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Definitions can be found on page 24.

Total Assets

Customer Satisfaction

Member, Staff and Community Highlights

Financial Highlights

£705m
Prior year: £666m

97.4%
Prior year: 97.5%

Profit Before Tax

Staff Engagement

5% Pledge

£0.73m
Prior year: £1.77m

Best Companies 
2 Star (713) 
Prior year:  
Best Companies 
One to Watch (653)

£77,438 
given to support  
16 local good 
causes

Liquidity

Net Promoter Score

£112m
Prior year: £106m

+85.0
Prior year: +87.6

New Mortgage Lending

Staff Learning  
and Development

Volunteering Days

£124m
Prior year: £138m

1,000 days
Prior year: 
6,138 days

55 days
Prior year: 
169 days

General Reserves

Savings Members

£46.6m
Prior year: £45.7m

77,049
Prior year: 77,813

New Savings Balances

Mortgage Members

Darlingtonline

£19m
Prior year: £52m

9,138
Prior year:  
9,079

4,982 people 
registered
Prior year: 2,680 
people registered
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As I reflect on a year of unprecedented challenge for the Society 
and the wider community, I take this opportunity on behalf of the 

Board, to pay tribute to the fantastic and selfless way in which the whole 
team at the Society has responded. Our thoughts are with those personally affected 
by Covid-19, and in particular, those members who sadly succumbed to this disease 
or who lost relatives and loved ones. 
Over the last 165 years since our Society was formed in 1856, we have shown ourselves to be resilient in the face of 

many challenges, and this has proved the case again in 2020. Throughout these unique circumstances, the Society 

has remained focused on our purpose to improve the lives of our members and communities through encouraging 

saving and supporting home ownership.

Our profit before tax in 2020 of just over £0.7m was somewhat lower than in 2019, primarily due to reasons associated 

with the Covid-19 pandemic. Revenue was lower as lending fell, particularly during the first lockdown, and following 

the two Bank of England Base Rate cuts in March, our net interest margin has also reduced. Costs have increased, 

largely due to increased headcount, a number of Covid-19 associated costs and our preparations for a number of 

technology changes that will improve member and staff experience. In addition, we have set aside a higher provision 

for bad debts as some of our borrowers have lost their jobs or have reduced income due to the Covid-19 pandemic.

Although profitability is lower, we remain a strong, safe and resilient Society, 

with robust levels of capital and liquidity, well in excess of regulatory 

requirements, and our total assets have increased to nearly £705m. This 

has enabled us to manage through the Covid-19 pandemic without needing 

to participate in any of the government support schemes and we have not 

furloughed any of our staff.

Throughout 2020, our priority was the safety and wellbeing of our people 

and members, and by so doing, made a real difference to the communities 

we serve. We have enabled home working for many, and recruited additional 

staff when required. I was particularly pleased to see the Society increase 

its commitment to apprenticeships in the year, taking on eight local young 

people and giving them valuable work experience and support.

To support our members, we have kept all our branches open, albeit on 

reduced hours, agreed almost 900 mortgage payment deferrals, made 2,500 

member welfare telephone calls and maintained low deposit mortgage 

lending to support local first-time buyers. 

by Jack Cullen, Chair

Welcome

“As a line manager, and 
as a person, I couldn’t 
have asked for more. 
From IT support, to an 
assurance that everyone 
would be kept on full 
pay, and flexible working 
arrangements, there can’t 
be many employers who 
have treated their staff 
better.”
Ian Patchett,  
Direct Sales Manager



In our local communities, we have made grants totaling just under £80,000 

and enabled our people to volunteer, including supporting the NHS with flu 

jabs and calling isolated elderly people in partnership with Age UK.    

There is no doubt that the year ahead will also have 
its challenges and will require a flexible and agile 
approach from the Society. Our members are at 
the heart of everything we do; our priorities will be 
providing a safe and secure environment for our people 
and our members, continuing to deliver an outstanding 
service for our saving and borrowing members, and 
continuing to be active and supportive in the local 
community.
I am sorry that we were not able to physically get together for our AGM in 

April last year due to restrictions on large gatherings, and I really missed the 

opportunity to engage with you on our results and strategy for the future. 

Although we did answer your questions with written replies on our website, it 

wasn’t the same. This year, with similar restrictions in place, we will again not 

be able to meet physically, but we are arranging for a virtual AGM that you 

can attend online. I would urge as many of you as possible to participate in 

the meeting, use your vote and ask your questions. In a change to last year, 

in line with corporate governance best practice, all of your directors are up for 

re-election.

