service, we took steps early on to 
create a safe environment for our staff, members 
and communities. Going beyond public health 
guidelines for COVID-19, we:

• Made masks mandatory in August 
2020, the first Manitoba credit union 
to do so.

• Temporarily extended hours for 
our Virtual Services Department 
and doubled staff, keeping average 
wait times under an average of two 
minutes while call volumes rose.

• Created a Golden Banking Hour to 
give priority to seniors and others 
with special needs.

• Offered video appointments in place 
of most face-to-face meetings.

• Provided options for completing 
transactions virtually.

Westoba was there for its members financially 
as well. Early in the pandemic, we waived fees 
on specific services and offered deferrals on 
loan payments. We were also quick to connect 
commercial members to the Canada Emergency 
Business Account, developing an in-house process 
that got $22.1 million out the door, back to our 
members and into the local economy.

It was gratifying to see our recent investments in 
technology and process improvement pay off. Due 
to these investments, we were well-positioned to 
adjust how we serve members and how we work 
behind the scenes. Throughout the year, digital 
transactions increased and our Virtual Services 
Department evolved into a true full-service branch. 
New services, such as DocuSign and Open 
Anywhere, simplified our processes and made us 
more responsive.

Improving our technology platform to give our team 
and members reliable province-wide access has 
been a focus for Westoba over the last couple of 
years. Our new network is fast, stable, secure and 
flexible – a perfect fit for our goal to be a nimble 
organization. It also positions us for a financial 
services industry increasingly dominated by digital 
services. We were pleased to have this work 

recognized as a finalist for a national 
digital transformation award program 
and featured as a case study in IT World 
Canada.

The effects of the pandemic have moved 
members to reflect upon their 
financial futures and we have 
been there for them. 
Freed up by the shift 
to digital channels, 
our branches are 
becoming advice 
centres, providing 
the valuable 
information 
and guidance 
members need 
at times like this. 
COVID-19 may 
have driven this 
change, but we 
believe convenience 
and service will keep 
members using our digital 
channels in the future.

The economic effects of the pandemic 
and low interest rates are reflected in 
our bottom line for 2020. Our $848,000 
loss resulted from our choices to support 
our members and communities through 
the crisis, including waiving $280,000 
in service fees over three months and 
deferring payments on almost $258 million 
in loans. Other significant contributors to 
the results include:

• A $5 million increase in 
provision for loan losses 
to account for Westoba’s 
significant investment in the 
hard-hit hospitality industry – 
This reflects our expectation 
of future losses. Actual 
loan write-offs during 2020 
were similar to 2019. Due 
to the pandemic, we believe 
write-offs will increase. That 
could change if economic 
conditions improve or decline 
more than expected.

• A $2.55 million unrealized 
loss on long-term interest 

rate swap derivatives – 
These financial instruments 
used to support long-term 
loans are expected to be 
on our books until 2028. A 
stronger economy and higher 

interest rates could mean 
we recover some 

or all of the loss 
booked in 2020. 

A weaker 
economy 
could result 
in more 
unrealized 
losses.

On a positive 
note, Westoba 

saw significant 
growth in 2020, 

surpassing the credit 
union system average 

with 12% deposit growth 
and 10.6% loan growth. Our 

total assets rose 12.6% to $1.5 
billion. This growth helped us maintain our 
capital at the level required by provincial 
regulators. Regulatory requirements 
increase again in 2021, and it will take 
hard work and some tough decisions for 
Westoba to stay on track.

Once again, much of our loan growth came 
from the Winnipeg market, which saw 
an impressive 65.4% increase thanks to 
a robust housing market combined with 
the popularity of our Mobile Mortgage 
Specialists and New to Canada program. 
MAXA Financial, our digital subsidiary, 
contributed significantly to deposit growth 
again this year with a 23% increase.

I look forward to 2021 with optimism. 
Though COVID-19 will remain a significant 
factor through most of the year, the 
lessons we have learned will help position 
us for success. We expect a bit of a return 
to normal for the credit union as vaccines 
roll out and restrictions are lifted. However, 
our members will likely continue to feel the 
financial impact, especially as government 
programs begin to wind down. When they 
do, Westoba will be here to help.  

It was gratifying to see 
our recent investments 

in technology and process 
improvement pay off. Because of 
these investments, we were well-
positioned to adjust how we serve 

members and the way we work 
behind the scenes. Throughout the 
year, digital transactions increased 

and our Virtual Services 
Department evolved into a 

true full-service branch.
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Board Member
James (Jim) 
Abernethy, 

Chair

Garnet 
McBurney, 
Vice Chair

Elizabeth 
(Liz) Roberts, 

Secretary

Jane 
Brown

George E. 
Henderson

Scott 
Lamont

Rick 
Lussier

Henry 
Maryniuk

Douglas 
Wanyoike

District District 2 District 1 District 1 District 2 District 3 District 1 District 3 District 2 District 3
Duration on 
Board 2009 - 2021 2019 - 2022 2012 - 2021 2020 - 2023 2016 - 2022 2020 - 2023 2017 - 2023 2019 - 2022 2018 - 2021

COMMITTEES

Executive

Audit & Risk

Governance

Policy

Information 
Technology

Community 
Investment

CU District 
Representatives

Provincial 
Director Forum

District 1: Brandon, MAXA Financial. 
District 2: Carberry, Glenboro, Rivers, Souris & The Pas. 
District 3: Cartwright, Killarney, La Riviere, Ninette, Pilot Mound, 
Swan Lake & Winnipeg.

WESTOBA’S BOARD OF DIRECTORS DISTRICTS
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WESTOBA’S EXECUTIVE TEAM

JIM REDIGER 
President & CEO

JANET WOOD 
Chief Experience Officer

MANON PASCAL 
Chief Risk & Finance Officer

Formal Education & 
Training
• MBA Queens University
• Bachelor of Commerce 

University of Saskatchewan
• Certified Management 

Accountant (CMA)
• ICD.D designation from the 

Institute of Corporate Directors
• ACUIC Associate of Credit 

Union Institute of Canada

Professional Highlights
• Working in the credit union 

system since 1985
• Joined Westoba in August 

2013
• Previously CEO at Crossroads 

Credit Union (Saskatchewan)
• Current board member of 

Credit Union Central of 
Manitoba (CUCM)

Other
• Avid golfer and traveler
• Season ticket holder of the 

Brandon Wheat Kings and 
Saskatchewan Roughriders

• Current Member of CUCM 
Investment Committee and 
Audit and Risk Committee

Formal Education & 
Training
• MBA University of Fredericton
• B.A. (Labour Studies) 

University of Manitoba
• University Certificate in 

Project Management
• University Certificate in Public 

Policy
• Credit Union Executive Society® 

(CUES) Certificate in Strategic 
Innovation

• Certified Six Sigma Black Belt

Professional Highlights
• Joined Westoba in 2017 as 

Chief Innovation and Culture 
Officer (I.T., Marketing, H.R., 
Project Management and 
Continuous Improvement) 

• In 2019, assumed the role 
of Chief Experience Officer 
bringing together our member 
experience (Retail Banking, 
Business Banking, Financial 
Planning) and employee 
experience (I.T., Marketing, 
H.R., Project Management and 
Continuous Improvement)

• 17 years as a Provincial 
Government Executive

• 7+ years leading organizational 
change and business 
transformation for national 
private sector companies

Formal Education & 
Training
• MBA Laurentian University
• Bachelor of Commerce, 

Carleton University
• Chartered Professional 

Accountant, Chartered 
Accountant 2002

Professional Highlights
• Joined Westoba Credit 

Union in 2013 as Manager, 
Accounting and Finance 

• Assumed role of Chief Risk 
and Finance Officer in 2017

• Experience in financial 
reporting for financial 
services, utilities, oil and gas, 
and beverage industries

Other
• Member of Brandon Area 

Community Foundation 
Investment Committee since 
2014

• Member of Chartered 
Professional Accounts 
Manitoba Registration 
Committee since 2018
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COMMUNITY FOCUS
Westoba is committed to 
developing strong, vibrant, 
and diverse communities.

Our focus on improving the health 
and well-being of our members 

has never been more relevant. In 
2020, we invested over $360,000 
in sponsorship, donations, and 
community outreach activities, 
including $23,000 through our 
community investment program, 
Westoba Inspire.

WESTOBA INSPIRE

In 2020, our member-led Community 
Investment Committee shifted 
to a virtual platform to review 
applications in April and October. 
The Westoba Inspire program gave 
back $23,000 to projects such as:

• Upgrades to the Community 
Health and Housing Global 
Kitchen in Brandon.

