TERMS OF BUSINESS FOR NORFOLK CREDIT UNION LIMITED

Norfolk Credit Union Ltd is registered in England under the Industrial and Provident Societies Act 1965 as a Credit Union - Registration Number 680C. It is a member of the Association of British Credit Unions Ltd and authorised and regulated by the Financial Services Authority - Registration Number 214255. The registered office of Norfolk Credit Union Ltd is: South Norfolk House, Swan Lane, Long Stratton, Norwich NR15 2XE.
	Norfolk Credit Union Ltd cannot give financial advice or provide debt counselling services



The following paragraphs are not definitive with respect to the rules, policies and procedures of Norfolk Credit Union Ltd and are offered for information only.
· MISSION STATEMENT

The mission of Norfolk Credit Union (NCU) is to provide services which improve the economic and social well being of members as well as practising the values of equality, equity, mutual self – help, co-operation and democracy, while encouraging thrift and providing access to low cost credit and a fair return on members’ savings.
· GOVERNANCE

NCU is governed by its Board of Directors elected by the members at the Annual General Meeting. Directors must be unpaid volunteers and members of the credit union.
· POLICIES & PROCEDURES

All members are welcome to read the policies/procedures manual on request.  A copy of the manual will be kept at the Registered Office and at each local office, for reference purposes. Any member can ask the Board, in writing, to review a policy at any time.

· MEMBERSHIP
Qualification of admission to membership shall be residing in, or being employed in the locality of the county of Norfolk and be aged 16 or over.  A £1.00 membership fee is payable and proof of identity and address is required. 
· SAVINGS & DEPOSIT ACCOUNTS

Every member must have a regular share account with a unique number and will be issued with a passbook as proof of membership. No account will be opened until the member has purchased a minimum of a £1 share.  All monetary transactions will be entered into the member’s passbook and each member will be allowed to check their passbook against their ledger page during normal business hours. The credit union may reserve the right for 60 days notice before a member withdraws their shares. The maximum a member may hold in shares is £10,000 or 1.5% of total shares. A dividend on the amount of savings held is paid annually if there are surplus profits but this is not guaranteed.
· LOCK-IN ACCOUNT

NCU also provides for use of members a special “lock-in” share account where the savings in that account cannot be accessed by the member before a specifically set date for that account. The Board of Directors may authorise early release of lock-in account savings in exceptional circumstances. Pledged shares may be authorised for writing off to meet a member’s liability or shares held as a guarantee for another member’s loan.
· SHARE WITHDRAWALS

Members can withdraw all or part of their shares provided that it does not reduce their net liability to the credit union (eg take them outside of Loan Policy or reduce the security of their shares pledged as a guarantor for another member).

· LOANS
A member may apply for a loan as soon as their membership is accepted.  Any application will be subjected to NCU’s assessment processes and approval is not guaranteed.  All Loans are subject to the availability of funds. All secured loans (eg those secured by member’s share holding) must be repaid within ten years.  All unsecured loans must be repaid within five years.

· INTEREST RATES
Interest will be charged at 1% or 2% (maximum) per month on the outstanding loan balance at the end of the month (12.68% or 26.8% APR respectively) or at such other rate, within the legislative regulations, if the Board so determines.  Members will be advised of the actual rate for their particular loan in their Loan Agreement.
· LOAN PROTECTION

Loans are covered by Loan Protection Insurance up to the CUNA Mutual contract level. Upon death the loan balance up to that amount will be cleared if the member was eligible for coverage when the loan was granted.       
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· ARREARS
NCU’s arrears policy has been designed to minimise bad debt by adopting a ‘firm but fair’ approach whilst recognising the need to protect the interest of all members. NCU will seek to assist members in default by looking at rescheduling the loan over a longer period than the initial loan and/or capitalising the arrears. However, no loan shall be rescheduled or renewed such that it breaches the maximum permitted loan period or is continually rescheduled. Where arrears are capitalised the bad debt provision shall be maintained until there is sufficient evidence that it is performing on the rescheduled terms.
· RECEIPTS FROM MEMBERS

Collection points have been set up at NCU’s head office and other locations. Receipts from members may only be handled by authorised collectors at authorised locations, at approved times, using authorised documentation and procedures.  Receipts from members will be recorded in the member’s passbook. Payments may be made in cash at the head office and some designated branches, or by cheque and also by Standing Order, BACS or by Paypoint.  Each member is issued with a Paypoint Card enabling them to make cash payments to NCU through a Post Office or shop offering Paypoint facilities.
· PAYMENTS TO MEMBERS

Payments to members will normally be made by cheque.  In exceptional circumstances payment can be made in cash after specific agreement by two directors. Another person may receive member’s payments with the member’s written permission and verification of that person’s identity. Payments to members not collected within three weeks of authorisation will be cancelled.  Cheques issued to members and not cashed within 60 days may be cancelled. Members will be required to sign the relevant documentation (eg Loan Agreement or Share Withdrawal Form) before the cheque is released. Payments made by cheque and lost in transit will be cancelled by telephone and confirmed in writing to the Bank.
· EQUAL OPPORTUNITIES
NCU is committed to ensuring that all individuals are treated fairly and valued equally.  The credit union’s policies and procedures will be governed by this commitment in its dealings with its own work force, volunteers, officers, members, and with all whom we have contact or dealings.

· DATA PROTECTION
It is the policy of NCU to observe and comply with the principles of fair information handling and security as defined within the Data Protection Act 1998 and associated legislation. The policy is to uphold and respect individual’s rights under this Act in its undertakings and to protect its volunteers from offences by provision of both training and procedures to be followed.

· FINANCIAL SERVICES COMPENSATION SCHEME
NCU is a member of the Financial Services Compensation Scheme, which means a member’s money is a safe as in any bank or building society.

· ANNUAL GENERAL MEETING
The AGM will be held on or before the 31 March each year, depending on the availability of audited accounts.  Members will be notified at least two weeks in advance.
· YOUNG SAVERS ACCOUNT

A Young Savers account will be provided for those living or going to school in Norfolk up to 16 years of age .The account is called the Bee Savers Club. On reaching the age of 16 years the account will be transferred to a full member’s account.  Young savers will not be able to receive loans. Young savers will require a parent’s or guardian’s signature on the membership application form, withdrawal form and account closure form. Bank interest received on the young savers balance will, after any deductions for the account running expenses, be paid to the young savers as an annual interest payment based on their average savings for the year. Withdrawals payment will be made in cash as soon as practical and no later than 21 days after submission of the withdrawal form.
· COMPLAINTS
Members may complain to Head Office, a Service Point, a Volunteer, a Committee, the Supervisory Committee if the complaint is regarding irregularities and the Board of Directors. Complaints may be verbal, written, emailed, or telephoned expressions of dissatisfaction with service, or a claim of possible or actual financial disadvantage. Any member, potential member, former member or representative of a member, as well as named beneficiaries of life insurance offered by the credit union is eligible to make a complaint.  A written acknowledgement of receipt of the complaint will be issued within 5 business days of receipt, giving the name and position of the person responding to the complaint, together with a copy of the internal complaints handling procedures. In cases where the complaint is resolved within 5 days, the letter acknowledging receipt of the complaint may also refer to the resolution of the complaint. Complaints we cannot handle may be referred to the Financial Ombudsman Service.
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