I would like to express my huge thanks to our Chief Executive, Andrew 

Craddock for his outstanding and unwavering leadership, and the whole 

team at the Society for their unfailing commitment and dedication in keeping 

everyone safe and driving forward our plans.

I am sure that the collaboration and commitment evident across the Society 

will help us build on the success of previous years and continue to position 

the Society at the heart of the community, whatever the challenges we face. 

Finally, I would like to thank you all for your continued loyalty and support of 

the Society. Please stay safe and well, and I very much hope we will be able 

to meet again in person in the not too distant future.

Jack Cullen

Chair
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“After months of being in contact  
with an independent mortgage 
advisor I was unfortunately let  
down weeks before my mortgage  
with Darlington expired, I contacted  
Darlington as soon as I could, 
I spoke to a lovely gentleman, 
Ian who I cannot praise enough, 
he was understanding, friendly 
and super efficient! Excellent 
customer service and would 
highly recommend to anyone!” 

    
Darlingtonline member,  
July 2020

Little Did I Know 
Story Competition 

winner Alisha, whose story 
was entitled ‘The Magic of 
a Good Book’, was praised 
for her “beautifully detailed 
descriptions and use of 
figurative language”.
Alisha said: “I feel very proud to  
have won and I was shaking with  
excitement. I’d like to be an author 
like David Walliams one day.”

In fact she was so excited 
following her win that she wrote 
to David Walliams to tell him 
about her success and received a 
letter back, congratulating her  
and urging her to carry on writing.

 “I love reading books and writing 
stories, so it was really nice to get 
a reply from someone like David 
Walliams,” said Alisha.



Our response to the Covid-19 pandemic has showcased the strong 
spirit, determination and dedication of all of our people, in a year that 

has brought unprecedented change that we had no way of predicting.  

Covid-19

The Society and its people have responded extremely well to the challenges of the Covid-19 pandemic and swiftly 

implemented new ways of working to keep everyone safe and well, and maintain excellent service for our members.

• Our people - we maintained job security and full pay for all our people throughout 2020 and recruited additional 

staff, including 8 apprentices, a demographic particularly badly impacted by the Covid-19 pandemic. This enabled 

us to service increased business volumes and prepare for improvements to our systems in 2021. These will provide 

enhanced functionality, better security and increased resilience. We provided personal protective equipment for all 

our staff and enabled the majority of our non-branch based staff to work from home.

• Our members - we kept all of our services fully operational throughout the year, including keeping all of our 

branches open, albeit on reduced hours. In 2020 we provided almost 900 mortgage payment deferrals to those 

members struggling to keep up their payments and guaranteed no house repossessions to those members who 

continued to cooperate with us. Unlike many other financial services firms, we also continued to offer low deposit 

mortgages in the local area to support many first-time buyers getting onto the property ladder.

• Our local community - we continued to support the local community, enabling our staff to volunteer for many 

different good causes, but particularly supporting the NHS with flu jabs and calling isolated elderly people in 

partnership with Age UK.    
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Review
Chief Executive’s

Our pledge to donate 5% of our profits 
to local good causes has continued, 

and in 2020, we made just under £80,000 
available with 16 awards; 

6 of these were to alleviate food poverty, 4 to support 

health and wellbeing, 3 to provide greater educational 

opportunities, 2 to encourage sustainable communities 

and 1 to help the homeless.

We have donated five per cent of our profits to support 

the community since 2017, helping a wide range of 

groups and initiatives along the way.

The pledge is normally reviewed annually, but Andrew 

Craddock this year announced that the Society will 

maintain the 5% Pledge until 2025 to tie in with the 

200th anniversary of the world’s first public railway 

between Stockton and Darlington.



Financial Performance

As Jack has highlighted, our financial performance has been impacted by Covid-19 and in particular by the initiatives 

implemented by the government, as they sought to balance the need to protect the health of their people against the 

current and future economic health of the country. 

Our profit has reduced due to four key reasons:

1. During the first lockdown, the housing market effectively closed which limited our lending during that period. 

Since the lockdown ended, there has been a remarkable upturn in the housing market, fuelled by pent-up 

demand, the stamp duty holiday and an increasing desire for families to move to more rural locations with space 

inside to work and green space outside. This has led to increased lending in the second half of the year, but 

insufficient to make up all the lost ground during the first lockdown and this reduced our revenue.