• A community facility 
sunshade structure in 
Cartwright.

• Boat launch improvements 
at Daly Beach in Rivers.

• An All Nations Sharing 
Circle at the Brandon 
Riverbank.

• Accessible playground 
equipment in Souris.

• Youth computer program at 
the Glenboro Library.

• A new computer system for 
the Pilot Mound Museum.

WESTOBA 
INNOVATION LAB

In February 2020, we announced 
our partnership with Assiniboine 
Community College (ACC) to fund 
the Westoba Innovation Lab. This 
classroom lab is the first of its kind 
at ACC, bringing together design 
and smart technology to facilitate 
active learning. A traditional 
classroom environment typically 
offers lecture-based teaching, but 
this facility flips that convention on 
its head by bringing collaboration 
through technology to the forefront 
of learning.

“Our new active learning 
classroom is a high-tech, team-
based classroom that will deepen 
learning and strengthen student 
collaboration while supporting 
innovative teaching,” says Bobbie 
Robertson, Dean of Business at 
ACC. “The idea is for the instructor 
to be able to be at the centre of 
the space, but not be the centre of 
learning.”

In this lab, smartboards are put 
into students’ hands instead of 
instructors’ to facilitate the “learn by 

doing” philosophy that underscores 
much of ACC’s program curriculum 
approach.

“Partnering with ACC to provide 
students and our community with 
an interactive classroom aligns 
perfectly with what a co-operative 
stands for,” says Jim Rediger, 
Westoba Credit Union President and 
CEO. “Our values are centred around 
innovative thinking and learning; 
the technology and collaboration 
in this classroom reflects what is 
happening in the business world and 
will help prepare students and our 
community for the future.”

IMMIGRANT CENTRE 
MANITOBA

Westoba continued to support the 
Nutrition Program at the Immigrant 
Centre of Manitoba in 2020. While 
COVID-19 forced the sessions to 
be delivered virtually, the Immigrant 
Centre took the opportunity to 
extend the program information 
to other community partners. The 
program saw 113 new clients 
in 2020 and offered 60 hours of 
instruction.

KEYSTONE CENTRE 
PARTNERSHIP 

Our multi-year naming rights 
agreement with the Keystone Centre 
continued in 2020. The Keystone has 
weathered the pandemic with cost-
cutting measures, creative revenue 
generation, reductions in staff hours 
and pay, and government support 
programs. Westoba has an open 
dialogue with the Keystone Centre 
about plans for a return to regular 
operation and our partnership.

NEW WAYS TO BE IN THE 
COMMUNITY

When the past year made it 
challenging for us to give back 
through volunteering at events, our 
team dug deep to find new ways to 
be in communities when we couldn’t 
be there physically. Early in the 
pandemic, our branches helped us 
identify local organizations offering 
essential services that could use our 
support.

Noticing a gap in services in 
Glenboro, our team stepped up to 
mobilize the community and address 
food security head-on. Pulling 
together community stakeholders, 
they worked to develop programming 
that would make healthy food 
available to all Glenboro residents. 
Sara’s Pantry was established in 
fall 2020 and started serving the 
community almost immediately. 
Our team continues to support this 
program, which recently received 
$75,000 in support from the 
Government of Canada’s Emergency 
Community Support Fund. This 
Westoba-led initiative now has a 
solid foundation for success in years 
to come.

“Rural municipalities rely on 
partnerships to make their 
communities the best they can be, 
and Westoba has exhibited how 
invested they are in our community 
through this partnership,” says 
Sara’s Pantry Chair Tracy Rimmer. 
“Sara’s Pantry would not exist 
at this point without Westoba’s 
partnership. The intent was there, 
as was the willingness to do the 
work and volunteer the time, but 
the ability to do it on this scale, 
on this timeline, was beyond our 
ability. Westoba’s guidance and the 
access to resources they brought 
to the project have made all the 
difference. Westoba’s support has 
been invaluable through the process, 
and the direct involvement of their 
employees has shown that Westoba 
is invested in our community.”

Our employees actively participated 
in community investment decisions 
throughout the year, including 
COVID-19 support, Credit Union Day 
donations and donations in lieu of 
staff Christmas parties.

The team’s proactive approach 
included:

• Making monetary donations 
along with Westoba winter wear 
to Bear Clan organizations in 
Brandon and Winnipeg.

• Responding to community 
requests for resources, such as 
bags for the Samaritan House 
Food Security program.

• Prioritizing local seniors had 
calendars when they became a 
non-essential item that couldn’t 
be bought in Manitoba.

“In a year where kindness was so 
important, it was indeed an honour to 
bring some happiness to those who 
needed it,” says Jackie Shoemaker, 
Assistant Manager La Riviere, 
Swan Lake, and Pilot Mound. “The 
compassion and kindness of our 
community volunteers empowered 
us to partner with other local 
organizations. We are proud to 
support projects that helped to lift 
spirits and help people get through 
these trying times.”

Westoba is investing in what matters 
most to our members and our 
communities by supporting projects 
like outdoor recreation facilities at 
The Pas’s Opasquia Trails and ski 
trails in the Municipality of Louise. 
We also delivered cheer packages to 
local seniors and brought a little joy 
through holiday lighting projects in 
Carberry, Swan Lake, and La Riviere. 
A vibrant and diverse community is a 
healthy one, Westoba takes pride in 
sponsoring a variety of initiatives that 
reach a wide range of people and 
service groups.  

Global Kitchen Brandon

ACC Innovation Lab

Cartwright Ball 
Diamond Sun Shade Friends of Rivers Lake

Brandon Riverbank All 
Nations Sharing Circle

Glenboro Library Computers 
for Youth Program
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SUPPORTING 
our employees, 
members and 
communities 

in 2020
In a time when world leaders 
said stay 6 feet apart, Westoba 
came together virtually to keep 
our communities safe. Every step 
taken was to ensure the safety of 
members, staff, and the communities 
we serve. I recall one member who 
was worried about their mortgage 
payments and what would happen 
if they could no longer work. We 
were there to provide options, sound 
financial advice and assurance to our 
members in a time of uncertainty and 
chaos. The relief in their voice after 
we talked will stay with me for a 
long time.

CANDICE WOOD 
Financial Consultant, WinnipegOur 18th & Kirkcaldy team 

maintained a nimble mindset as 
the branch was closed to help 
support other branches and 
assist with operations in our 
other departments. Our staff 
seamlessly joined the Virtual 
Services team to help ensure 
wait times were kept low with 
the drastic increase of members 
calling in. We redeployed staff 
to help in the other Brandon 
branches. Our team viewed this 
as a professional opportunity to 
build resilience and were able 
to positively grow and provide 
so many members with the best 
advice to help them through this 
pandemic.

DANIELLE KENLER 
Assistant Branch Manager, 
18th & Kirkcaldy

We quickly reacted with a pandemic 
response plan, including the first 
online CEBA portal in Manitoba to 
support our business members. We 
reached out to our membership to 
check in with them and help with 
other COVID relief programs. We’ve 
grown our relationships with our 
members through the pandemic. 

DAVID MORGAN 
Manager, Business Banking

As difficult as 2020 
was, I am so 

incredibly blessed 
to work in an 
environment 
where helping 
others is a 
priority. Westoba 

was quick to 
offer help to our 

members, keep 
our staff safe, and 

remained available to our communities 
throughout the pandemic. I think this 
experience continued to help build us 
as a team and we will only get stronger 
as we continue to grow through this.

RACHEL TRIPP 
Relationship Manager,  
Business Banking

Communication is 
imperative, especially 

during such 
unprecedented and 
unpredictable times.  

One of the initiatives 
our CEO, Jim Rediger 

took was sending 
all WCU staff an email 

every Friday on COVID-19 
updates. He provided open and shared 
communication throughout the year 
and continues to. The weekly emails 
provided us with a sense of ease, 
knowing our credit union cares about us 
and our well-being. 

BANSRI PATEL 
MSR 18th & Kirkcaldy

When the first announcement of the 
Canada Emergency Business Account 
(CEBA) program was released in June 
of 2020, the Westoba team instantly 
stopped, dropped, and collaborated. 
We enabled Westoba to be one of 
the first credit unions in Manitoba to 

offer an online CEBA 
application. The 

team determined 
how to make 

the process 
digital and 
support safe 
interactions 
with our 
members. By 
leveraging 

the existing 
systems, the 

team avoided 
the purchase of 

additional software and 
increasing ongoing maintenance fees. 
The system was available to members 
within weeks of the government 
announcing the program, and by 
developing the process ourselves 
it has allowed us to make changes 
instantly to support the multiple 
version of the CEBA program that has 
rolled out since its implementation.

