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Passionate

We love the credit union and 
the impact it makes on the 
lives of its members. We go 
above and beyond to exceed 
our members’ and colleagues’ 
expectations. We are always 
working to improve our 
services and embrace new 
ideas and ways of working.

People-centric

People are at the heart of 
everything we do. Meeting  
our members’ needs is our 
top priority and we treat  
them as individuals. We  
invest in our team so they  
�F�D�Q���I�X�O�f�O���W�K�H�L�U���S�R�W�H�Q�W�L�D�O�� 
and provide exceptional 
service to our members.
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The Credit Union 
exists to improve the 
�ø���Š���§�Þ�Š�ö���2�µ�:�Þ�ö�Þ�µ���§�µ�� 
of those who serve  
and protect.

Our mission

Reliable Respectful

We are here for our members 
and committed to meeting 
their needs. We deliver on 
our promises and if we 
get something wrong, we 
apologise and put it right.

We appreciate our members 
and colleagues and value 
their service and the unique 
contributions they make to 
the credit union. We welcome  
and celebrate difference.

Our values

We recognise the important role our members play  
within society and the day-to-day challenges they  
face while protecting our nation.

We are passionate about helping our members prepare for  
�H�Ø�µ�Þ�2���ø���Š���§�Þ�Š�ö���Ï�P�H�P�2�µ���d���:�����H�Ø�µ�o���Š�2�µ���2�µ�Š�®�o���H�����2�µ�:�/�����®���H�����Š���o�� 
�ø���Š���§�Þ�Š�ö���§�Ø�Š�ö�ö�µ���Ð�µ�:���H�Ø�µ�o���Ï�Š�§�µ���H�Ø�2���P�Ð�Ø���P�H���H�Ø�µ�Þ�2���§�Š�2�µ�µ�2�:�I

Committed to the principles of people helping people, we  
are one family. Our members save in order to help their  
fellow members borrow.

We pride ourselves on being a responsible lender they turn  
�H�����Þ�����H�Þ�ÿ�µ�:�����Ï���ø���Š���§�Þ�Š�ö�����µ�µ�®���d���Š�ö�ö���i�Þ���Ð���H�Ø�µ�ÿ���H�����Ï���§�P�:�������� 
protecting the nation, to the very best of their ability.

Service 
excellence

Our combined values help us 
to strive for service excellence 
in every interaction with our 
members, ensuring we do all 
we can to meet their needs in 
the best way we can.
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�+�L�J�K�O�\���F�R�P�P�H�Q�G�H�G���f�Q�D�Q�F�L�D�O���H�G�X�F�D�W�L�R�Q��

The development of the credit union’s 
educational offering in recent years has been 
a real highlight. With the addition of six new 
�Z�H�E�L�Q�D�U���W�R�S�L�F�V���W�K�L�V���f�Q�D�Q�F�L�D�O���\�H�D�U�����Z�H���F�R�Q�W�L�Q�X�H��
to identify and deliver innovative support for 
�W�K�H���f�Q�D�Q�F�L�D�O���F�K�D�O�O�H�Q�J�H�V���R�X�U���P�H�P�E�H�U�V���I�D�F�H��

This work was acknowledged at this year’s 
�:�R�U�N�S�O�D�F�H���6�D�Y�L�Q�J�V���D�Q�G���%�H�Q�H�f�W�V���$�Z�D�U�G�V���D�V��
Serve and Protect were recognised as Highly 
Commended in the Financial Education 
Provider of the Year category, alongside  
�J�L�D�Q�W�V���R�I���W�K�H���f�Q�D�Q�F�H���L�Q�G�X�V�W�U�\�����7�K�L�V���U�H�F�R�J�Q�L�W�L�R�Q��
was an incredibly proud moment for the 
credit union, and I would like to thank 
our team who deliver this support to our 
members every day.

Enhancing member experiences.

As the world around us evolves, so do the 
expectations and requirements of our 
members. This year, we launched a new 
mobile app and back-end system with the 
aim of improving member experiences – 
providing an even more secure and reliable 
way to manage your credit union account. 
Our new mobile app provides opportunities 
for exciting and innovative new features, 
which we look forward to developing in the 
coming year.

I am also delighted to see the continued 
participation of our members with the credit 
�X�Q�L�R�Q�B�V���f�[�H�G���U�D�W�H���V�D�Y�L�Q�J�V���D�F�F�R�X�Q�W�V�����/�D�X�Q�F�K�L�Q�J��
these accounts has given members the 
�R�S�S�R�U�W�X�Q�L�W�\���W�R���V�H�F�X�U�H���D���J�X�D�U�D�Q�W�H�H�G�����f�[�H�G�� 
and competitive rate of interest at regular 
intervals throughout the calendar year, 
�K�H�O�S�L�Q�J���\�R�X���W�R���S�O�D�Q���\�R�X�U���I�X�W�X�U�H���f�Q�D�Q�F�H�V��
effectively. I look forward to seeing this 
engagement continue in 2026.

Giving back to the Serve and Protect 
community.

Credit unions offer something increasingly 
rare in today’s world – a sense of community 
�D�Q�G���E�H�O�R�Q�J�L�Q�J���I�R�U���P�X�W�X�D�O���E�H�Q�H�f�W�����2�X�U�� 
�I�R�F�X�V���R�Q���S�H�R�S�O�H���R�Y�H�U���S�U�R�f�W���K�D�V���F�U�H�D�W�H�G�� 
new ways to give back to the Serve and 
Protect community.

This year, Friends of Serve and Protect gave 
back over £64,000 to members and charities 
close to our members’ hearts. Through 
member participation in the Friends of Serve 
and Protect Lottery, our Community Fund has 
continued to support local initiatives directly 
�E�H�Q�H�f�W�W�L�Q�J���W�K�H���6�H�U�Y�H���D�Q�G���3�U�R�W�H�F�W���F�R�P�P�X�Q�L�W�\����
with our Hardship Fund providing vital funds 
to some of our most vulnerable members.

The reach of Friends of Serve and Protect 
continues to grow, and I would again like to 
thank members for their participation in the 
Lottery. We hope to see this growth continue 
�L�Q���W�K�H���Q�H�[�W���f�Q�D�Q�F�L�D�O���\�H�D�U��

Thank you to those who make these 
achievements possible every day.

I will close by extending a huge thank you 
to the Serve and Protect team for your 
dedication to service excellence, reliability, 
respect, passion and people-centricity 
in everything you do. It is this work and 
the positive attitude you each bring that 
has helped us create a culture that has 
been recognised with Great Place to Work 
�D�F�F�U�H�G�L�W�D�W�L�R�Q���I�R�U���W�K�H���f�I�W�K���F�R�Q�V�H�F�X�W�L�Y�H���\�H�D�U���?��
an achievement we are very proud of.

Finally, I’d like to give a special thanks to our 
fantastic Board of Directors. Your continued 
vision and direction ensure that everything 
the credit union does, it does for its members.

As Serve and Protect Credit Union continues 
to grow in size and impact, I am very proud 
that we continue to demonstrate the 
cooperative principles and values we were 
founded on. I hope you enjoy reading the 
highlights and key achievements of the  
credit union over the last 12 months.

Paul Norgrove ,  
CEO, Serve and Protect  
Credit Union

Message from our CEO

�„�P�2���Ý�Û�Ý�ß�O�Ý�à���ø���Š���§�Þ�Š�ö���o�µ�Š�2���Ø�Š�:���¦�µ�µ���������µ�����Ï���Ð�2���i�H�Ø�� 
and consolidation for Serve and Protect Credit Union.  
I would like to open by thanking our members for 
their ongoing support, without which we would not 
be able to serve so many new members and bring 
enhancements to our product and service offering  
at the rate we have in recent years.

We end the year on the verge of serving over 
55,000 members, proudly remaining one of 
the largest employer credit unions in Britain. 
I’d like to personally welcome every new 
member to our community and thank you  
for choosing Serve and Protect.

The individuals we serve dedicate their lives to 
helping others. Every day, you work tirelessly 
�D�Q�G���V�H�O�g�H�V�V�O�\���W�R���V�H�U�Y�H���D�Q�G���S�U�R�W�H�F�W���R�X�U���Q�D�W�L�R�Q����
For this, we are extremely grateful. As your 
credit union, we are honoured to play a small 
�U�R�O�H���L�Q���K�H�O�S�L�Q�J���\�R�X���W�R���Q�D�Y�L�J�D�W�H���\�R�X�U���f�Q�D�Q�F�L�D�O��
�M�R�X�U�Q�H�\���Z�L�W�K���F�R�Q�f�G�H�Q�F�H�����K�H�O�S�L�Q�J���\�R�X���W�R���I�R�F�X�V��
on the crucial work you undertake every day.