2. The Bank of England implemented two Base Rate reductions in March 2020, bringing the Base Rate down from 

0.75% to 0.1%. As a consequence, we quickly reduced our mortgage standard variable rate by the full 0.65% 

reduction. We also reduced our savings rates, although we did seek to limit the reduction and delay it for as long 

as possible. But, we did need to move in line with the market to avoid building too much liquidity. As a result, our 

net interest margin has reduced, as has our interest income.

3. We have continued to invest in the Society through 2020. Our staff numbers have increased to enable us to cope 

with higher business volumes, including the rebound in lending, the high volume of mortgage payment deferrals 

in mid-year and as we have initiated a number of projects to improve the way we do business which will deliver in 

2021. We have also incurred additional costs as a result of the Covid-19 pandemic and have continued to invest in 

the branch network with the refurbishment of our Northallerton branch.

4. With the outlook for unemployment and the economy in general remaining uncertain, we have set aside an 

additional amount to cover increased bad debt provisions as a result of the Covid-19 pandemic.

Borrowers

Our gross new mortgage lending in 2020 was £124m, slightly down on the £138m in 2019. After repayments and 

redemptions, our net mortgage lending in 2020 was £33m, again slightly down on the £38m achieved in 2019. As 

mentioned above, given the housing and mortgage markets were effectively closed during the first lockdown, your 

Board are satisfied with this performance. We increased the overall number of mortgage members from 9,079 at the 

start of the year to 9,138 at the end of the year, and our overall lending book increased by 6% to £584m. 

The quality of our lending remains good and our forbearance and arrears levels have remained low during 2020, 

although there has been some increase on the previous year. The value of arrears for cases more than two months 

in arrears increased from £1.3m at the end of 2019 to £2.1m at the end of 2020, and the number of borrowers in this 

category increased from 20 to 30 accounts. There was one case of serious arrears of twelve months or more at the end 

of 2020 compared to no cases at the end of 2019. There were no properties in possession at the end of 2020 in line 

with the previous year and no properties were repossessed during 2020 compared to 1 in 2019. The Society incurred 

no mortgage losses in 2020 or 2019.

The Society shows forbearance to borrowers in difficulties where appropriate and there were 55 accounts at the end 

of 2020 with balances outstanding of £3.0m compared to 56 accounts at the end of 2019 with balances outstanding 

of £2.7m. As mentioned above, in addition to standard forbearance measures, in 2020, in line with guidance from the 

Financial Conduct Authority, we also provided mortgage payment deferrals to members in need of support. Although 

the vast majority of these borrowers have now reverted to full repayment, there were 77 outstanding as at the end of 

the year and the window for new applicants remains open until 1 April 2021.

06 |

1

2

3

4



Savers

The savings market has been tough for a number of years with the 

continuing low interest rate environment, and this has worsened during 

the Covid-19 pandemic with the Bank of England reducing the Bank Base 

Rate and the whole market reducing rates in response. We delayed the rate 

reduction for as long as possible after the Bank of England decisions, and did 

not pass on the full Base Rate reduction to our members. But, we do need to 

manage the Society in a prudent and conservative manner and recognise the 

needs of all of our members to maintain a sustainable business, and hence 

we had to reduce rates throughout the year.

During 2020 savings balances increased by £19m, compared to £52m in 2019. 

The number of savings members reduced in 2020, from 77,813 at the start 

of the year to 77,049 at the end of the year. Our ability to open new savings 

accounts during 2020 was severely limited due to Covid-19 restrictions and 

the need to stop face-to-face appointments in our branches. Whilst we hope 

to resume these as soon as government guidance allows, we have also been 

working hard behind the scenes to enable video appointments and online 

account opening, and we are hoping to implement these during 2021.

In addition to the above, we have also tried to support members by:

• Pricing maturing bonds above the market average

• Rewarding our junior savers by offering them an average 64bps higher 

than the market average

• Rewarding our regular savers by offering them an average 20bps more 

than the market average
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             Retired charity chief 
executive Nigel chose 
Darlington for his savings 
because he enjoys the 
personal service he gets 
from being a member of our 
smaller, local institution.
“I didn’t want to go to one of the 
big national banks, and I just feel 
that Darlington Building Society 
cares more about the people from 
the local area. 

The service at the Middlesbrough 
branch is brilliant, always so 
friendly and down to earth. I love 
the fact that they remember your 
name - that kind of thing makes a 
big difference to me.”

“Despite those initial fears, 
which were completely 
understandable, the 
positivity shown by the 
team, and the desire to do  
the best they possibly could 
for the customers, has been 
phenomenal.”