JANINE WASILKA 
Manager, Project Management and 
Continuous Improvement

In early 2020 
Westoba made 

donations to 
local food 
banks in our 
communities. 
We noticed 
Glenboro did 

not have a 
food security 

program. The 
Glenboro staff, 

Marketing department and 
Executive team all supported 
this initiative, and we were able 
to start conversations with key 
stakeholders within Glenboro’s 
community. Glenboro’s food 
security program now known 
as Sara’s Pantry is now fully 
functioning and providing a much-
needed service to the community. 
I could not be prouder to work for 
an organization that gets behind 
and supports its staff’s ideas and 
initiative as well as supporting the 
communities we are in.

MARIE BODNARCHUK 
Branch Manager, 
Carberry / Glenboro



EMERGING LEADERS

Congratulations
to James Epp from 

our IT Department on 
being awarded the 
Governor General’s 

Academic Medal 
from Assiniboine 

Community College 
in Brandon.

Our team brings Westoba’s mission to life every 
day. They shone in 2020, going above and beyond, 

keeping our employees, members and communities 
safe while delivering exceptional service under difficult 
circumstances. The true definition of our nimble 
mindset is the way our team quickly adapted to a new 
way of working when the pandemic hit. They pitched in 
where needed and helped members make the move to 
digital banking during a crisis. 

Though it was a difficult year, we’re pleased that our 
employee engagement score remained stable and 
well above the industry benchmark. In the same 
employee survey, we asked staff for feedback on 
their satisfaction with how Westoba handled the 
pandemic. The results were overwhelmingly positive: 
staff felt safe, supported and that there was good 
communication throughout the pandemic.

OUR TEAM BY THE NUMBERS

• More than 200 employees.

• Total combined years of service = 1,452.

• 2,150 hours of training in 2020.

• Over 70% of our employees are women.

INNOVATION AND CONTINUOUS 
IMPROVEMENT

Westoba has embraced a culture of continuous 
improvement. Everyone is empowered to bring 
forward ideas to streamline their work. At Westoba, 
we practice Lean Six Sigma methodology to approach 
improvements in a standardized and sustainable 
way. To ensure everyone understands how to seek 
improvement opportunities using our methodology, 
100% of Westoba staff participated in Lean Six Sigma 
White Belt Certification Training.

In 2020, employee ideas around process improvement, 
cost savings and challenging the status quo generated 
over $700,000 in savings and helped improve the 
employee and member experience. This is a great 
example of Team Westoba coming together to 
facilitate change and achieving excellent results.  

OUR PEOPLE EMPLOYEE OF
THE YEAR

Westoba’s Employee of the Year Award is 
inspired by former employee Don Pringle, 
who worked with Westoba for 35 years. 
Don was well-known for helping his  
co-workers and members no matter what 
they needed.

Our 2020 Employee of the Year is 
Stacie Bourgeois, Manager, Marketing & 
Community Relations.

Her co-workers described her as:

• Somebody who continuously goes above 
and beyond at putting members first and 
promotes Westoba whenever she can.

• Someone who shows consistent 
dedication to her team and her peers.

• A problem-solver who never fails to listen 
and bring exciting innovative ideas to the 
table.

• A forward thinker and very energetic.
• Dedicated to volunteering at every event 

(pre-COVID-19) Westoba hosts.
• Someone who brings joy wherever she 

goes and can put a smile on anyone’s face.
• Joy from the movie Inside Out.

Nominations are open to all Westoba team 
members meeting one of the following 
criteria:

1. Member impact. Have they done 
something incredibly awesome to support 
our members?

2. Community impact. Has their spirit of 
volunteerism inspired colleagues? 

3. Going above and beyond. Have they 
inspired their colleagues by going above 
and beyond their job-related tasks?  

EMERGING LEADERS YEAR 
IN REVIEW FOR 2020

2020 was undoubtedly an unusual year for us 
all and the Emerging Leaders Council was no 
exception. We started the year with high hopes and 
exciting plans, only to be disrupted by COVID-19 
and the pandemic.

Nevertheless, we adapted and persevered and 
continued to meet virtually throughout the year. 
With most of our projects on hold, we agreed that 
the one thing we could continue to do as a council 
was to lead initiatives that brought Westoba 
together virtually, raised our spirits and made us 
feel connected.

We were very fortunate to send representatives 
to attend the (socially distanced) annual Board 
Planning Session in June. This ensured that 
our voice was heard and understood as many 
meaningful discussions occurred on behalf of staff.

The Emerging Leaders Council is looking forward to 
a good year for 2021 with plans to get back to work 
on various projects that were placed on hold due to 
COVID-19.

Rachel Tripp – Relationship Manager 
2020 Executive Chair, Emerging Leaders  
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FINANCIALS FINANCIALS

INDEPENDENT AUDITOR’S REPORT
To the Members of Westoba Credit Union Limited

Opinion

The summary consolidated financial 
statements which comprise the summary 
consolidated statement of financial position 
as at December 31, 2020, the summary 
consolidated statements of income and 
comprehensive income, changes in members’ 
equity and cash flows for the year then 
ended, and related notes, are derived from 
the audited consolidated financial statements 
of Westoba Credit Union Limited (the “Credit 
Union”) for the year ended December 31, 
2020.

In our opinion, the accompanying summary 
consolidated financial statements are a 
fair summary of the consolidated financial 
statements, in accordance with the criteria 
discussed in Note 1 to the summary 
consolidated financial statements.

Summary Consolidated Financial 
Statements

The summary consolidated financial 
statements do not contain all the disclosures 
required by International Financial 
Reporting Standards. Reading the summary 
consolidated financial statements and the 
auditor’s report thereon, therefore, is not 

a substitute for reading the Credit Union’s 
audited consolidated financial statements 
and the auditor’s report thereon.

The Audited Consolidated Financial 
Statements and Our Report Thereon

We expressed an unmodified audit opinion on 
the audited consolidated financial statements 
in our report dated February 22, 2021.

Management’s Responsibility for the 
Summary Consolidated Financial 
Statements

Management is responsible for the 
preparation of the summary consolidated 
financial statements in accordance with the 
criteria disclosed in Note 1 to the summary 
consolidated financial statements.

Auditor’s Responsibility

Our responsibility is to express an opinion on 
whether the summary consolidated financial 
statements are a fair summary of the audited 
consolidated financial statements based on 
our procedures, which were conducted in 
accordance with Canadian Auditing Standard 
(CAS) 810, Engagements to Report on 
Summary Financial Statements.

Chartered Professional Accountants 
Winnipeg, Manitoba 
February 22, 2021

Summary consolidated statement of financial position
As at December 31, 2020

2020 2019
$ $

ASSETS

Cash and cash equivalents 68,366,597 47,663,934
Accounts receivable 2,837,320 1,657,507
Investments 203,572,535 165,993,829
Income taxes receivable 181,844 114,697
Derivative asset 34,201 348,858
Property held for sale 919,826 919,826
Member loans receivable 1,242,318,799 1,127,623,188
Prepaid expenses and deposits 2,639,841 2,341,016
Property and equipment 21,694,764 23,213,191
Right of use asset 912,757 1,095,308
Goodwill 868,310 868,310

1,544,346,794 1,371,839,664

LIABILITIES

Member deposits 1,423,357,264 1 ,269,968,810
Accounts payable and accrued liabilities 4,354,653 7,028,538
Securitized borrowings 20,381,288 —
Lease liability 901,831 1,085,753
Derivative liability 3,135,021 769,951
Deferred income tax liabilities 176,530 619,967

1,452,306,587 1 ,279,473,019

MEMBERS’ EQUITY

Member shares 18,537,321 17,724,424
Retained earnings 73,502,886 74,642,221

92,040,207 92,366,645
1 ,544,346,794 1 ,371,839,664

The accompanying notes are an integral part of these summary consolidated financial 
statements.