Our commitment to the armed forces 
community.

2025 marks 10 years since we were selected by 
the Ministry of Defence to provide credit union 
services to the armed forces, as part of the 
Joining Forces initiative. Today, we are proud to 
be the largest credit union available to service 
personnel, reservists, veterans and their families, 
serving over 16,000 military members.

Over the last decade, we have worked closely 
with units and regiments to develop a series 
of tailored educational sessions, which our 
team regularly deliver in-person and online. 
This education, combined with payroll-
deducted savings and access to responsible 
credit, has created a sustainable vehicle for 
members of the armed forces community to 
�F�R�Q�f�G�H�Q�W�O�\���P�D�Q�D�J�H���W�K�H�L�U���P�R�Q�H�\��

I was particularly pleased to see Serve and 
Protect mentioned in HM Treasury’s new 
Financial Inclusion Strategy this autumn for 
�R�X�U���F�R�Q�W�U�L�E�X�W�L�R�Q���W�R���L�P�S�U�R�Y�L�Q�J���W�K�H���f�Q�D�Q�F�L�D�O��
resilience of the armed forces.
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This period saw a considerable fall in UK 
economic growth, against the targets set 
by Government and the expectations of the 
Bank of England. This has led to continued 
cost-of-living pressures, on all businesses  
and households.

At Serve and Protect Credit Union we have 
worked hard to mitigate these costs to 
household budgets by continually reviewing 
our products and services, so that we 
continue to provide competitive rates for 
both borrowing and savings, within our 
�P�L�V�V�L�R�Q���W�R���L�P�S�U�R�Y�H���\�R�X�U���f�Q�D�Q�F�L�D�O���U�H�V�L�O�L�H�Q�F�H����
By maintaining our rates and not reacting  
�W�R���V�K�R�U�W���W�H�U�P���g�X�F�W�X�D�W�L�R�Q�V���Z�H���K�D�Y�H���R�I�I�H�U�H�G��
stable, competitive products that make  
your budgeting easier and sustainable.

We recognise that our membership is unique, 
�D�Q�G���E�\���K�H�O�S�L�Q�J���Z�L�W�K���\�R�X�U���f�Q�D�Q�F�L�D�O���S�O�D�Q�Q�L�Q�J����
�f�Q�D�Q�F�L�D�O���V�W�U�H�V�V���L�V���U�H�G�X�F�H�G�����D�O�O�R�Z�L�Q�J���\�R�X���W�R��
concentrate fully on work and relaxation. 
Both of which create a better environment 
for you, the members, to thrive in.

This year, along with our increased 
���P�ÿ�¦�µ�2�����Ï���ø�n�µ�®�g�2�Š�H�µ���/�2���®�P�§�H�:�D��
we again will announce a very 
competitive dividend. We can only 
do this by being alive to changes in 
�H�Ø�µ���ø���Š���§�Þ�Š�ö���ÿ�Š�2�ò�µ�H�:���Š���®���¦�o���Ï�P�ö�ö�o��
utilising our true mutuality. 

As a member, you own the credit union. 
This does not mean we should not be 
�F�R�P�P�H�U�F�L�D�O�����3�U�R�f�W���G�U�L�Y�H�V���W�K�H���E�X�V�L�Q�H�V�V�����1�R�W��
only is a high percentage given back to the 
members, but it also provides the means 
for us to grow the business and invest in 
new technology and people. Without this 
investment, we cannot grow, reduce costs 
through economies of scale and reward 
talented and dedicated employees.

We are excited about the future. A big  
thank you to the staff, volunteers and you,  
the members, for making this happen.

Thank you.

Nigel Rabbitts  
Chairman, Serve and Protect  
Credit Union  

“We recognise that our membership 
is unique, and by helping with your 
�ø���Š���§�Þ�Š�ö���/�ö�Š�����Þ���Ð�D���ø���Š���§�Þ�Š�ö���:�H�2�µ�:�:���Þ�:��
reduced, allowing you to concentrate 
�Ï�P�ö�ö�o���������i���2�ò���Š���®���2�µ�ö�Š�n�Š�H�Þ�����I��� ���H�Ø�����Ï��
which create a better environment  
for you, the members, to thrive in.”

Nigel Rabbitts

Chairman’s report

Again, it is an honour for me to present this year’s 
�������P�Š�ö���ª�µ�h�Þ�µ�i���Ï���2���H�Ø�µ���ø���Š���§�Þ�Š�ö���o�µ�Š�2���„�§�H���¦�µ�2���Ý�Û�Ý�ß�� 
to 30 September 2025.
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Over the past year, the broader economic 
�H�Q�Y�L�U�R�Q�P�H�Q�W���K�D�V���S�U�H�V�H�Q�W�H�G���V�L�J�Q�L�f�F�D�Q�W��
�F�K�D�O�O�H�Q�J�H�V�����2�Q�J�R�L�Q�J���L�Q�g�D�W�L�R�Q�D�U�\���S�U�H�V�V�X�U�H�V��
have increased household costs, while rates 
and global market uncertainty have affected 
�E�R�U�U�R�Z�L�Q�J���F�R�Q�G�L�W�L�R�Q�V���D�F�U�R�V�V���W�K�H���f�Q�D�Q�F�L�D�O��
sector. At the same time, slower economic 
growth and continued pressure on public 
services have created further strain for many 
of our members. Despite these external 
factors, Serve and Protect Credit Union has 
remained resilient. 

�7�K�U�R�X�J�K���S�U�X�G�H�Q�W���f�Q�D�Q�F�L�D�O���P�D�Q�D�J�H�P�H�Q�W����
responsible lending and a strong focus 
on member support, the credit union has 
maintained stability and positioned ourselves 
strongly ahead of 2026.

Financial statements 

This year saw a notable increase in member 
�F�R�Q�f�G�H�Q�F�H�����U�H�g�H�F�W�H�G���L�Q���D�������������X�S�O�L�I�W���L�Q���V�D�Y�L�Q�J�V�� 
held within the credit union, exceeding over 
£100.5m. At a time when many households 
continue to navigate rising costs this uplift 
demonstrates the continued trust our 
members place in us as a safe and secure 
credit union. 

Our latest Fixed Saver product designed to 
create certainty on return continued to grow 
and gain traction this year along with our 
Cash ISA and together generated £887k in 
interest returned to our members this year 
(2024: £583k).

�7�R�W�D�O���D�V�V�H�W�V���J�U�H�Z���E�\�������������W�K�L�V���\�H�D�U���U�H�D�F�K�L�Q�J��
�e�����������P���V�X�S�S�R�U�W�H�G���E�\���D���U�H�V�S�R�Q�V�L�E�O�H���L�Q�F�U�H�D�V�H��
in our loan portfolio.

�,�Q�F�R�P�H���I�R�U�������������������U�R�V�H���E�\���������������I�X�H�O�O�H�G��
mainly by the steady demand for our fair 
and affordable loans, this year we supported 
members by issuing over £44.7m in loans 
assisting with consolidation of debts, 
home improvements, car purchases and 
much more. Through our vigilant treasury 
management, we were able to generate 
just under £700k in bank interest which 
contributed to our total income. 

�(�[�S�H�Q�G�L�W�X�U�H���U�R�V�H���E�\�������������R�Q���W�K�H���S�U�H�Y�L�R�X�V���\�H�D�U��
�W�R���e���������P�����Z�L�W�K���D�U�H�D�V���V�X�F�K���D�V���P�D�U�N�H�W�L�Q�J���D�Q�G��
computer costs increasing due to the new 
developments such as the new mobile app 
which will continue to be improved providing a 
better member experience into the new year.

Employment costs were lower than the 
previous year despite our uplift in membership. 

Our operating surplus for the year ending 
September 2025 exceeded £4m, an uplift of 
���������R�Q���W�K�H���S�U�H�Y�L�R�X�V���\�H�D�U����

�$�V���Z�H���U�H�g�H�F�W���R�Q���D�Q�R�W�K�H�U���\�H�D�U���R�I���S�U�R�J�U�H�V�V�����Z�H��
are pleased to report that the credit union 
remains in a strong position. This strength is 
�Q�R�W���M�X�V�W���U�H�g�H�F�W�H�G���L�Q���W�K�H���Q�X�P�E�H�U�V�����L�W���L�V���E�X�L�O�W��
on the trust and support of our members and 
the dedication and hard work of our staff.

Auditors

We would like to commend our auditors, 
Xeinadin Group (Hallidays), not only for the 
support in preparing the accounts and their 
professionalism throughout the audit but 
also for their continuous support throughout 
the year.

