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• Good evening, and welcome to the 67th annual meeting for TruChoice FCU.    As many of you know, for the last 

couple years we were only able to meet virtually, and boy did I miss being able to gather together to talk about 

how the credit union is succeeding for our members and our community. For those of you who are joining 

virtually this year, welcome – we’re so glad to be able to have multiple options for our members to be a part of 

this meeting.  For those of you here with me tonight, I cannot begin to express how happy I am to see all of your 

faces today, and to be able to make this report to our members in person.  I also want to take a moment and 

warmly welcome our newest members, joining us from BCBSME credit union, who merged with us just a few 

months ago – we’re so happy to have you here! 

• I want to take a moment to express our deep appreciation of our Board of Directors and committee members.  

These folks are all volunteers who take the time to help lead the organization forward. They represent the 

member’s voice in the operation and future direction of the credit union, we couldn’t do this without them, I 

couldn’t do this without them. Please join me in thanking them for all that they do for TruChoice!  

• I’d like to thank Ann Marie Lane, EVP and chief strategy officer, and Sarah Perkins, EVP and Chief Operations 

Officer, for their dedication and belief in the TruChoice mission. Their continued focus on the success of the 

credit union, and our team members, are key to our accomplishments over the last several years. I truly value 

their advice and support.  

• When 2021 began, no one knew where the year would lead.  As always, we set goals and built plans, but with 

the awareness that as the year started, the pandemic was still in full swing, and vaccines were only just 

beginning to become available.   We were unsure of what the economic outlook would be, when Maine would 

start to recover, or what our members might need from us. What we were sure of was that over the last year, 

we had learned a tremendous amount about flexibility, resiliency, and about the power of coming together to 

help make things better for each other.   

• As we all now know, what the year brought was a roller coaster of ups, downs and crazy turns.  And thru all of it, 

the TruCrew continued to lift up our members and their teammates, resulting in an amazing year of growth for 

the credit union.   

• At TruChoice, we often talk about the 3-legged stool.  For those of you who haven’t heard the term before, the 

3-legged stool is how we think about success here at TruChoice. The 3 legs represent our membership, our 

team, and our operations.  Together they support the seat – our financials.  Without any one of the legs, the 

seat would have nothing to rest upon, and the financials would not be strong.  

• Over the last year, we’ve made some great strides forward with all three legs, and I want to take a few moments 

to talk about the successes we had in each of those areas. 

• Let’s start with the member leg.  Last year, we didn’t just hit our net new member goal, we were able to double 

it, achieving more than 200% of our goal.  Over the last few years, we have worked to ensure that our members 

can get everything they need right here, anytime, anywhere.   

• Whether it was enhancing our mobile app, finding new ways to help members who are struggling, getting our 

message out there, and making sure we’ve got the right folks on the team, our goal is to make TruChoice the 

right choice for everyone.   



• I’d like to take a moment and thank the folks who were on our Net New Members team last year– Andrew, 

Conor, Jess M, Peter, Melissa, Lori and Alaina, please stand up.   This group worked to help dig in on a lot of the 

things that go into driving our membership number, and they spent the year sharing that knowledge with the 

entire organization, keeping everyone focused and energized around this goal.  Thank you! 

• Over the course of the year, we saved members more than $2 million dollars in interest by refinancing and 

consolidating debt.  That’s a big number, so let’s repeat it: Two. Million. Dollars.  That’s money that goes right 

back in the pockets of hard-working Mainers.  

• Moving to the operations leg, we’ve spent a lot of time over the last few years streamlining our processes and 

finding ways to work smarter, not harder.  One of the areas we can really see this is in our home equity process.  

Our loan ops team worked with our lenders to identify pain points and places where things were getting hung 

up.  They were able to simplify appraisals and paperwork, and use our system to move things thru more 

effectively.  Together, they shaved weeks off of the process, and the proof of their success was in our spring 

2021 home equity promo. In just 3 months, we brought in over 10 million dollars in new home equity loans – 

that was over 10 times our goal.   

• Looking at the team leg of our stool, I’m happy to announce that for the 9th year in a row, we were voted one of 

the best places to work in Maine.  We couldn’t do this without the commitment of every member of the 

TruCrew to helping this be a place that they want to work.  I’d also like to take a moment and thank our 

management team, who are working every day to help move the team forward, keep the organization strong, 

and make this a fun, engaging place for folks to have a career where they can see how much their contributions 

matter. 

• Through our TruHero program, now in it’s 12th year, members were able to donate over 16k to the CMN and 

the McAuley House – our biggest year for donations yet! We’re proud to see this program continue to grow, and 

since we began it 12 years ago, we’ve donated a total of 87k! As of today, we’ve got 2692 TruHeroes using these 

cards, and with every swipe you help these organizations continue their important work in our community.  

• In addition, through our employee funded social responsibility fund, we were able to donate to other great local 

organizations, like My Place teen center, the Greater Portland Animal Refuge League, and Through These Doors, 

as well as community opportunity alliances offering heating assistance during a time of increased costs.   

• And not only did we continue our long running sponsorship of The Maine Children’s Cancer Programs Annual 

Walk (26 years and counting!), this year the TruChoice Trekkers were on of the top fundraising teams, bringing 

in over $7800 for the annual MCCP virtual walk.  

• And now let’s talk about what all of those legs working together help to support – our financials.   

• We had an amazing year for loans, ending the year at 110% of our goal.  

• As of the end of the year, we were at 12,752 members, and our assets were at $193,776 – an 11% increase over 

2020! 