Approved on behalf of the Board

Director Director
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Summary consolidated statement of comprehensive income
Year ended December 31, 2020

2020 2019
$ $

INTEREST INCOME

Member loans 43,463,714 43,056,943
Investments 4,471,027 7,078,683

47,934,741 50,135,626
Interest expense 20,247,811 22,050,062
Net interest income 27,686,930 28,085,564

OPERATING EXPENSES

Administration 7,405,343 8,068,672
Amortization 2,122,899 2,056,604
Member Security 1,185,027 1,080,296
Occupancy 1,865,110 1,860,614
Organizational 734,217 788,682
Personnel 15,247,063 16,115,108

28,559,659 29,969,976

Other income 7,545,649 6,717,138
Income before the following 6,672,920 4,832,726

Provision for credit losses 5,334,216 828,144
Unrealized and realized losses on derivatives 2,555,508 922,564
Loss (gain) on sale of fixed assets 27,442 (28,031)

7,917,166 1,722,677

Net (loss) income before income taxes (1,244,246) 3,110,049
INCOME TAX EXPENSE (RECOVERY)

Current 47,580 406,498
Deferred (443,437) 328,112

(395,857) 734,610

NET (LOSS) INCOME AND COMPREHENSIVE (LOSS) INCOME (848,389) 2,375,439

The accompanying notes are an integral part of these summary consolidated 
financial statements.

MEMBER 
SHARES

RETAINED 
EARNINGS

TOTAL 
EQUITY

$ $ $

Balance January 1, 2019 14,489,243 72,709,556 87,198,799

Net income and comprehensive income — 2,375,439 2,375,439
Issuance of member shares 4,359,241 — 4,359,241
Redemption of member shares ( 1,124,060) — ( 1,124,060)
Dividend on preference shares, 
net of tax recovery — (442,774) (442,774)

Balance December 31, 2019 17,724,424 74,642,221 92,366,645

Net income and comprehensive income — (848,389) (848,389)
Issuance of member shares 1,277,014 — 1,277,014
Redemption of member shares (464,117) — (464,117)
Dividend on preference shares, 
net of tax recovery — (290,946) (290,946)

Balance December 31, 2020 18,537,321 73,502,886 92,040,207

The accompanying notes are an integral part of these summary consolidated 
financial statements.

Summary consolidated statement of changes in members’ equity
Year ended December 31, 2020
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Summary consolidated statement of cash flows
Year ended December 31, 2020

2020 2019
$ $

OPERATING ACTIVITIES

Net (loss) income (848,389) 2,375,439
Adjustments for:

Net interest income (27,686,930) (28,085,564)
Provisions for credit losses 5,334,216 828,144
Unrealized and realized losses on derivatives 2,555,508 922,564
Loss (gain) on sale of fixed assets 27,442 (28,031)
Amortization of property and equipment 1 ,926,639 1,874,017
Amortization of right of use asset 182,551 182,587
Current income tax expense 47,580 406,498
Deferred income tax recovery (443,437) 328,112

Changes in non-cash working capital
Member loans receivable, net of repayments (119,784,296) (38,863,175)
Accounts receivable (1,179,813) (1,089,509)
Prepaid expenses and deposits (298,825) (838,621)
Member deposits, net of withdrawals 154,068,842 27,947,805
Securitized borrowings 20,381,288 —
Accounts payable and accrued liabilities (2,490,976) 924,643

Interest received 48,003,539 50,460,282
Interest paid (20,928,199) (20,539,072)
Income taxes paid (113,826) (622,810)

58,752,914 (3,816,691)
INVESTING ACTIVITIES

Investment purchases (180,696,635) (149,208,328)
Investment proceeds upon maturity 142,803,600 158,185,800
Additions to property and equipment (435,654) (336,397)
Proceeds on disposal of property and equipment — 28,031

(38,328,689) 8,669,106
FINANCING ACTIVITIES

Capital lease payments (183,922) (192,142)
Issuance of members’ shares, net of redemptions 812,897 3,235,180
Dividend paid on preference shares (350,537) (509,190)

278,438 2,533,848

Net increase in cash and cash equivalents during the year 20,702,663 7,386,263
Cash and cash equivalents, beginning of the year 47,663,934 40,277,671

Cash and cash equivalents, end of the year 68,366,597 47,663,934

The accompanying notes are an integral part of these summary consolidated financial statements.

Notes to the summary consolidated financial statements
December 31, 2020

1. Summary consolidated financial statements 
 
These summary consolidated financial statements are derived from 
the complete audited consolidated financial statements, prepared in 
accordance with International Financial Reporting Standards, as at and 
for the year ended December 31, 2020. 
 
The preparation of these summary consolidated financial statements 
requires management to determine the information that needs to be 
reflected in the summary consolidated financial statements so that they 
are consistent, in all material respects, with or represent a fair summary 
of the audited consolidated financial statements. 
 
The complete audited consolidated financial statements of Westoba 
Credit Union Limited are available upon request.
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COMPANY PROFILE

Westoba Credit Union is a full-service member-owned financial institution 
offering a variety of competitive deposit and credit products in addition to 

financial planning services.

Westoba is the 36th largest credit union in 
Canada and the 9th largest in Manitoba with 
$1.5 billion in assets. We proudly employ a 
team of over 200 talented professionals who 
share a vision of offering exceptional service 
and trusted advice.

We help more than 39,700 members reach 
their financial goals with personal, business, 
and agricultural advice and products. We 
do this through a network of 17 locations 
concentrated in the Brandon and western 
Manitoba area. We also operate a branch in 
the northern community of The Pas and two 
in Winnipeg.

Westoba’s service delivery model is built 
around our commitment to giving members 
the option to bank in a way that fits their 
lifestyle. We deliver quick, convenient, and 
seamless member service through online and 
mobile banking. Our Brandon-based Virtual 
Services Department is a full-service branch 
open extended hours to serve members over 
the phone and by video appointments.

Westoba also provides mobile services when 
and where it’s convenient for members:

• Mortgages
• Financial planning
• Business and agricultural advice

MAXA Financial is a Westoba owned and 
operated digital financial institution that 
offers a range of investment products at 
competitive rates for members across the 
country.

We partner with Aviso Wealth to provide 
wealth management and insurance services. 
Aviso is a national, integrated financial 
services company managing over $90 billion 
in assets. This partnership provides us with 
an opportunity to offer better services and 
a larger array of investment products to our 
members.  

maxafinancial.com 
users increased 41%
TOP THREE PAGES VIEWED:
1. Rates  |  2. Sign up  |  3. Products

WESTOBA 2020 
HIGHLIGHTS

Over 
$360,000 
in committed 
partnerships, 
sponsorships, 
and donations.

Social Media 
Growth

westoba.com 
website traffic 
increased by 

11%
TOP THREE PAGES 

VIEWED:
1. Virtual Services
2. COVID-19 Update
3. Mortgage Rates

100% 
of staff completed 
Lean Six Sigma White 
Belt Certification.

Operating cost reduction of 

$1.4 million.

Helped almost 
500 BUSINESSES 
with CEBA loans.

Employees in 17 
locations.

200+
Winnipeg 
Region loans 
grew by

65.4%

LAUNCHED 
New to Canada Program 
Summer 2020

• Facebook  ........... 14%
• Instagram  .......... 21%
• LinkedIn  ............. 18%

MAXA FINANCIAL GREW 23%
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STRATEGY & MARKETS

THE ECONOMY

The majority of Westoba’s business is 
generated in Manitoba. However, the global 
pandemic has proven that all financial 
institutions are influenced by economic and 
business conditions across Canada and 
worldwide. Our operating environment and 
performance are also affected by issues 
such as:

• Financial markets, interest rates 
and the value of the Canadian 
dollar.

• Bank of Canada’s monetary 
policy.

• Changes in regulation or  
legislation governing the financial 
services sector or credit union 
system.

The pandemic dominated headlines in 2020 
and had a sizeable impact on economies 
around the world. The global economy is 
expected to shrink 3.8% over the year, while 
U.S. Gross Domestic Product (GDP) growth 
fell 3.5% in 2020. Following a significant 
decline in the first six months, most 
economies saw growth in the second half of 
the year as businesses adapted to operating 
under COVID-19 restrictions.

The Canadian economy had its worst year 
on record in 2020. GDP fell 5.4% with the 
most significant contraction in March and 
April. Though it recovered later in the year, 
unemployment reached 13.7% in May. 
The Bank of Canada’s Business Outlook 
Survey points to continued recovery in 
2021, but it’s expected to be uneven, with 
hard-hit businesses anticipating even more 
challenging times ahead.

Manitoba weathered the pandemic better 
than most provinces. Still, the human and 
economic damage in 2020 was considerable, 
particularly in the latter half of the year 
when the “second wave” required aggressive 
lockdown steps to contain the spread. 
During the year, employment in Manitoba 
fell by 28,900, and GDP declined by an 
estimated 3.8%. Much of the impact was felt 
by the accommodation and food services 
sector. On a more positive note, investment 
in construction grew, and employment in 
manufacturing, construction and health care 
remained solid.