Summary 

Following review of our 2025 performance 
and audited Financial Statements, the Board 
of Directors are pleased to recommend a 
dividend on all savings accounts for the year 
ended 30 September 2025 as follows: 

• Regular Saver 3.5% 

• Flexi Saver 3.5% 

• Junior Saver 4.5% 

Our proposed dividend will result in a return 
in excess of £2.5m back to you, our members. 

We want to sincerely thank all of our members 
for choosing to save, borrow and grow with us, 
�D�Q�G���I�R�U���W�K�H���F�R�Q�f�G�H�Q�F�H���\�R�X���S�O�D�F�H���L�Q���W�K�H���F�U�H�G�L�W��
union every day. With a strong asset base, a 
growing portfolio and careful management 
of income and expenditure, the credit union 
remains resilient and sustainable, ready 
to continue providing reliable, secure and 
member-focused services for those who  
serve our nation. 

Amy Shippley ,  
Finance and Operations Manager, 
Serve and Protect Credit Union

Amy Shippley

Finance report

�r�À�Ø�2���P�Ð�Ø���P�H���H�Ø�µ���ö�Š�H�µ�:�H���ø���Š���§�Þ�Š�ö���o�µ�Š�2�����P�2��
credit union has shown dedication and 
commitment to supporting our members, 
�ø���Š���§�Þ�Š�ö���i�µ�ö�ö�¦�µ�Þ���Ð�I���À�Ø�Þ�:���o�µ�Š�2�D���i�µ���Ø�Š�h�µ��
continued to strengthen the foundations of  
our cooperative, ensuring that our products,  
�:�µ�2�h�Þ�§�µ�:���Š���®���ø���Š���§�Þ�Š�ö���/�µ�2�Ï���2�ÿ�Š���§�µ���2�µ�ù�µ�§�H��
the values and needs of the people who 
serve our nation.”
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Year in review How we performed as a credit union   
�Þ�������P�2���Ý�Û�Ý�ß�O�Ý�à���ø���Š���§�Þ�Š�ö���o�µ�Š�2

Total savings deposits received

Helping 
members  
save 

£63.3m
Return to members including  
interest-bearing accounts

Savings  
return

£3.3m

Total loans issued for debt 
consolidation

Consolidating 
existing debt

£15.9m
Growth in loan book to £87.9m  
(from £82.6m)

Supporting  
our members

6.4%  

Service and Product rating by 
members on Feefo

Delivering 
service 
excellence

4.9/5  
Average Google review rating

Sharing  
our impact

4.9/5  

Agreed we make it easy to borrow 
(Annual Member Survey 2025)

Agreed we make it easy to save  
(Annual Member Survey 2025)

Making it easy 
to borrow

Making  
saving easy

81% 89%  

�6�D�L�G���W�K�H�\���Z�H�U�H���V�D�W�L�V�f�H�G���Z�L�W�K���6�H�U�Y�H�� 
and Protect (Annual Member Survey 2025)

Thousands 
�R�I���V�D�W�L�V�f�H�G��
members

92%   
Calls answered by our team

Thousands  
of calls 
answered

43,826
Thanks to member Feefo reviews 
�G�X�U�L�Q�J�������������������f�Q�D�Q�F�L�D�O���\�H�D�U

Trees  
Planted

473 trees  
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Key achievements

Accreditations:

April 2025
Launched Recite Me 
Accessibility Toolbar

July 2025
Launched the latest of 
6 new webinar topics 
�W�K�L�V���f�Q�D�Q�F�L�D�O���\�H�D�U

Sept 2025
Over 470 trees  
planted thanks to 
reviews received  
from members

January 2025
Awarded Feefo 
Platinum Trusted 
Service Award for  
4th consecutive year

Sept 2025
Highly Commended 
in Financial Education 
Provider of the Year 
category at WSB 
Awards

Let’s take a look at what  
we achieved throughout  
���P�2���Ý�Û�Ý�ß�O�Ý�à���ø���Š���§�Þ�Š�ö���o�µ�Š�2�I
�7�K�L�V���\�H�D�U�����R�X�U���F�R�P�P�L�W�P�H�Q�W���W�R���\�R�X�U���f�Q�D�Q�F�L�D�O���Z�H�O�O�E�H�L�Q�J���Z�D�V���U�H�F�R�J�Q�L�V�H�G���I�R�U���W�K�H��
fourth consecutive year with the Feefo Platinum Trusted Service Award. We made 
our support even more accessible through the Recite Me toolbar and earned 
accreditations with the Consumer Duty Alliance, Good Business Charter, and Money 
& Pensions Service Savings Charter, underscoring our dedication to our mission.

�3�U�R�Y�L�G�L�Q�J���D�F�F�H�V�V���W�R���T�X�D�O�L�W�\���f�Q�D�Q�F�L�D�O���H�G�X�F�D�W�L�R�Q���U�H�P�D�L�Q�H�G���D���W�R�S���S�U�L�R�U�L�W�\�����D�V���Z�H���O�D�X�Q�F�K�H�G��
six new webinar topics and were Highly Commended in the Workplace Savings and 
�%�H�Q�H�f�W�V���$�Z�D�U�G�V���L�Q���W�K�H���)�L�Q�D�Q�F�L�D�O���(�G�X�F�D�W�L�R�Q���3�U�R�Y�L�G�H�U���R�I���W�K�H���<�H�D�U���F�D�W�H�J�R�U�\��

We are also grateful for the contributions of our community. Our members’ reviews 
led to the planting of over 470 trees through the Treefo initiative, highlighting the 
positive impact of small actions.
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10 years serving the military

2025 marks 10 years of serving the armed forces 
community, after being selected by the Ministry  
of Defence in 2015 to support service personnel,  
reservists, veterans and their families.

We are honoured to have become the largest credit union  
available to the military, serving over 16,000 members across 
the armed forces community.

By making saving effortless through payroll deduction and 
offering fair, transparent loans, we’ve helped members build 
�f�Q�D�Q�F�L�D�O���V�H�F�X�U�L�W�\���D�Q�G���U�H�G�X�F�H���U�H�O�L�D�Q�F�H���R�Q���K�L�J�K���F�R�V�W���F�U�H�G�L�W��

Our community initiatives, funded through Friends of Serve and 
Protect, have also made a difference. We supported the Defence 
Perinatal Festival 2025, an annual event helping Defence 
women through the challenging pre- and post-natal journeys. 
We also fostered camaraderie by sponsoring the Navy Field 
Gun and British Army Taekwondo teams and helped improve 
welfare houses at RAF Brize Norton to enhance daily life.

Our work in supporting the 
�f�Q�D�Q�F�L�D�O���U�H�V�L�O�L�H�Q�F�H���R�I���W�K�H�� 
armed forces family through 
payroll savings was even 
recognised in the  
Government’s new  
Financial Inclusion  
Strategy this November.

By listening to the armed forces community, 
working with units and regiments, and 
surveying our members, we began to 
�X�Q�G�H�U�V�W�D�Q�G���W�K�H���f�Q�D�Q�F�L�D�O���S�U�H�V�V�X�U�H�V���W�K�H�\��
face. From this we developed a series of 
�f�Q�D�Q�F�L�D�O���H�G�X�F�D�W�L�R�Q�����G�H�O�L�Y�H�U�H�G���D�W���P�L�O�L�W�D�U�\��
establishments. 

In 2025 alone, we’ve conducted over 50  
in-person sessions, covering essential topics 
like budgeting, credit management and 
planning for life events. By equipping service 
personnel with practical tools and knowledge, 
�Z�H���K�H�O�S���E�X�L�O�G���O�R�Q�J���W�H�U�P���f�Q�D�Q�F�L�D�O���U�H�V�L�O�L�H�Q�F�H��
for the armed forces community.

Over £7m  
in savings

Over £46m  
in affordable 

loans

16,424  
military 

members

“I’m not disciplined when it 
comes to saving. The credit 
union helped me in a major 
way. It comes directly out of 
my salary at the end of the 
month, so I don’t realise it’s 
out of my pay.” 

Sheldon , British Army

Click to watch

Sheldon’s Story

We are proud to play our part as 
signatories to the Armed Forces 
Covenant  and Gold Award  holders of 
the Employer Recognition Scheme .

We quickly learned that �H�2�P�µ���ø���Š���§�Þ�Š�ö���:�P�/�/���2�H���Ð���µ�:��
beyond products and services . 