Nicola Donaghue,  
Middlesbrough  
Branch Manager

Service

We collect ongoing feedback on our service through an independent 

organisation called Smart Money People. Whilst our scores have dipped 

slightly through 2020 compared to 2019, they do remain better than the 

vast majority of our competitors. Our Net Promoter Score in 2020 was 

+85.0 compared to +87.6 in the previous year. The Net Promoter Score is a 

measure of whether people would recommend us to their family, friends and 

colleagues, so I am very pleased that so many of our reviews evidenced such 

strong advocacy for our Society and rate our service so highly.

The number of complaints remains very low compared to the market, and we 

received fewer complaints in 2020 compared to the previous year (even when 

excluding Mortgage Payment Protection Insurance) - 3 complaints for every 

1,000 members in 2020, against 3.2 complaints for every 1,000 members in  

2019. 21 complaints were referred to the Financial Ombudsman Service in  

2019 with 4 upheld. In 2020 only 5 complaints were referred, with none upheld. 



Climate Change

Your Board is extremely mindful of Climate Change and is developing a 

strategy to enable the Society to play its part. This is yet to be finalised, 

although I expect it to include:

1. Measures to reduce the carbon footprint of the Society by improving 

our buildings energy efficiency, conserving energy through new 

technology, increased recycling, and encouraging our staff to reduce 

work related travel.

2. To help our members lead greener lives by providing access to 

guidance, funding and support to help with home improvements.

3. To support initiatives to make the homes on which we lend more 

energy efficient and better prepared for regulatory and environmental 

change.  

                 Proud mum Lynne 
has never regretted the 
decision she made in her 
early twenties to choose our 
Society as the place to start 
building a secure financial 
future.
And, a generation on, we are now 
helping her son, Matthew, as he 
begins his adult life in his own 
home.

“Darlington Building Society has 
always done my family proud,” 
says Lynne. “They look outside  
of the box and make  
a difference when it  
matters.”
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People

During 2020, we welcomed a number of new colleagues to the Society.  

At the end of 2020, we had a headcount of 177, an increase of 14 on the 

previous year, including 8 apprentices bolstering our staff in the branch 

network. During the year, we have encouraged all of our people to open 

regular savings accounts and become members of the Society. 

We continued to participate in the Best Companies Staff Engagement survey 

and were delighted to see a completion rate of 92% and an increase in scores 

across all workplace factors resulting in our highest rating since we started 

participating in 2016. The Society is now rated as a 2-star company (the 

second-highest standard of workplace engagement) with Best Companies 

describing the Society as -

“well led and well managed with outstanding levels of 
engagement”.
In 2019, we participated for the first time in the Banking Standards Board 

Culture Survey and we repeated this in 2020. Scores increased on average 

across the questions we asked our staff and we saw large improvements 

on questions relating to leadership, member focus, reliability and 

responsiveness. The vast majority of our people are proud of how the Society 

has helped its members during the Covid-19 pandemic.  

1

2

3

“I like the friendly helpful staff, 
because that’s why I have been a 
member since 1994.” 

    
Barnard Castle member,  
July 2020

             Our staff spent their 
weekends litter picking 
around the area.
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Conclusion/Outlook

The economic outlook remains highly uncertain and depends on the future 

path of the virus, the stringency of public health measures, the timing and 

effectiveness of vaccines and the reactions of households and businesses to 

all of these. It also depends on the Brexit trade deal not causing any future 

disruption to our ongoing trading and relationship with the European Union 

and the government continuing support to the economy.

Your Board continues to remain very aware of these ongoing risks and 

challenges and regularly reviews and implements appropriate actions to 

ensure we pursue a safe and prudent path into the future.

Your Board remains confident of our future viability and sustainability and 

is committed to continuing with our ambition and investing in your Society 

to ensure it remains relevant and fit for the future. Our strategy is centred on 

five pillars:

1. People - we will continue to strengthen our capabilities and be a great place to work, focusing on 

professionalism, learning and development, culture and engagement and supporting health and wellbeing, 

diversity, inclusion, fair reward and empowerment.

2. Members - we will continue to deliver an outstanding service to our members and intermediary partners, 

focused on savings, mortgages and financial advice provided through our branch network, central teams and 

digital channels.

3. Community - we will continue to engage positively and support the local community, remaining true to our 

social purpose, focused on our 5% pledge to provide funding to local good causes, enabling our people to 

volunteer in the local community and continuing with our programme of literacy, financial and workplace 

skills in local schools and colleges

4. Simplicity - removing complexity in how we operate, driving efficiencies, security and resilience by investing 

for the future, focused on renewing our mortgage acquisition and sales platform, our online savings and online 

banking platform and increasing the functionality available to our people and members.