It was a record year for home sales in 
Manitoba. After a slow start, housing activity 
recovered thanks to low interest rates and 
increased appetite for more living space to 
help weather COVID-19 restrictions.

MANITOBA ECONOMIC OUTLOOK
(% Change unless noted) 2019 2020 2021 f
Gross Domestic Product

Real 1.1 -5.2 4.8
Nominal 3.0 -3.8 6

Employment 0.9 0.6 0.5
Unemployment Rate 5.3 8.3 6.7
Consumer Price Index 2.2 0.6 1.6
Population 1.2 1.1 1.1

f = forecast  |  Sources: Statistics Canada, Manitoba Bureau of Statistics and Manitoba Finance 
Survey of Economic Forecasts 

OUR INDUSTRY

Competition and low interest rates continue 
to influence the financial services industry. 
Manitoba credit unions have some of the 
country’s lowest-cost bases, translating into  
aggressive loan and deposit pricing. Many 
are focused more on market share than on 
moving loan rates higher to improve profits. 
This more aggressive pricing is excellent 
news for Manitobans, including Westoba 
members. However, it brings challenges 
with it, including added pressure to reduce 
operating costs to weather reduced margins.

During the pandemic, the banking industry 
moved even further toward digital service. 
The 2020 Ipsos Financial Service Excellence 
Awards Survey showed that consumers have 
adapted to the changes, with significantly 
more feeling comfortable doing their banking 
digitally and significantly fewer indicating 
a preference for an in-person branch 
experience.

Branches remain important as advisory 
centres, but the pandemic has accelerated 
the trend away from branches for 
transaction-based banking. At the same time, 
most businesses found ways to conduct 
operations outside of conventional office 
spaces. These changes are expected to 
continue after the pandemic, which will 
require new approaches to physical office 
space and premises.

STRATEGIES

It is our mission to enrich lives and 
communities by helping financial dreams 
come true. We see ourselves as:

• A trusted partner and community 
leader.

• An engaged employer creating a 
community at work.

• Financially strong, sustainable 
and globally connected.

PRIORITIES

Westoba’s Board and management meet 
yearly to set the strategic direction that 
guides our operations. An operational plan 
ensures our efforts are aligned with that 
strategic direction.

Our plan for 2020 had always been to focus 
on improving the member experience. When 
the pandemic hit, we were working and 
providing service in vastly different ways, 
but our focus remained on the following 
priorities:

1. Enhancing the effectiveness of 
our business processes.

2. Transforming our operations 
using digital channels.

3. Training & developing our staff 
for success.

Westoba is a credit union whose sole 
purpose is to serve our communities.  We 
do not shift our focus to other provinces 
or countries when the local economy 
experiences difficulties. We stand with our 
communities, and as a result, our financial 
performance tends to move up and down 
with Manitoba’s economy. For Westoba and 
for most of our communities, 2020 was a 
difficult year but one that we worked through, 
leaving the credit union ready for stronger 
performance in years to come.  

For the 16th year 
in a row, Canadians 

ranked credit unions 
first among all financial 
institutions for overall 

customer service 
 excellence in the Ipsos 

Financial Service 
Excellence Awards.
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OUR RISKS
ENTERPRISE RISK MANAGEMENT 
FRAMEWORK

Risk management is an integral part of 
Westoba’s planning process. We define risk 
as the effect of uncertainty on achieving 
objectives. All risks with the potential to 
significantly impact Westoba or its strategic 
plan are considered enterprise risks.

The COVID-19 pandemic has thrown 
governments and businesses around the 
world into upheaval. The past year presented 
an opportunity to examine how well our 
Board and management have positioned 
the credit union to deal with the risks in our 
world.

Overall, we believe the attention paid to 
risk factors such as business interruption 
and other operational risks paid off. Our 
investments in information technology 
allowed Westoba to quickly shift support to 
increase virtual service, allowing members 
access to their financial services despite 
some necessary interruptions in physical 
branch location services. We balanced 
the need to support our members with the 
importance of working with the province to 
contain the spread of COVID-19 by 

encouraging members to move to the safety 
of digital channels.

The past year’s experiences will serve 
Westoba well in the future as we manage our 
risk profile. We’ll build even stronger financial 
strategies in areas like net income and 
capital to ensure the credit union continues 
to operate without concern through any 
future disruption.

RISK APPETITE

A risk appetite statement documents and 
communicates the overall risk philosophy 
of Westoba. Board and management are 
responsible for formulating and executing the 
credit union’s strategies within the context of 
our risk appetite.

Westoba’s strategic objectives and annual 
plan focus on financial sustainability, 
member and community support, and overall 
maintenance of a prudent risk management 
approach to managing our capital.

A significant part of our business is 
managing risk. We deliver financial services 
to our members using an effective control 
system (policies, processes and procedures). 
The table below outlines the overall risk 
appetite set out by the Board.

OVERALL RISK APPETITE
RISK CATEGORY APPETITE RISKS

Credit Risk Moderate
Loan Concentration, Loan Growth, Delinquency, Provision 
for Doubtful Accounts, Percentage of High Risk Accounts, 
Exceptions to Policy.

Market Risk Moderate Interest Rate Risk, Maturity Mismatch, Foreign Exchange Risk, 
Derivative Exposure.

Operational Risk Moderate
Staff Turnover, Employee Engagement, Fraud, Cybersecurity, 
Business Continuity, Succession Planning, Banking System Up 
Time.

Legal and 
Regulatory Risk Low Privacy, FINTRAC, Regulatory Oversight, Civil Proceedings, 

Capital to Assets and Risk-Weighted Assets, Liquidity.

Strategic Risk Moderate Member Perception, Products per Member, Dollars per 
Member, New and Closed Memberships.

Financial Risk Moderate Retained Earnings Ratio, Financial Margin, Other Revenue, 
Efficiency Ratio, Return on Assets, Borrowing Utilization.

RISK PHILOSOPHY STATEMENT

The Board worked with a consultant to evolve 
Westoba’s approach to dealing with risk. 
The result is a more refined statement of 
our risk tolerance and a more specific risk 
appetite statement to help guide our business 
decisions.

By being a “risk aware” organization and 
implementing sound risk standards and 
guidance, Westoba demonstrates its 
commitment to risk management and 
setting an appropriate risk management 
philosophy. This establishes risk awareness, 
accountability and transparency and ensures 
that the expectations and objectives of 
Westoba and its stakeholders will be met.

Every Westoba employee is impacted in 
some way by risk and takes part in the 
risk management process. This involves 
understanding and applying the Enterprise 
Risk Management (ERM) Framework and 
identifying, assessing, and managing risks. 
Education and communication are key to 
keeping risk management top of mind with 
our people.

RISK GOVERNANCE

Both the ERM Framework and overall program 
are based on international standards. The 
Board is responsible for oversight and has 
delegated this responsibility to the Audit and 
Risk Committee. Ultimately, the President and 
Chief Executive Officer (CEO) is responsible 
for the effective management of Westoba 
Credit Union’s risk as a whole.

GUIDING PRINCIPLES

A series of guiding principles direct our 
approach. Overall, we endeavour to be risk-
takers in our core business areas where we 
have the expertise and can add long-term, 
sustainable value to our members. We seek to 
understand these risks to ensure we manage 
our exposures appropriately. On the other 
hand, we are more risk-sensitive in areas 
not related to our core competencies and 
business activities.  

Overall ERM oversight, including direction, guidance
and monitoring.

Accountable for risk management, implementation of the ERM 
Program, ERM Policy, Framework, and Processes.

Responsible for the ERM Program, including implementation, 
integration, and coordination. 

Responsible for driving the ERM Program implementation, supporting, 
and facilitating implementation, and maintenance of the program.

Responsible for managing risks.

Provide oversight for the ERM Program.

ERM
Oversight

Implement & 
Maintain ERM

Program

Manage
Risks

Board of
Directors

Audit
Committee

CEO

CRO

Manager, 
Risk

Risk
Owner

Risk
Owner
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Like most financial institutions, Westoba’s results in 2020 were heavily 
influenced by the impacts of the worldwide COVID-19 pandemic 

combined with low interest rates. We focused our efforts on keeping 
members, staff, and communities safe.

ASSET GROWTH

After modest growth last year, Westoba’s 
total assets grew 12.6% in 2020, surpassing 
the system average and finishing the year at 
$1.5 billion. COVID-19 restrictions and 
concerns about employment moved 
members to change spending habits 
and increase savings. This helped 
deposits grow 12% to $1.4 billion. 
MAXA Financial, our digital 
subsidiary, was a significant 
contributor to this growth again 
with an impressive 23% increase.