Annual Review 2024/25serveandprotectcu.co.uk 1514

https://sandpcu.co.uk/4pnV7zK
http://www.serveandprotectcu.co.uk


Financial Resilience Report

�„�P�2���:�Þ�n�H�Ø���Š�����P�Š�ö���I�Þ���Š���§�Þ�Š�ö���ª�µ�:�Þ�ö�Þ�µ���§�µ���ª�µ�/���2�H���µ�n�/�ö���2�µ�:��
�:���ÿ�µ�����Ï���H�Ø�µ���P���Þ�1�P�µ���ø���Š���§�Þ�Š�ö���§�Ø�Š�ö�ö�µ���Ð�µ�:���Ï�Š�§�µ�®���¦�o�����P�2��
members. Its aim is to help employers understand 
these challenges and develop tailored solutions to 
support their colleagues. 

Financial Resilience  
Report 2025

serveandprotectcu.co.uk

�I���2���/�µ���/�ö�µ�I���y���H���/�2���ø�H�I

Financial resilience  is the ability of an individual or 
�K�R�X�V�H�K�R�O�G���W�R���R�Y�H�U�F�R�P�H���f�Q�D�Q�F�L�D�O�O�\���V�W�U�H�V�V�I�X�O���H�Y�H�Q�W�V�����$���O�D�F�N��
�R�I���f�Q�D�Q�F�L�D�O���U�H�V�L�O�L�H�Q�F�H���F�D�Q���T�X�L�F�N�O�\���V�Q�R�Z�E�D�O�O���L�Q�W�R���f�Q�D�Q�F�L�D�O��
vulnerability, as explained on page 3 of the report.

�$�V���D���F�U�H�G�L�W���X�Q�L�R�Q�����R�X�U���P�L�V�V�L�R�Q���L�V���W�R���L�P�S�U�R�Y�H���W�K�H���f�Q�D�Q�F�L�D�O��
resilience of our members, safeguarding them against 
�f�Q�D�Q�F�L�D�O���Y�X�O�Q�H�U�D�E�L�O�L�W�\��

Read the full report to understand how public sector workers 
�F�D�Q���E�H�F�R�P�H���f�Q�D�Q�F�L�D�O�O�\���Y�X�O�Q�H�U�D�E�O�H���D�Q�G���W�K�H���G�H�Y�D�V�W�D�W�L�Q�J��
impact this can have on organisations and the public. 

Click here

of respondents could not 
�§���/�µ���ø���Š���§�Þ�Š�ö�ö�o with a 

change in circumstances.

of respondents are reliant 
on overtime to meet their 

�f�Q�D�Q�F�L�D�O���Q�H�H�G�V��

of respondents have been 
�®�µ���Þ�µ�®���Š���ø���Š���§�Þ�Š�ö���:�µ�2�h�Þ�§�µ��

in the past.

As a proud member of the Financial Vulnerability Charter , 
we hope this report helps educate organisations on the 
�L�P�S�R�U�W�D�Q�F�H���R�I���D�G�G�U�H�V�V�L�Q�J���f�Q�D�Q�F�L�D�O���Y�X�O�Q�H�U�D�E�L�O�L�W�\���W�R���E�X�L�O�G��
healthier and more resilient workforces. 

47 22 24% % %

�À�Ø�µ���Þ�ÿ�/�Š�§�H�����Ï���ø���Š���§�Þ�Š�ö���h�P�ö���µ�2�Š�¦�Þ�ö�Þ�H�o
�à�Ø�µ�������2�Ð�Š���Þ�:�Š�H�Þ�����:���Ï�Š�Þ�ö���H�����Š�®�®�2�µ�:�:���ø���Š���§�Þ�Š�ö���h�P�ö���µ�2�Š�¦�Þ�ö�Þ�H�o�D�� 
�H�Ø�µ���§�����:�µ�1�P�µ���§�µ�:���§�Š�����¦�µ���:�Þ�Ð���Þ�ø�§�Š���H�I

Talk to our team

Get in touch to discover how Serve and Protect can help 
�\�R�X���W�R���L�P�S�U�R�Y�H���f�Q�D�Q�F�L�D�O���U�H�V�L�O�L�H�Q�F�H���Z�L�W�K�L�Q���\�R�X�U���Z�R�U�N�S�O�D�F�H��

Click here

Reduced 
performance

Health  
issues

Risk of ethical 
breaches

Strain on 
relationships

�(�P�S�O�R�\�H�H�V���L�Q���f�Q�D�Q�F�L�D�O�O�\���Y�X�O�Q�H�U�D�E�O�H��
circumstances may be more tempted to 
engage in unethical behaviour, such as 
fraud or theft, to alleviate problems.

Financial issues can impact workplace 
morale and relationships, reducing the 
�H�I�f�F�L�H�Q�F�\���D�Q�G���S�H�U�I�R�U�P�D�Q�F�H���R�I���W�H�D�P�V��

Financial stress can lead to distraction, 
�H�U�U�R�U�V���D�Q�G���G�H�F�U�H�D�V�H�G���H�I�f�F�L�H�Q�F�\���?��
damaging service delivery and  
public trust.

Financial stress contributes to  
anxiety, depression and physical  
health problems.
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Financial education

In 2018, we launched our Financial Resilience 
�§�2���Ð�2�Š�ÿ�ÿ�µ���Š�:���Š���H�����ö���H�����¦�2�Þ���Ð���ø���Š���§�Þ�Š�ö���µ�®�P�§�Š�H�Þ������
to our membership. Since then, we have reached 
tens of thousands of public sector employees and 
�§�����H�Þ���P�µ���H�����µ�h���ö�h�µ�����P�2�����Ï�Ï�µ�2�Þ���Ð���¦�Š�:�µ�®���������ø���®�Þ���Ð�:��
from our annual Financial Resilience Reports.

“The team at Serve and Protect provide 
�Ð�2�µ�Š�H���ø���Š���§�Þ�Š�ö���µ�®�P�§�Š�H�Þ�������Š���®���:�P�/�/���2�H��
through a wide range of products and 
services tailored to our organisation’s 
needs. MDP are proud to be part of this 
�Š�ö�ö�Þ�Š���§�µ�D�����P�2�����Ï�ø�§�µ�2�:���æ���:�H�Š�Ï�Ï�u�:���ø���Š���§�Þ�Š�ö��
needs are in good hands.” 

Claire Batt MBE  
Force Wellbeing Lead,  
Ministry of Defence Police

Podcast episodes

The Smile and Save Podcast welcomed 
�µ�n�/�µ�2�H�:���������Š���2�Š���Ð�µ�����Ï���H���/�Þ�§�:���H�Ø�Þ�:���o�µ�Š�2�I�� 
�à�µ���µ�n�/�ö���2�µ�®���H�Ø�µ���ö�Þ���ò���¦�µ�H�i�µ�µ�����ÿ�����µ�o�� 
and mindfulness, the danger of loan 

sharks, starting conversations about problem  
debt and the stigma surrounding gambling.Webinars

This year we introduced 6 new webinars, covering a range 
of topics. These include eco-friendly ways to save, dedicated 
sessions on mortgages, wills and lasting power of attorney, 
and even collaborative sessions with organisations such as 
GamCare and Stop Loan Sharks.

Highly Commended

This year, we were recognised for our work and were 
Highly Commended  in the Financial Education 
Provider of the Year category  at the Workplace Savings 
�D�Q�G���%�H�Q�H�f�W�V���$�Z�D�U�G�V������������

�$�V���D���F�U�H�G�L�W���X�Q�L�R�Q�����Z�H���E�H�O�L�H�Y�H���f�Q�D�Q�F�L�D�O���H�G�X�F�D�W�L�R�Q���V�K�R�X�O�G��
be accessible to all. Our in-person and online inputs 
�S�U�R�Y�L�G�H���V�X�S�S�R�U�W���I�R�U���W�K�H���X�Q�L�T�X�H���f�Q�D�Q�F�L�D�O���F�K�D�O�O�H�Q�J�H�V���R�X�U��
members face as a result of their roles, and we are proud 
of our role in doing so.

�$�F�F�H�V�V���R�X�U���I�X�O�O���U�D�Q�J�H���R�I���K�L�J�K�O�\���F�R�P�P�H�Q�G�H�G���f�Q�D�Q�F�L�D�O��
education by scanning the QR code below.

Click here

Click here

Click here
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Recite Me toolbar

In April 2025, we launched the Recite Me website 
accessibility toolbar to provide an inclusive online 
�µ�n�/�µ�2�Þ�µ���§�µ���Ï���2�����P�2���ÿ�µ�ÿ�¦�µ�2�:�D���Ø�µ�ö�/�Þ���Ð���H�Ø�µ�ÿ���H�����Š�§�§�µ�:�:��
website content without barriers. 

We recognise that every member is unique and has unique 
requirements. Launching the toolbar is an important step in 
providing a tailored service, helping members to receive the 
support they need in a way which suits them.

Key functions:

• Translation  – Members can easily translate website content 
into over 100 languages.

• Customisation  – Website content such as font size, spacing, 
and colour scheme can be customised to meet members’ 
needs.