• Last year, the average loan to asset ratio among credit unions in our peer group (size) was about 55% - which 

means most credit unions our size are only lending out about half of their assets.  I’m happy to report that at 

TruChoice, that number was 84.22%.  

• We believe that the real value of our assets lies in how we make them work for our members – and the more we 

can lend out, the more value there is.  We’d rather take a chance on putting that money back into our members 

instead of having it sit in an investment account where it’s not helping anyone. While some places might think 

that just investing the funds might be ‘safer’, we know that lending to members is less risky as long as you have 

the right pieces in place.  At the end of the day, that’s what we’re here for.    



• Ad lib segue 

• Every few years, our Board of Directors and Executive team build out our strategic plan for the next 3 -5 years.   

In early 2021, we embarked on our newest strategic cycle, and we’re all very excited to ‘Grow the Fam’ over the 

next 3 years.  Before we talk about some of our new goals, I want to talk about the power of long-term thinking, 

and how it fits in with our 3-legged stool.   

• A great example of this is our Mortgage program.  

• A few years ago, we identified that we wanted to have an in-house team of mortgage lenders to help our 

members get into the homes they wanted at fair rates, with the right loan for them – all while having the kind of 

caring experience we pride ourselves on.  We knew that what we were doing wasn’t working, so we set out to 

find a better way.   

• One of the first questions we ask at times like this is – “what do we want the experience to be?”– this helps us to 

make sure we’re building it right the first time.  

• We started with the operations leg. Our loan ops team, working together with PMPI, spent time researching 

options, reviewing possible mortgage servicers, and asking whole lot of questions – and that was just the 

beginning.   

• Over on the team leg, we needed to hire and train our MLOs, build processes to help support our new lenders 

and make sure they had what they needed to succeed. 

• And on that third leg, we needed to make sure our members knew that we were here for them.  That meant 

getting the message out, and then backing it up with the great experience we’re known for. 

• Each one of those steps takes time to get right.  Now, we could have rushed thru to try and get going sooner, 

but doing that would have meant compromising the values we hold as an organization.   

• By taking the time to do it well, we were able to bring in a great mortgage team – Mark and Tucker are doing a 

fantastic job, and we hear all the time from members who are amazed at their knowledge, patience and 

compassion.   

• Servion has proved to be a true partner to us, allowing us to help more members in more ways.   

• And it’s allowed the credit union to continue to grow as an organization – which brings us to the seat those legs 

are holding up. 

• Since we made these changes we have brought in over 415 mortgages, bringing in over $92 million dollars to 

help strengthen our ability to offer our members the services and opportunities they are looking for.  Last year, 

we had our biggest mortgage year ever, adding 168 loans and over $40 million dollars 

• But we know it’s the member experience that really makes the difference, so let’s put a human face on what 

we’ve been able to do since making these changes, with a story from our MLO Mark: 

o A member’s husband had passed away unexpectedly. He had taken care of all the bills, and had all their 

finances in order, so along with the heartache of losing a loved one, she’s also had to learn how to take 

on bills, budget and finances. Her mortgage was with another lender. She had contacted them to see if 

they had any programs or could do anything to assist her, and unfortunately, they did not. She reached 

out to us to see if we would consider refinancing to help lower her payment. While on the phone, she 

had already seemed defeated and not very hopeful that there’d be anything we could do with just her 

fixed social security and part time income. We took a close look at everything, and after talking it 

through with her, we formulated a plan to roll in most of her other debts. This reduced her interest rate, 

monthly mortgage payment, and overall saved her $815 a month!! She did not know taking cash-out on 



her home was even an option, and was only hoping to save a couple hundred dollars a month to help 

out. She was nearly in tears on the phone, and said that saving over $800 a month is a life-changer, and 

will help her keep her home instead of being forced to sell it. 

 

• To get here was not an overnight journey – it took a few years, a lot of hard work, and a tremendous amount of 

dedication – and it took long term thinking.  We wouldn’t have the successful mortgage program we have today 

if we had taken shortcuts or looked for the quick and easy route.   

• Over the next few years, we have a lot of big projects on the horizon.  We have heard from our members that 

they want more digital options, and it’s become very clear that we want to make sure our members have the 

ability to access us anytime, anywhere.  We’ve heard you, and we’re working to make sure we can deliver! 

• While our members may start out here in Southern Maine, we know that some folks move over time, and we 

want to be able to move with you.  We now have members in over 47 states around the country, and in all 16 of 

Maines counties.  Our goal is to make it as easy as possible for all of our members to do their banking no matter 

where they are.  Whether it’s our mobile app, the 30k ATMs in the COOP network, online loan applications, or 

just reaching out to talk to someone in our contact center, we’ve got options.   

• I mentioned earlier that we recently went thru a strategic plan cycle.  One of the main takeaways from that was 

to grow those digital offerings.  Digital strategies are one of those things where it’s easy to look at what is out 

there and want to immediately have it all.   

• This is where that long-term thinking comes into play – in order to make sure we’re doing things the TruChoice 

way, balancing out that stool on every leg, we’re starting now to look for ways to improve processes, help to 

support our staff, and enhance the digital experience for our members – creating a sturdy stool for years to 

come. 

 

This concludes our new business.  

• I’d like to thank everyone again for joining us this evening, both in person and those of you who are remote.   

• Can I have a motion to adjourn this Annual Meeting? 

• Is there a second? 

• So moved.  All those in favor? 

• The motion passes. 

 

 