Early in the year, we predicted 
very little growth in loans as the 
pandemic impact swept across 
Canada. A surprisingly robust housing 
market, the addition of a third Mobile 
Mortgage Specialist, and our successful New to 
Canada program successfully helped loans 
grow 10% to $1.24 billion. Our successful 
Dealer Finance Program and focus on 
refining the lending process also 
contributed to this success. Much 
of the growth came from the 
Winnipeg region, which saw an 
incredible 65.4% growth in loans 
in 2020.

OFF-BALANCE SHEET 
ASSETS

Westoba provides financial planning 
services through Aviso Wealth, a credit 
union system-owned partner. COVID-19 and 
significant staff changes had an impact on our 
wealth management results. As well, the financial 
uncertainty had members saving money in easily 
accessible accounts rather than investing for the 
longer term. These factors saw our assets under 
management with Aviso drop 8% to $121 million 
in 2020.

INCOME

Our bottom line in 2020 reflects the effects of the 
pandemic and low interest rates. Westoba posted 
an $848,000 loss.

Though it was a challenging year, we 
upheld our commitment to putting 

our money to work building capital, 
giving back to the community 
and keeping pace with new 
industry developments. Two 
significant contributors to our 
financial position in 2020 include 
waiving $280,000 in service 

fees and deferring payments on 
almost $258 million in loans to help 

members through the pandemic.

Another factor is an increased provision 
for loan losses in 2020. We are required to 
account for potential loan defaults to ensure 

we present an accurate assessment of 
our overall financial health. Westoba 

has a significant investment in 
the hospitality sector, one of the 

hardest hit by the pandemic. 
We increased our provision for 
loan losses by $5 million to 
recognize changes in business 
travel, real estate trends, and 

consumer behaviour as a risk to 
that industry’s ability to pay. This 

provision is taken directly from our 
bottom-line results. We are monitoring 

the situation closely. As the economy 
recovers, we are hopeful that many of these 
provisions can be removed.

Another significant contributor to our position 
is a $2.55 million unrealized loss on long-term 
interest rate swap derivatives. We enter into these 
interest rate swaps with Credit Union Central of 
Manitoba to manage Westoba’s exposure to long-
term interest rate risk. As of December 31, 2020, 
Westoba had $37 million in interest rate swaps. 
These swaps protect our interest margin against 
increasing interest rates on long-term fixed loans. 
A derivative rises and falls in value over time, 
much like a mutual fund, but typically evens out 
in the long term. In the meantime, changes in 
fair value through the term of the derivative are 
measured as unrealized gains or losses.

Based on our declining revenue, Westoba received 
monetary support from the government through 
the Canadian Employee Wage Subsidy program. 
We expect to receive $1.3 million to utilize in 
accordance with the program to retain employees 
during the pandemic.

PROFITABILITY

As part of managing long-term financial stability, 
Westoba continuously seeks ways to improve its 
operating efficiency ratio. This ratio of expenses 
to revenues calculates how much the credit union 
spends to earn a dollar. In 2020 our ratio was 
81.66%, which is down from 85.56% in 2019. A 
lower ratio means we are spending less to earn 
a dollar for our credit union, which is a positive 
indicator of how we manage our expenses.

This ratio is higher than average for our peers 
despite the fact we have worked hard to contain 
costs. Continued improvement of our efficiency 
ratio remains a priority for Westoba and will 
require a significant change to our service delivery 
model.

LIQUIDITY

Liquidity is a key indicator of financial health. 
Westoba carefully manages its balance sheet, 
aiming for a loan to asset ratio between 80% and 
85%. A significant increase in member savings 
during the pandemic brought our loan to asset 
ratio down to 80.44% in 2020, meaning we have 
more liquidity than we would like. We expect 
much of these savings to be withdrawn once 
members feel more financially secure and the 
economy opens up. As a result, we have not lent 
much of these funds out.

The Board reviews Westoba’s liquidity monthly to 
ensure we meet internal and regulatory targets. 
Quarterly stress testing ensures we can maintain 
our liquidity position in times of stress as we 
experienced in 2020. Management oversees 
liquidity to ensure the credit union has enough 
funds readily available to:

• Meet regulatory and statutory 
requirements.

• Cover financial obligations as they 
come due.

• Meet the demand for cash.
• Address unexpected events.

Westoba is required to hold 10% of member 
deposits at Manitoba Central. We exceeded this 
with a liquidity ratio of 17.98% as of December 31, 
2020.

We invest excess liquidity according to Westoba’s 
policy on investment management. As of 
December 31, 2020, most of our excess liquidity 
($186,722,650) was invested in Credit Union 
Central of Manitoba (CUCM) term deposits. 
When we experience significant unanticipated 
withdrawals or loan growth, Westoba borrows 
liquidity from CUCM. As of December 31, 2020, 
our line of credit balance with CUCM was nil.

CONTINUED ON PAGE 32

FINANCIAL HIGHLIGHTS

The addition 
of a third Mobile 

Mortgage Specialist, 
and our New to  

Canada program 
helped loans 

grow 10% to 1.24 
billion.

Much of 
the growth came 

from the Winnipeg 
region, which saw 

an incredible 65.4% 
growth in loans in 

2020.
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CAPITAL MANAGEMENT

Westoba’s capital plan ensures we meet or 
exceed regulatory standards. The Board reviews 
and approves the plan at least annually.

Our objective is to ensure the long-term viability 
of the credit union and the security of member 
deposits by holding enough capital to:

• Protect against unanticipated losses.
• Comply with requirements set out 

in the Credit Union and Caisses 
Populaires Act.

Management ensures compliance with capital 
requirements by:

• Establishing related policies.
• Reporting to the Board and the 

Deposit Guarantee Corporation of 
Manitoba.

• Establishing budgets and reporting 
variances.

Westoba measures the adequacy of its capital 
using two methods:

1. Total capital as a percentage of total 
assets.

2. Total capital as a percentage of risk-
weighted assets.

The second method assigns a risk weighting to 
our loan portfolio and other assets. The more 
risk associated with an asset, the higher the 
weighting. This allows us to measure capital 
relative to the possibility of loss with more capital 
required to support assets that are seen as higher 
risk.

Westoba complies with the 2020 requirement to 
hold 11% capital. Before the pandemic, we were 
on track to meet the 2021 requirement to hold 
11.5%. We’ve taken steps to achieve this ratio, 
including selling Preferred Shares to increase our 
capital by $3 million.

Despite this, it is possible Westoba won’t meet 
the 11.5% target by the end of 2021. Our objective 
is to meet the target some time in 2021 and 
no later than 2022 by managing expenses and 
being careful about growth in high-risk-rated loan 
categories.

For Westoba, capital comes from the retained 
earnings and shares. We allocate our earnings in 
this order:

1. Retained earnings to meet regulatory 
standards.

2. Retained earnings to support growth, 
development and financial stability.

3. Dividends on Preferred Shares.
4. Patronage payments or dividends on 

common shares.

To maintain the quality and quantity of capital 
required, Westoba may allocate and redeem 
shares. We issue several types of shares, 
including:

• Preferred Shares to help manage our 
capital position.

• Common shares (memberships) 
to permit the use of services and 
voting.

• Surplus shares to allocate surplus 
as member patronage payments or 
dividends.

In 2020, we issued $350,537 in shares as a 3% 
dividend on Preferred Shares held by members on 
December 31, 2019. Westoba did not issue any 
patronage in 2020.  

FINANCIAL HIGHLIGHTS
(CONTINUED...)

Members are at the centre of everything we do 
every day. In 2020, that meant balancing access 
to our services with ensuring collective safety 
and health during the pandemic. This involved 
much more than masks, increased cleaning and 
social distancing. It also meant changing the 
way we deliver service and the way we work. This 
included:

• Extending hours for our Virtual 
Services Department and doubling 
staff to keep wait time down as call 
volumes rose.

• Creating a Golden Banking Hour to 
give priority to seniors and others 
with special needs.

• Assigning staff to monitor doors 
to help us maintain public health 
guidelines in our branches.

• Offering video appointments through 
our newly implemented Microsoft 
Teams technology.