• Screen-reading – The toolbar includes a built-in screen 
reader to support members with visual impairments.

• Tools  – Members can access supportive tools such as a ruler, 
�V�F�U�H�H�Q���P�D�V�N�����P�D�J�Q�L�f�H�U���D�Q�G���P�X�F�K���P�R�U�H��

This is made possible through Recite Me, who are responsible 
�I�R�U���L�P�S�U�R�Y�L�Q�J���W�K�H���D�F�F�H�V�V�L�E�L�O�L�W�\���R�I���R�Y�H�U���������������Z�H�E�V�L�W�H�V����
Implementing the toolbar is just one way for businesses to 
�V�X�S�S�R�U�W���R�Y�H�U�����������R�I���W�K�H���8�.���S�R�S�X�O�D�W�L�R�Q���Z�K�R���P�D�\���H�Q�F�R�X�Q�W�H�U��
barriers using digital services.

Click here

of people in the UK  
don’t speak English   
�D�V���W�K�H�L�U���f�U�V�W���O�D�Q�J�X�D�J�H��

of the UK population have 
�ö�µ�Š�2���Þ���Ð���®�Þ�Ï�ø�§�P�ö�H�Þ�µ�:�I

Two million  
people in the UK have a 

visual impairment.

10 15% %

New mobile app

Our new mobile app has arrived, offering members a 
more secure and reliable way to manage their money  
on the move.

Offering quick and secure access through 
Face ID, seamless transactions and a modern 
interface, now is the perfect time to download 
our new mobile app. Follow the steps below 
to easily transition to our new app

1. Delete old 
mobile app

2. Download 
new mobile app

3. Re-register 
new app

Click here

Our old mobile app will  
soon be phased out. If you 
still have it, please delete it

Download our new app  
from the App Store or 

Google Play by searching 
‘Serve and Protect CU (New)’

Re-register in our  
new app using your 

member details

�j�µ�o���¦�µ���µ�ø�H�:�C

Access your account 
instantly and securely  
with Face ID.

Enjoy a clean, modern 
interface built for effortless 
banking.

Check your balance at 
a glance and withdraw 
money with ease.

Deposit directly from your 
current bank account into 
your credit union account.
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Engaging our staff

�À�Ø�Þ�:���o�µ�Š�2�D���i�µ���i�µ�2�µ���®�µ�ö�Þ�Ð�Ø�H�µ�®���H�����Ø���:�H�����P�2���ø�2�:�H���µ�h�µ�2��
internal staff conference. The day was dedicated  
to developing our team, boosting morale and 
celebrating their fantastic work.

�)�R�U���W�K�H���f�U�V�W���W�L�P�H�����R�X�U���W�H�D�P���F�D�P�H���W�R�J�H�W�K�H�U���Z�L�W�K���J�X�H�V�W���V�S�H�D�N�H�U�V���I�U�R�P���Y�D�U�L�R�X�V��
industries for a full day dedicated to learning, growth and connection. We explored 
important topics like mindfulness, assertiveness, loan shark awareness, adapting 
to change and the role of cooperatives, with the aim of supporting personal 
development and inspiring even better service for our members. 

NHS case studies

�à�µ���µ�n�/�Š���®�µ�®�����P�2���ø�µ�ö�®�����Ï���ÿ�µ�ÿ�¦�µ�2�:�Ø�Þ�/���H�����H�Ø�µ���y�R�²���Š���®��
private healthcare services in 2020. Since then, we have 
�ÿ�Š�®�µ���:�Þ�Ð���Þ�ø�§�Š���H���/�2���Ð�2�µ�:�:���Þ�����¦�P�Þ�ö�®�Þ���Ð���H�Ø�µ���ø���Š���§�Þ�Š�ö��
resilience of our key workers.

�À�2�Š���:�Ï���2�ÿ�Þ���Ð���i���2�ò�/�ö�Š�§�µ���ø���Š���§�Þ�Š�ö���2�µ�:�Þ�ö�Þ�µ���§�µ

�²�Š�Ï�µ�Ð�P�Š�2�®�Þ���Ð���Š�Ð�Š�Þ���:�H���ø���Š���§�Þ�Š�ö���h�P�ö���µ�2�Š�¦�Þ�ö�Þ�H�o

Watch

Watch

Christmas Club
County Durham and Darlington NHS Foundation Trust were 
managing a Christmas Club to help employees save for the 
festive period. The Trust partnered with Serve and Protect to 
offer a secure and convenient way to save.

South Tyneside and Sunderland NHS 
�)�R�X�Q�G�D�W�L�R�Q���7�U�X�V�W�����6�7�6�)�7�����Z�H�U�H���W�K�H���f�U�V�W��
NHS Trust we partnered with back 
in 2022. Hear from the Trust about 
how we helped to improve workplace 
�f�Q�D�Q�F�L�D�O���U�H�V�L�O�L�H�Q�F�H���W�K�U�R�X�J�K���H�G�X�F�D�W�L�R�Q��
and payroll-deducted savings. 

Before launching with Serve and 
Protect, Tees, Esk and Wear Valleys 
NHS Foundation Trust (TEWV) 
were experiencing challenges with 
�H�P�S�O�R�\�H�H���f�Q�D�Q�F�L�D�O���Y�X�O�Q�H�U�D�E�L�O�L�W�\�� 
as a result of the cost-of-living crisis.  
Hear how Serve and Protect made  
a difference. 

“Having Serve and Protect as part of our Trust wellbeing 
offer safeguards against stresses and ultimately leads 
to better patient outcomes.”
Jake Higgins , Senior Inclusion Advisor, STSFT

“I found the Shark Tales session eye-opening. Before I went in, I 
had a basic knowledge of loan sharks. I became more aware of their 
depravity by the end of the session, especially as there were videos of 
true stories from loan shark victims and investigators interspersed in 
the presentation.”

“The sessions I chose to attend 
were excellently facilitated, 
interesting and informative. ”

“I enjoyed learning about how 
mental health affects people   
and how it manifests.”
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Serve and Protect is owned by  
and run for our members. 

Our Board of Directors are elected by 
the membership. They are responsible 
for the strategic direction of the credit 
union and ensuring it is run in the 
best interests of the members.

Mark recently retired as a police 
sergeant with over 28 years’ service. 
Throughout his career he has served 
on response, roads policing, in force 
control rooms, armed response and  
various secondments to special branch.

In late 2003 Mark was seconded to  
the Foreign and Commonwealth 
�2�I�f�F�H���D�Q�G���V�H�U�Y�H�G���������P�R�Q�W�K�V���D�V���D��
police trainer and course developer  
in southern Iraq.

For the last eight years he was a  
�I�X�O�O���W�L�P�H���3�R�O�L�F�H���)�H�G�H�U�D�W�L�R�Q���R�I�f�F�L�D�O����
where he obtained invaluable skills 
which now assist his role with the 
credit union.

Mark initially became a Credit  
Union Supervisor in 2012 and later  
a Board member in 2016. He is  
now Company Secretary.

Nigel was born in Brixham, Devon, 
and educated in Torbay followed by 
London University and Plymouth 
University, with a BA(Hons) in Business 
/ Organisational Change. He served in 
the Army for nine years seeing active 
service in the Middle East, the Far East 
and Africa. On leaving the Army he 
�V�H�U�Y�H�G���D�V���D���S�R�O�L�F�H���R�I�f�F�H�U���I�R�U���������\�H�D�U�V����

�,�Q�������������Z�K�L�O�H���K�H�D�Y�L�O�\���L�Q�Y�R�O�Y�H�G���Z�L�W�K��
the Police Federation, he became 
acutely aware of the correlation 
�E�H�W�Z�H�H�Q���f�Q�D�Q�F�L�D�O���U�H�V�L�O�L�H�Q�F�H���D�Q�G���W�K�H��
�H�I�I�H�F�W���W�K�L�V���K�D�G���R�Q���S�R�O�L�F�H���R�I�f�F�H�U�V���L�Q��
their day-to-day operational lives. 

In 2016 he was elected Chairman 
of the Board of Directors. He is a 
keen advocate of innovation in the 
�Q�R�W���I�R�U���S�U�R�f�W���f�Q�D�Q�F�L�D�O���V�S�D�F�H���D�Q�G��
championing young professionals 
in the credit union sector. He has 
led the Board through considerable 
change and remains focused on 
the strategic aims of delivering 
�H�I�f�F�L�H�Q�F�\�����L�Q�Q�R�Y�D�W�L�R�Q���D�Q�G���J�U�R�Z�W�K���L�Q��
the organisation in order to provide 
�f�Q�D�Q�F�L�D�O���U�H�V�L�O�L�H�Q�F�H���I�R�U���D�O�O���P�H�P�E�H�U�V��

Mel joined Hampshire Constabulary 
�L�Q�������������D�Q�G���E�H�F�D�P�H���D���G�H�W�H�F�W�L�Y�H���L�Q��
�������������Z�R�U�N�L�Q�J���L�Q���W�K�H���P�D�L�Q���&�,�'���R�I�f�F�H����
She transferred to Surrey Police at the 
end of 2002 where she has continued 
working as a detective in many 
areas including safeguarding teams, 
neighbourhood and CID.