TRANSFORMING OPERATIONS USING 
DIGITAL CHANNELS

Our investment in digital technology 
allows us to serve members on their 
terms, where, when and how they 
expect to bank. Members have 
steadily shifted to digital banking 
channels like our WestobaGO 
mobile app, MemberDirect® or 
Virtual Services Department. This 
trend was accelerated in 2020 as 
COVID-19 made banking from the 
comfort and safety of home not just 
convenient but necessary.

We took advantage of the capabilities of 
our digital platforms to simplify processes 
for members. Many of these changes also 
streamlined our internal procedures, making us 
more efficient, saving money and freeing up our 
time to serve members in other ways. In 2020, we 
harnessed technology to:

• Enable direct deposit to Canada 
Revenue Agency via online banking.

• Create an online application to 
expedite the Canada Emergency 
Business Account (CEBA) 
application process.

• Implement DocuSign electronic 
signature to support the use of 
digital services.

• Introduce an online How-to Assistant 
that uses artificial intelligence to 
help members navigate the digital 
banking experience.

• Launch Open Anywhere, which 
allows prospective MAXA Financial 
members to open and fund new 
accounts online in minutes.

Technology allowed us to continue operating 
through the pandemic. Within 4 days, all 
employees who could work from home were set 
up to do so. Whether they served members or 
provided support behind the scenes, everyone 
adapted quickly and provided a high level of 
service throughout the year. At the end of 2020, 

close to 50% of our employees were still 
working from the safety of home.

Technology was also vital to the 
success of our Virtual Services 
Department in 2020. It gave us 
the flexibility to move beyond 
basic transactions to provide full 
banking service, including taking 
loan applications or granting 

overdraft protection over the 
phone. Trained staff from any branch 

can now quickly join Virtual Services 
any time there is a spike in calls to ensure 

our members are receiving the best experience 
possible.

CONTINUED ON PAGE 34

All Westoba 
employees are 

Six Sigma White 
Belts, trained and 

empowered to 
lead continuous 

improvement 
initiatives.

HELPING OUR STAFF, 
MEMBERS, AND 
COMMUNITIES
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This report contains forward-looking 
statements or information that reflects our 
current view of future events and financial 
performance. These statements are:

• Based on our opinions and estimates 
at the time of writing.

• Represent our best judgement 
based on reasonable facts and 
assumptions.

• Subject to risks and uncertainties 
that could cause actual results to 
differ significantly.

We expect to see a strong economic surge 
later in 2021 as vaccinations allow people 
to resume many activities put on hold by 
the pandemic. The world economy is 
expected to grow 4.4% in 2021, 
and most provinces are 
expected to see a sharp 
rebound in real GDP 
growth as restrictions are 
lifted. In Manitoba, the 
provincial labour market 
is recovering, with 
more than 16,000 jobs 
added in February and 
Canada’s second-lowest 
provincial unemployment 
rate. Higher grain and 
commodity prices will also 
benefit Manitoba in 2021.

The more challenging question is how 
the economy behaves after we all rediscover 
the many little things that have been missing 
from our lives for more than a year and 
government support programs come to an 
end.

Canada, including Manitoba, will likely benefit 
from global demand for production materials 
for some time to come. This growth will be 
tempered by the drag of debts and economic 
damage accumulated during the pandemic. 
These have been masked somewhat by 
government support programs. Overall, our 
view for the coming years is optimistic, but 

as 2020 has shown us, expectations can be 
quickly dashed.

Interest rates will be an interesting factor 
for Westoba and our members for the next 
few years. The Bank of Canada has made it 
clear they intend to keep rates low for as long 
as it takes to get a solid economic recovery 
underway, perhaps into 2023. However, this 
does not mean we won’t see changes to 
rates for years. The Bank of Canada mainly 
affects the short-term interest rates that 
drive things like the prime lending rate.

Long-term rates like five-year mortgages or 
term deposits can move quite substantially 
without any Bank Rate change. We believe 

that could happen in 2021. We could 
see interest rates caught in a tug 

of war between those who 
believe the economy cannot 

survive higher rates due 
to debt levels and those 
who feel a strengthening 
economy and large 
government stimulus will 
ignite inflation, resulting 
in higher lending rates.

For Westoba, we 
anticipate 2021 will be 

a bit of a return to normal 
financially. We will see a 

reduction in the allowance for 
loan losses as restrictions open and 

some businesses start to recover. We also 
anticipate a rise in income as members 
return to work.

Meeting new regulatory requirements for 
capital adequacy will be no easy task as we 
work to recover from the financial impacts 
of COVID-19. Getting there will require us to 
manage growth and take a hard look at all 
operating costs.  

FUTURE OUTLOOK

Interest 
rates will be an 

interesting factor 
for Westoba and our 

members for the next few 
years. The Bank of Canada 

has made it clear they 
intend to keep rates low 
for as long as it takes to 

get a solid economic 
 recovery.

Westoba placed 
third in its category in 

a national award program 
for our use of technology to 

transform our operations. This 
work was also featured as a case 

study in IT World Canada. Our 
technology positions us for a 

future increasingly dominated 
by digital services to 

support members and 
staff.

ENHANCING THE EFFECTIVENESS OF 
OUR BUSINESS PROCESSES

Our team has taken process improvement to 
heart. Our staff are encouraged to think outside 
the box and submit cost savings ideas 
to our House of Ideas for review. 
In 2020, Westoba employees 
helped the credit union save 
more than $700,000 by 
improving processes. Of the 
55 submissions to House 
of Ideas, our continuous 
improvement idea hub, 
Westoba completed 19 
projects and made 15 
smaller improvements.

Westoba is adopting 
a digital-first mindset, 
decreasing our reliance on paper 
documents and printing, which 
in turn reduces cost and speeds up 
processes for staff and members. Any time 
we save it is redirected into value-added activities 
like providing advice and exceptional service.

TRAINING FOR SUCCESS

Keeping up with changes in our industry 
requires ongoing training. Despite the pandemic, 
Westoba employees took part in 2,150 hours 
of professional development in 2020. We gave 
priority to training that will impact member 
service. In 2020, that included:

• Leadership training and coaching.
• Sales training.
• A variety of in-house training 

modules.

SUPPORTING OUR TEAM

Though our bottom line was not where we 
hoped for 2020, that result wasn’t a reflection 
of our team effort. We are proud of the way our 
employees were nimble when it really counted, 
stepping up under difficult circumstances. They 

quickly changed to a more digital member service 
model, found ways to cut operational expenses 
by 3%, and helped Westoba outpace its peers in 
lending and deposit growth.

To make things easier for our team, anyone 
affected by health issues or childcare 

and school closures was given 
priority to work from home. For 

those who needed it, we also 
provided time off to address 

these issues.

Working as an essential 
service during a 
pandemic is stressful, 
especially when you add 
in uncertainties around 

childcare and school. Our 
employees gave us high 

marks for our COVID-19 
response. We are pleased that 

our employee engagement score 
remained above the industry benchmark 

during such a challenging year.  

HELPING OUR STAFF, 
MEMBERS, AND 
COMMUNITIES (CONTINUED...)

Lauryn White, MSR, 1st Street. Plexiglass 
barriers installed early spring 2020.

Kim Whipple, MSR, Souris. Helping 
members reach their finanical goals.
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OUR TEAM 2020
18TH & KIRKCALDY
Ferguson, Sarah 
Kenler, Danielle 
Kingdon, Patti 
Kopytko, Daryl 
McKinnon, Haileigh
McLeod, Paige 
Patel, Bansri
Stewart, Jordan

1ST & MCTAVISH
Brooks, Kallie
Elliott, Marissa
Kassa, Lideya
Kaur, Amarjit
Kumar, Preety
Lakhani, Sagar 
Latell, Tracy 
McEvoy, Patti
Miles-Pope, Emily
Riruako, Uschi 
Talbot, Wendie
White, Lauryn

34TH & VICTORIA
Beaulieu, Corinne
Bernhard, Sophia
Dabare, Adipa
Elton, Theresa
Hill, Emily 
Jindal, Aaryan
Klein, Sandy
May, Tricia
McConnell, Reagan
Thakkar, Tushar
Zatvarskyi, Ksenia

CARBERRY
Altenburg, Karen
Aycard, Laura 
Bodnarchuk, Marie 
Hill, Shari 
McCorquodale, Karla
Paluch, Deanna 
Sinclair, Tanya

CARTWRIGHT
Aitken, Jacey
Penner, Natalia

GLENBORO
Branfield, Elle
Holmes, Kathy
Letain, Cynthia

KILLARNEY
Buhler, Natasha
Dyck, Michelle
Lockhart, Lorraine
McGill, Aleasha
Prakash, Vinish
Sarmiento, Danielle
Shackel, Taylor 
Spurrill, Marianna
Walsh, Camrean