Mel became a Fed rep in 2014 to 
further help her colleagues who 
already looked at her for support 
owing to her experience. In 2016 
Mel became Chair of Surrey Police 
Federation. She has represented and 
supported many of her colleagues 
through misconduct investigations  
�D�V���Z�H�O�O���D�V���K�L�J�K���S�U�R�f�O�H���L�Q�T�X�H�V�W�V��

Mel was elected onto the National 
Board in 2022, holding the national 
Detective portfolio, as well as leading 
on Conduct & Performance. In 2025, 
Mel was re-elected onto the National 
Board and now holds the position of 
Deputy National Secretary.

While Chair of Surrey Police Federation,  
Mel began working with Serve and 
Protect. She recognised that the credit 
union could offer great support and 
a range of services to the Federation’s 
members and worked to ensure the 
advice and products were available to all.

In December 2022 Mel became a 
Director on the Board of Serve & Protect.

Mark Richardson  
Secretary

Nigel Rabbitts  
Chairman

Melanie Warnes   
Vice Chair
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Meet the Board  Continued

Craig has had a civil service career  
for 25 years leading the delivery of 
digital services to the military user,  
and technology-enabled business 
change in the Ministry of Defence.  
�$�V���D���T�X�D�O�L�f�H�G���S�U�R�M�H�F�W���P�D�Q�D�J�H�U���K�H���D�O�V�R��
supports through the Infrastructure 
and Projects Authority, reviews of large 
government programmes. Alongside 
this he has held voluntary leadership 
roles in sports coaching with both 
community clubs and as a national 
governing body volunteer. He also 
serves as an Army Reservist within 
the UK; he has enjoyed overseas 
deployments, most recently as part  
of the UKs response to Ebola in Africa. 

Craig has an interest in maintaining 
�D�F�F�H�V�V���W�R���f�Q�D�Q�F�L�D�O���V�H�U�Y�L�F�H�V���L�Q���D���G�L�J�L�W�D�O��
economy. He holds an MA in Defence 
Studies (2010) from King’s College 
London, and a Diploma in Strategic 
Management and Leadership

Peter joined Liverpool and Bootle 
�3�R�O�L�F�H���L�Q���0�D�\�������������K�D�Y�L�Q�J���E�H�H�Q���D��
Police Cadet. Having transferred 
to Merseyside Police and CID in 
�$�S�U�L�O�������������K�H���Z�R�U�N�H�G���L�Q���Y�D�U�L�R�X�V��
�G�H�S�D�U�W�P�H�Q�W�V���X�Q�W�L�O���0�D�\���������������Z�K�H�Q��
he was elected full-time Deputy 
Secretary and later Branch Secretary 
Merseyside Police Federation.

Merseyside Police Credit Union was 
�V�W�D�U�W�H�G���L�Q���������������Z�L�W�K���3�H�W�H�U���V�H�U�Y�L�Q�J��
as Chairman throughout. He was 
involved as a member of the Shadow 
Board that worked throughout 2002/3 
to examine the feasibility of a merger, 
which was approved and saw the 
birth of Police Credit Union.

Peter was Vice Chair on launch and 
in 2007 became Chair, holding the 
position for 10 years.

Mayamiko Mtika is a serving member 
of the British Armed Forces in the 
Royal Engineers. He previously 
worked as a university administrator 
and academic with over 10 years’ 
experience in teaching and as a 
research consultant. Mayamiko is a 
seasoned professional with a rich 
tapestry of experience, from guiding 
students as a lecturer to steering  
the academic ship as a university 
registrar. Now, poised to contribute 
valuable insights as a prospective 
member of a credit union’s Board  
of Directors, bringing a unique  
blend of educational expertise  
�D�Q�G���D�G�P�L�Q�L�V�W�U�D�W�L�Y�H���f�Q�H�V�V�H���W�R���W�K�H��
�f�Q�D�Q�F�L�D�O���U�H�D�O�P��

He holds a Masters in Business 
Administration (MBA), a Bachelors 
degree in Education Science (BEd) 
with a bias towards Physics and 
�0�D�W�K�H�P�D�W�L�F�V�����D���&�H�U�W�L�f�F�D�W�H���D�Q�G���D��
Diploma in Electrical and Electronics 
Engineering from City and Guilds, 
�&�H�U�W�L�f�F�D�W�H���L�Q���&�R�P�S�X�W�H�U���+�D�U�G�Z�D�U�H�����D��
�F�H�U�f�F�D�W�H���L�Q���3�U�L�Q�F�L�S�O�H�V���R�I���/�H�D�G�H�U�V�K�L�S��
from Royal Artillery Centre for 
Personal Development (RACPD) and a 
Military Engineering (Electrician) Class 
�����F�H�U�W�L�f�F�D�W�H���I�U�R�P���W�K�H���5�R�\�D�O���6�F�K�R�R�O���R�I��
Military Engineering.

�0�R�V�H�V���L�V���D���V�H�D�V�R�Q�H�G���f�Q�D�Q�F�H���D�Q�G��
administration professional with  
over 22 years of experience spanning 
both military and civilian sectors.  
Prior to his military service, he held 
�U�R�O�H�V���L�Q���D�F�F�R�X�Q�W�L�Q�J���D�Q�G���f�Q�D�Q�F�H��
through contracts with leading 
�U�H�F�U�X�L�W�P�H�Q�W���f�U�P�V���L�Q�F�O�X�G�L�Q�J�� 
Michael Page International and 
Robert Half International. 

He holds a BA (Hons) in Combined 
Studies in Business from Birmingham 
City University, and professional 
�T�X�D�O�L�f�F�D�W�L�R�Q�V���I�U�R�P���W�K�H���/�R�Q�G�R�Q��
Institute of Banking and Finance. 
Moses is a Member of the Chartered 
Management Institute (MCMI) 
and a Member of the London 
Institute of Banking and Finance 
���0�/�,�%�)�������U�H�g�H�F�W�L�Q�J���K�L�V���F�R�P�P�L�W�P�H�Q�W��
to professional excellence and 
continuous development in the 
�f�Q�D�Q�F�L�D�O���V�H�U�Y�L�F�H�V���L�Q�G�X�V�W�U�\��

Andy has a long history with credit 
unions, having previously served on 
the board of the National Fire Savers 
Credit Union for over 25 years. He led 
the Fire Savers through the strategic 
merger with Serve and Protect in 
�������������W�R���E�U�L�Q�J���W�K�H���O�D�U�J�H�V�W���V�H�U�Y�L�Q�J���f�U�H��
service credit union into the Serve  
and Protect family. 

Andy currently works as the London 
Fire Brigade’s Head of Information 
Governance and Data Protection 
�2�I�f�F�H�U�����K�D�Y�L�Q�J���V�H�U�Y�H�G���D�W���W�K�H���%�U�L�J�D�G�H��
for over 30 years, working 20 of those 
years as an information specialist. 
He’s previous roles at the LFB include 
�f�U�H���V�D�I�H�W�\���U�H�J�X�O�D�W�L�R�Q���S�R�O�L�F�\�����O�H�D�G�L�Q�J��
�H�I�f�F�L�H�Q�F�\���U�H�Y�L�H�Z�V���D�Q�G���G�D�W�D���D�Q�D�O�\�W�L�F�V����
His professional interest is in the use 
of data to protect people from harm 
and for improving social wellbeing. 
�$�Q�G�\���L�V���D�Q���,�$�3�3���&�H�U�W�L�f�H�G���,�Q�I�R�U�P�D�W�L�R�Q��
Privacy Manager (2025) and BCS Data 
Protection Practitioner (2018).

Ben joined the Army, as a musician, 
in 2003 and having completed his 
training at The Royal Military School of 
Music, Kneller Hall, he was posted to 
The Band of The Life Guards. Over the 
next nine years he took part in every 
state ceremonial event both as a band 
member and State Trumpeter. In 2013, 
he returned to Kneller Hall qualifying 
as a Bandmaster and was responsible 
for all areas of training, recruitment 
and HR management of all personnel 
�X�Q�G�H�U���K�L�V���F�R�P�P�D�Q�G�����,�Q�������������K�H���Z�D�V��
handpicked to deliver strategic and 
operational planning for recruitment 
into British Army Music.