LA RIVIERE
Pryor, Morgan
Shoemaker, Jackie

NINETTE
Boucher, Jennifer
Charkiewich, Victoria
Cuvielier, Tara
Paradis, Lorraine

PEMBINA
Andrews, Megan
He, Chris
John, Maryo
Kinnarath, Farida
Rai, Ishan
Singh, Kirndip
Vanderstel, Lindsay

PILOT MOUND
Moffat, Jenna
Sawatzky, Amy
Sawatzky, Bradley 
Simpson, Ryan

PORTAGE
Chahal, Aman
Parmar, Amanjit
Rai, Ashish
Rivera, Rhoda
Vera, Tristan
Wood, Candace

RIVERS
Adam, Kora-Leigh
Klassen, Melissa
Mathison, Virginia
Murray, Carol 
Sytnyk, Shawna

SOURIS
Parmar, Chintan
Swaenepoel, Jessi 
Thomson, Kassie
Whipple, Kim

SWAN LAKE
Cassels, Jessica
Cronin, Theresa
Desrochers, Raelene
Gamache, Shayla 
Mangin, Colleen
Morrow, Melodie

THE PAS
Appiah, Charles
Baig, Safi
Banuag, Grace
Chuchukalo, Kateryna
Foley, Brett
Hlady, Courtney
Huculak, Dylan 
Melnick, Asia

BUSINESS BANKING
Bolack, Nick
Burchat, David
Cantlon, Michael 
Daly, Megan
Heinrichs, Heather
Morgan, David
Norton, Brent 
Powell, Cody 
Robillard, Twyla
Roels, Josh
Skjaerlund, Melissa 
Tripp, Rachel

FINANCIAL 
SOLUTIONS
Dyck, Dustin
Enemark, Michael
Lawrence, Isha
Laylor, Chevon
Oakden, Rhonda
Wilkie, Tara
Wilkins, Shawna

VIRTUAL SERVICES
Awan, Sumair
Beaulieu, Martina
Clark, Blaine
Gibson, Brenda
Grosskopf, James
Halbert, Aaron
Henry, Emma
Kennedy, Sherri
Kingdon, Luk
Lalonde, Brandon
Levandoski, Candice
Moore, Lachlan
Morrisseau-Pearson, Patches
Smith, David
Somers, Krystal
Torrezan, Felipe
Usman, Zaid

CORPORATE OFFICE
Adesina, Adeyemi
Adeyinka, Oluwaseyi
Adolph, James
Anderson, Sarah 
Betke, Courtney
Bonar, Maureen
Bonds, Yvonne
Bourgeois, Stacie
Broadfoot, Rhiannon
Burton, Karen
Byers, Celya 
Calcott, Sally
Chalmers, Rebecca
Clark, Melissa
Crandlemire, Linda 
Crandlemire, Shaelyn
Cumming, Sandra 
Cuthill, Cindy 
Davis, Vicki
Delichte, Arlene
Desmarais, Christina
Droux, Gina
Drummond, Matthew
Dubois, Alexa
Epp, James
Fisher, Garnet 
Fisher, Sarah
Glassford, Ian
Gosnold, Teresa 
Griffin, Stacey 
Hefferan, Josh
Herath, Guy
Hicks, Aislinn 
Hosea, Craig
Howelko, Carly 
Hyde, David
Jenks, Sandra
Joubert, Jennifer
Keele, Kathy
Kendrick, Susan
King, Sherri-Ann
Krishnan, Archana
Kulkarni, Nikhil
Lelond, Cheri
Lenton, Robin
Levandoski, Jill

Liu, Joe
Lodhi, Zarrar
Logeot, Lauren
McConnell, Marcie
McEwen, Alisha
McMechan, Samm
Miller, Lori
Mitchell, Christine
Modersohn, Elizabeth
Muir, Joe
Neal, Jennifer
Nedohin, Lynette
Neil, Norman
Neufeld, Henry 
Noort, Drake 
Noto, Linda
Nwogu, Basil 
Ogunmola, Oyebola 
Olver, Jackie
Pandolfi, Laurie
Pascal, Manon
Perera, Shahani
Pleskacz, Donna 
Rediger, Jim
Roberts, Onalie
Sanders, Scott
Sheare, Patti
Simon, Lesley
Singh, Namandeep
Smith, Kenneth
Stephensen, Meghan
Stewart, Crystal
Stewart, Kyla
Strand, Loni 
Sutherland, Shelley
Thompson, Tanya 
Thomson, Kristen
Urquhart, Shawn
Van De Kerckhove, Amber
Van De Kerckhove, Carolyn 
Wasilka, Janine
Williams, Evy
Wood, Janet
Worobec, Matt 
Wyzlic, Lisa
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WESTOBA BRANCH LISTING
5 YEARS

Cuvelier, Tara - Member Services Representative

Henry, Emma - Virtual Service Representative

Holmes, Kathy - Financial Consultant I

Rivera, Rhoda - Member Services Representative

Vera, Tristan - Asst. Branch Manager

10 YEARS

Shoemaker, Jackie - Assistant Branch Manager

Wasilka, Janine - Manager, Project Management 
Office & Continuous Improvement

15 YEARS

Morrisseau-Pearson, Patches - Estate Specialist

20 YEARS

Heinrichs, Heather - Business Advisor

BRANDON, 
CORPORATE OFFICE 
220 10th Street, Unit C 
Brandon, MB  R7A 4E8 
Ph: 1-877-WESTOBA

CARTWRIGHT 
435 Veteran Drive 
Box 309 
Cartwright, MB  R0K 0L0 
Ph: 1-877-WESTOBA

RIVERS 
504 2nd Avenue 
Box 298 
Rivers, MB  R0K 1X0 
Ph: 1-877-WESTOBA

BRANDON, 1ST & 
MCTAVISH 
562 1st Street 
Brandon, MB R7A 2X1 
Ph: 1-877-WESTOBA

GLENBORO 
106 Broadway 
Box 6 
Glenboro, MB  R0K 0X0 
Ph: 1-877-WESTOBA

SOURIS 
104 1st Street S. 
Box 126 
Souris, MB  R0K 2C0 
Ph: 1-877-WESTOBA

BRANDON, 34TH & 
VICTORIA 
3300 Victoria Avenue 
Brandon, MB  R7B 0N2 
Ph: 1-877-WESTOBA

KILLARNEY 
110 Finlay Street 
Box 1030 
Killarney, MB  R0K 1G0 
Ph: 1-877-WESTOBA

SWAN LAKE 
19 Lorne Avenue 
Box 125 
Swan Lake, MB  R0G 2S0 
Ph: 1-877-WESTOBA

BRANDON, 18TH & 
KIRKCALDY 
1711A Kirkcaldy Drive 
Brandon, MB  R7A 0B9 
Ph: 1-877-WESTOBA

LA RIVIERE 
503 Broadway 
Box 101 
La Riviere, MB  R0G 1A0 
Ph: 1-877-WESTOBA

THE PAS 
261 Fischer Avenue 
Box 1379 
The Pas, MB  R9A 1L3 
Ph: 1-877-WESTOBA

BRANDON, 
FINANCIAL SOLUTIONS 
220 10th Street, Unit B 
Brandon, MB  R7A 4E8 
Ph: 1-877- WESTOBA

NINETTE 
227 Queen Street N. 
Box 98 
Ninette, MB  R0K 1R0 
Ph: 1-877-WESTOBA

WINNIPEG, PEMBINA 
1890 Pembina Highway 
Winnipeg, MB  R3T 5L3 
Ph: 1-877-WESTOBA

CARBERRY 
47 Main Street 
Box 609 
Carberry, MB  R0K 0H0 
Ph: 1-877-WESTOBA

PILOT MOUND 
19 Railway Street S. 
Box 49 
Pilot Mound, MB  R0G 1P0 
Ph: 1-877-WESTOBA

WINNIPEG, PORTAGE 
3365 Portage Avenue 
Winnipeg, MB  R3K 0W9 
Ph: 1-877-WESTOBA

SERVICE AWARDS
25 YEARS

Olver, Jackie - Training Specialist

30 YEARS

Gibson, Brenda - Virtual Service Representative

Sutherland, Shelley - BI Report Analyst

Wilkins, Shawna - Financial Planner

35 YEARS

Delichte, Arlene - Lending Support Specialist III

40 YEARS

Lelond, Cheri - Executive Secretary to CEO

2020 Westoba calendar cover photo by Paul Eoo
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