In February 2021, Ben was 
commissioned as a captain and 
appointed as the Corps Sergeant  
Major becoming the Senior Soldier 
within Army Music. At the same time, 
he was appointed as a Trustee of  
The Royal Corps of Army Music  
Charity where he was responsible  
�I�R�U���V�W�U�D�W�H�J�L�F���D�Q�G���f�Q�D�Q�F�L�D�O���S�O�D�Q�Q�L�Q�J����

In addition to his military service,  
Ben has been a director of two  
events companies delivering events 
across England.

Craig Steadman  
Director

Peter Watson  
Director

Mayamiko Mtika  
Director

Moses Njuguna  
Director

Andy Mobbs  
Director

Benjamin Ruffer   
Director
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Nigel Rabbitts A A A A A A A A A A A A

Melanie Warnes A A A A A A A Ap Ap A A Ap

Mark Richardson Ap A Ap A A Ap A A A A A Ap

Peter Watson A A A A A A A A A A A A

Steve Grange 
Stepped down at AGM.

A A A N/A N/A N/A N/A N/A N/A N/A N/A N/A

Moses Njuguana A Ap A A A A A Ap A A Ap A

Benjamin Ruffer A A Ap A A A A A A A A A

Craig Steadman A A A A A A A A A A A A

Mayamiko Mtika A A A A A Ap A A A A A A

Andy Mobbs 
Elected at AGM.

N/A N/A N/A A A A A A A A A A
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Aileen O’Connor A A A A

Joshua Ngeresa A A A A

Moses Njuguana N/A A A A

Attended A Apologies Ap Not Applicable N/A

Audit Committee attendances 2024/25

Key

Meeting attendance

Directors attendances 2024/25

Aileen joined Thames Valley Police in 
January 2002. She has nearly 23 years 
of policing experience, mostly as a 
�I�U�R�Q�W�O�L�Q�H���S�R�O�L�F�H���R�I�f�F�H�U���X�Q�W�L�O���W�K�H���S�D�V�W��
four years where she has held a full-
time position within the Federation. 
Aileen joined Thames Valley Police 
Federation nearly seven years ago as a 
local workplace Federation rep. She has 
a real passion for helping colleagues 
and now in her current role the wider 
membership of the Federation. On 
�����0�D�\���������������$�L�O�H�H�Q���E�H�F�D�P�H���W�K�H���f�U�V�W��
female Chair of Thames Valley Police 
Federation – one of her biggest 
achievements and one that she is  
very proud of. 

Aileen is working hard to make sure 
that all Thames Valley Police Federation 
members obtain the correct level of 
service they deserve when they come to 
the Federation for support in whatever 
area they need it. Working with Serve 
and Protect offers some amazing 
practical and worthwhile advice to the 
Federation members, particularly when 
�I�D�F�H�G���Z�L�W�K���f�Q�D�Q�F�L�D�O���G�L�I�f�F�X�O�W�L�H�V���D�Q�G��
pressures. In January 2025, Aileen took 
over as Chair of the Audit Committee. 
Aileen feels this is one of the toughest 
times at the moment for police 
�R�I�f�F�H�U�V���D�Q�G���W�K�H���F�R�P�L�Q�J���\�H�D�U�V���Z�L�O�O���E�H��
challenging. She looks forward to being 
able to support her members through 
these tough times.

Joshua joined the NHS in 2020 
where he currently works as a 
�f�Q�D�Q�F�H���E�X�V�L�Q�H�V�V���S�D�U�W�Q�H�U�����3�U�L�R�U���W�R��
that he was a revenue manager at 
the International Rescue Committee, 
an international NGO. Joshua is a 
fellow of the Association of Chartered 
�&�H�U�W�L�f�H�G���$�F�F�R�X�Q�W�D�Q�W�V�����$�&�&�$�����D�Q�G��
�D�O�V�R���D���T�X�D�O�L�f�H�G���L�Q�I�R�U�P�D�W�L�R�Q���V�F�L�H�Q�W�L�V�W����
He has over 15 years working in the 
private and public sectors. 

Joshua has a wide range of credit 
union experience serving as a board 
member and as part of audit and  
risk committees.

�0�R�V�H�V���L�V���D���V�H�D�V�R�Q�H�G���f�Q�D�Q�F�H���D�Q�G��
administration professional with  
over 22 years of experience spanning 
both military and civilian sectors.  
Prior to his military service, he held 
�U�R�O�H�V���L�Q���D�F�F�R�X�Q�W�L�Q�J���D�Q�G���f�Q�D�Q�F�H��
through contracts with leading 
�U�H�F�U�X�L�W�P�H�Q�W���f�U�P�V���L�Q�F�O�X�G�L�Q�J�� 
Michael Page International and 
Robert Half International. 

He holds a BA (Hons) in Combined 
Studies in Business from Birmingham 
City University, and professional 
�T�X�D�O�L�f�F�D�W�L�R�Q�V���I�U�R�P���W�K�H���/�R�Q�G�R�Q��
Institute of Banking and Finance. 
Moses is a Member of the Chartered 
Management Institute (MCMI) 
and a Member of the London 
Institute of Banking and Finance 
���0�/�,�%�)�������U�H�g�H�F�W�L�Q�J���K�L�V���F�R�P�P�L�W�P�H�Q�W��
to professional excellence and 
continuous development in the 
�f�Q�D�Q�F�L�D�O���V�H�U�Y�L�F�H�V���L�Q�G�X�V�W�U�\��

Aileen O’Connor  
Audit Committee Chair

Joshua Ngeresa  
Audit Committee

Moses Njuguna   
Audit Committee

Audit Committee
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Meet the Senior Leadership Team

�„�P�2���²�µ���Þ���2���m�µ�Š�®�µ�2�:�Ø�Þ�/���À�µ�Š�ÿ���Þ�:���2�µ�:�/�����:�Þ�¦�ö�µ���Ï���2���H�Ø�µ���®�Š�o�g�H���g�®�Š�o��
�Š�§�H�Þ�h�Þ�H�o�����Ï���H�Ø�µ���§�2�µ�®�Þ�H���P���Þ�������d���i�Þ�H�Ø���H�Ø�µ���!�0�„���2�µ�/���2�H�Þ���Ð���H�����H�Ø�µ��
Board of Directors to ensure the credit union is run in the best 
interest of the members.

0121 700 1222   /  info@serveandprotectcu.co.uk

Scan the QR code , to download our 
Mobile App so you can manage your 
money on the go.

Paul Norgrove is currently the CEO of 
Serve and Protect CU. Prior to joining 
the credit union, Paul worked in the 
�Q�R�W���I�R�U���S�U�R�f�W���V�H�F�W�R�U�����D�I�W�H�U���Z�K�L�F�K���K�H��
continued to work towards gaining 
�D���I�R�U�P�D�O���D�F�F�R�X�Q�W�D�Q�F�\���T�X�D�O�L�f�F�D�W�L�R�Q��
before becoming a fellow of the 
Association of Accounting Technicians 
(FMATT). Paul also holds an Executive 
Master of Business Administration 
(EMBA); Birmingham City University.

Paul is the President of the Association 
of British Credit Unions Ltd (ABCUL) 
Board of Directors. During his time 
on the Board, Paul has supported a 
number of key initiatives for positive 
change including the Democracy 
Working Group and as the Association’s 
�f�U�V�W���V�H�U�Y�L�Q�J���%�R�D�U�G���U�H�S�U�H�V�H�Q�W�D�W�L�Y�H���R�I���W�K�H��
ABCUL Inclusivity Group.

In 2014 Paul received the prestigious 
World Young Credit Union 
Professionals (WYCUP) scholarship, 
World Council of Credit Unions, 
and continued to give back to the 
next generation of credit union 
leaders serving on the WYCUP 
Steering Committee, World Council 
of Credit Unions; by Co-founding 
and as Chair of the ABCUL Young 
Professionals Network; and as a 
�F�H�U�W�L�f�H�G���,�Q�W�H�U�Q�D�W�L�R�Q�D�O���&�U�H�G�L�W���8�Q�L�R�Q��
Development Educator (I-CUDE),  
for both CUDE & DEEU.

�$�V���D���S�D�V�V�L�R�Q�D�W�H���D�G�Y�R�F�D�W�H���I�R�U���f�Q�D�Q�F�L�D�O��
cooperatives, he is also active in the 
global credit union community, 
speaking at industry conferences  
and sharing best practices.

Amy joined Serve and Protect 
CU in 2014 and has over 13 years’ 
�H�[�S�H�U�L�H�Q�F�H���L�Q���W�K�H���f�Q�D�Q�F�H���L�Q�G�X�V�W�U�\����
She is responsible for the day-to-
�G�D�\���f�Q�D�Q�F�L�D�O���R�S�H�U�D�W�L�R�Q�V�����L�Q�F�O�X�G�L�Q�J��
�W�K�H���f�Q�D�Q�F�L�D�O���U�H�S�R�U�W�L�Q�J���D�Q�G���W�U�H�D�V�X�U�\��
management of the organisation. She 
is also passionate about improving 
member experience and is currently 
�U�H�f�Q�L�Q�J���R�X�U���L�Q�W�H�U�Q�D�O���S�U�R�F�H�V�V�H�V���W�R��
ensure service excellence across  
the organisation.

�$�P�\���L�V���D���T�X�D�O�L�f�H�G���&�K�D�U�W�H�U�H�G��
Accountant (ACCA) and is a member  
of the Association of Accounting 
Technicians (MAAT).

Paul Norgrove  
CEO

Amy Shippley  
Finance and Operations Manager

Rob joined the organisation as 
Business Development Manager in 
October 2018. He is passionate about 
�L�P�S�U�R�Y�L�Q�J���f�Q�D�Q�F�L�D�O���L�Q�F�O�X�V�L�R�Q���D�Q�G��
works closely with key stakeholders 
to help develop strategies to inspire 
the next generation of credit 
union members. With a BA(Hons) 
in Business Studies, he is also a 
�F�H�U�W�L�f�H�G���,�Q�W�H�U�Q�D�W�L�R�Q�D�O���&�U�H�G�L�W���8�Q�L�R�Q��
Development Educator, for both 
CUDE and DEEU.

Rosanna is the Governance, Risk and 
Compliance Manager having joined 
Serve and Protect CU in March 2021. In 
this role she provides key support to the 
Board of Directors and its committees, 
works with the whole business to 
achieve compliant processes and 
manages the risk management and  
HR functions of the Credit Union. 

Prior to this she spent 11 years working 
at the credit union trade body, 
�$�%�&�8�/�����f�Q�L�V�K�L�Q�J���D�V���+�H�D�G���R�I���0�H�P�E�H�U��
Services with additional management 
responsibility for the Credit Union 
Foundation. During this time she 
developed expertise in credit union 
law and regulation, supported the 
development of the ABCUL Young 
Professionals Network and led the 
international partnership work of the 
Association giving her insight into the 
global credit union movement.

Jim has worked for Serve and Protect 
CU since June 2004 in several 
different roles, taking up the position 
of Lending and Credit Risk Manager 
in November 2018. He manages the 
day-to-day lending of the credit union 
and is responsible for collections with 
the aim of assisting our members 
�Z�L�W�K���W�K�H�L�U���O�H�Q�G�L�Q�J���Q�H�H�G�V���D�Q�G���f�Q�D�Q�F�L�D�O��
�G�L�I�f�F�X�O�W�L�H�V��

With a background in banking, having 
previously worked for Lloyds Bank and 
Bristol & West Mortgages, Jim has a 
�L�Q���G�H�S�W�K���N�Q�R�Z�O�H�G�J�H���R�I���W�K�H���f�Q�D�Q�F�L�D�O��
sector with experience in lending, 
savings products and debt collection.

Rob Lovesey  
Business Development  
Manager

Rosanna Donovan  
Governance, Risk and 
Compliance Manager

Jim Page  
Lending and Credit  
Risk Manager
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Friends of Serve and Protect

“Friends of Serve and Protect 
has had a successful year. The 
Lottery has grown, giving us the 
capacity to move some surplus 
funds into the Community Fund 
and Welfare Fund.”

Nigel Rabbitts ,  
Chairman, Friends of Serve 
and Protect Committee Rob Lovesey 

Promoter
Nigel Rabbits 

Chairman
Godson Anburi 

Member 
Representative

Amy Shippley 
Treasurer

The Friends of Serve and Protect Committee consists of representatives from the 
Serve and Protect Credit Union Board of Directors, staff, and membership. They 
meet monthly to oversee the Lottery and review applications received for funding, 
�W�R���V�X�S�S�R�U�W���F�D�X�V�H�V���Z�K�L�F�K���G�L�U�H�F�W�O�\���E�H�Q�H�f�W���W�K�H���6�H�U�Y�H���D�Q�G���3�U�R�W�H�F�W���I�D�P�L�O�\��

Meet the Friends of Serve and Protect Committee

We are all aware of the squeeze 
�§�P�2�2�µ���H�ö�o���������Š�ö�ö�����P�2���ø���Š���§�µ�:���Š���®��
these additional pots of money, 
donated by your generosity in taking 
part in the Lottery, allow us to both 
support great causes across our 
community but also give a helping 
hand to those individuals who are 
struggling to meet basic needs.

This ability to help all devolves from the basic 
ethos of the credit union, people helping 
people. Our community is unique. You the 
members help others, so when one of our 
members has a crisis, it’s fantastic that we can 
direct some help their way.

You can see from our accounts we are 
thriving. Thank you for your support.

I must also thank the committee who give 
their time to make it all happen.

Thank you,  
Nigel Rabbitts

Chairman’s Update
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Friends of Serve and Protect

Friends of Serve and Protect is an incorporated 
�Š�:�:���§�Þ�Š�H�Þ�������µ�:�H�Š�¦�ö�Þ�:�Ø�µ�®���Ï���2���H�Ø�µ���¦�µ���µ�ø�H�����Ï���Þ���®�Þ�h�Þ�®�P�Š�ö�:�D��
organisations and communities served by Serve and 
Protect Credit Union.

Lottery
The Friends of Serve and Protect Lottery gives 
members the chance to win up to £1,000 every 
month, while helping to fund our Community 
Fund and Welfare and Hardship Fund.

�(�D�F�K���P�H�P�E�H�U���F�D�Q���K�D�Y�H���D���P�D�[�L�P�X�P���R�I���f�Y�H���H�Q�W�U�L�H�V���S�H�U�� 
month at £1 per entry, offering a low-cost way to potentially 
win big while supporting good causes across the Serve  
and Protect community.

Welfare and Hardship Fund

The Friends of Serve and Protect Welfare Fund has been set up 
�H�����/�2���h�Þ�®�µ���µ�ÿ�µ�2�Ð�µ���§�o���ø���Š���§�Þ�Š�ö���Š�:�:�Þ�:�H�Š���§�µ���H�����Þ���®�Þ�h�Þ�®�P�Š�ö�:���Þ�������µ�µ�®�D��
especially in situations where alternative support is unavailable.

The Welfare Committee meets monthly to review applications and allocate funds 
to selected worthy causes.

�§�Š�2�H�����Ï���Š�����Þ���Þ�H�Þ�Š�H�Þ�h�µ���i�Ø�Þ�§�Ø���®�Þ�2�µ�§�H�ö�o���¦�µ���µ�ø�H�:���H�Ø���:�µ�� 
who serve and protect?  Apply for funding today!

Join the Friends of Serve and Protect Lottery  for your 
chance to win monthly cash prizes while helping to raise 
money for our Community Fund and Welfare Fund.

Click here

Click here

Creating transformative staff wellbeing areas

Kickstarting a national sporting initiative

A £2,478 grant  from the Friends of Serve and Protect 
Community Fund helped to create new wellbeing 
�V�S�D�F�H�V���D�F�U�R�V�V���f�Y�H���O�R�F�D�W�L�R�Q�V���L�Q���7�H�H�V�����(�V�N���D�Q�G���:�H�D�U��
Valleys NHS Foundation Trust staff, fully equipped 
with wellbeing and hygiene products.

A £5,000 grant  was awarded by the Friends of Serve and 
Protect Community Fund to the Intrepid Games Foundation 
to help establish a national games for those who have been 
injured in the emergency services community.

“Having access to funding to buy these 
products is a great way to say thank you  
to staff for all their hard work and to let 
them know they are appreciated.”

Diane Taylor,  Health and Wellbeing Coordinator

“The funds that have been donated are a huge 
�ÿ�Þ�ö�µ�:�H�����µ���Ï���2�����P�2�����2�Ð�Š���Þ�:�Š�H�Þ�����I���X�H���Ø�Š�:���2�Š�H�Þ�ø�µ�®���H�Ø�µ��
recognition for a national games to be held for 
the emergency services.”

Kerry Snuggs,  Founder

 
winners

308
won by   

members

£74,000
awarded to   

good causes

£64,887
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Serve and Protect Credit Union Limited is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and 
the Prudential Regulation Authority (Registered No 213306). Serve and Protect Credit Union Limited is part of the Financial Ombudsman Service and 
the Financial Services Compensation Scheme.

serveandprotectcu.co.uk   /  0121 700 1222   /  info@serveandprotectcu.co.uk
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