5. Financial resilience - ensuring the long-term viability and sustainability of the Society by meeting the needs of 

key market segments, focused on optimising not maximising profit, and balancing the desire to provide value 

to members, invest to support future growth and maintain financial strength. 

I remain extremely proud and privileged to lead your Society and really value being part of a member focused and 

member owned business where every colleague strives to “do the right thing”. I would like to thank all of our people 

and members for your ongoing support and commitment and really hope that we will be able to meet in person 

before the end of 2021. I look forward to delivering our exciting and ambitious strategy.

Take care.  

Andrew Craddock

Chief Executive

1
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“There is a real family 
atmosphere in our 
branches, and we place a 
real emphasis on giving 
members time and listening 
to how they are feeling.”
Alex Robson,  
Stockton and Yarm  
Branch Manager
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             Head Office 
staff were all asked 
to work from home.
Moving everything 
online, introducing new 
ways of working whilst 
juggling childcare and 
a very new working 
environment.

But, the smiles never disappeared.

    2020 started with the 
Annual All Staff Conference 
and Awards.
8 members of staff were 
recognised for their dedication 
and hard work, including Alison 
Etherington who was named 
Society Ambassador.

2020 the Year of  
Making a Difference...

...to our Staff

2020 began like any other year. With Christmas behind us, excitement was 

building for what was to be a year of development, growth and improvement 

across the Society.

However, by the end of March we had put the Corporate Plan to one side.  

Lockdown came in with a blur, and every member of staff drew strength from 

each other, a shared purpose and a set of strong corporate values.

It was then that the Darlington Building Society Chief Executive, Andrew 

Craddock made a pledge:

“Darlington Building 
Society will remain 
‘open for business’, 
whilst protecting staff, 
supporting members, 
and helping local 
communities.”

2020

             As lockdown loomed 
the Society responded.
Those shielding were sent home, 
branch hours were reduced, and 
screens and sanitizer became 
part of everyday life.

       As the year progressed, 
masks became a way of life 
for the staff and members too.  
Staying safe and protecting each 
other at all times.

“It has been a really 
challenging year but, from 
day one, the staff put their 
own concerns to one side 
and came in with smiles on 
their faces.”
Jonathan Snee,  
Darlington  
Branch Manager

As a reflection of the 
fairness with which 
the Society treats 
every member of staff,

in 2020, we 
became a “Living 
Wage Employer”.



               Investment 
throughout the year in 
every member of staff.
We completed over 1,000 days of 
learning and development during 
2020.

Mostly online or e-learning due to 
the Covid-19 restrictions.
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Growing our own  
talent from within  
with the appointment of   
Sarah Horley as the Society’s 
first Credit Director, and Chris 
Blewitt as Head of Intermediary 
Distribution.  

Two deserving appointees.

We were awarded 
an “outstanding” 
rating in a national 
accreditation 
programme 

for our support of employees 
during the Covid-19 pandemic.

Chief Executive, Andrew 
Craddock, stated how he was 
“proud and humbled by the 
staff’s professional response to 
the Covid-19 pandemic, their 
dedication to serving members, 
and supporting each other.”

             Darlington’s Mayor hailed our staff as “lockdown heroes.”
The Mayor of Darlington, Councillor Chris McEwan, paid tribute to the 
“exemplary” way we had supported staff, customers, and the local 
community during the Covid-19 pandemic.

   Christmas once again 
brought out how important, 
our members and 
communities are to our 
staff.  
In this year of social distance and 
working from home, we donned 
our Christmas jumpers and hats 
and sent our best wishes to all!

    We continued to grow and  
    invest, with 35 new recruits 
taken on during the year in total.

The investment included the 
appointment of eight local 
apprentices in customer service 
roles.



         We introduced an 
industry-leading set of 
measures to support 
members during the 
economic turmoil resulting 
from the Covid-19 pandemic.
We pledged to not repossess a 
member’s home before May 30, 
2021, if they got into arrears due 
to the Covid-19 pandemic, as long 
as they worked with us to get 
their mortgage back on track.

We worked with the Money Advice 
and Pensions (MAPS) to give our 
members free debt advice.

Moreover, we agreed almost 900 
mortgage payment deferrals over 
the course of 2020.

          2,302 of our members 
registered for Darlingtonline 
in 2020, ensuring they had 
24-hour access to their 
account balances during 
lockdown.
High customer satisfaction was 
achieved in 2020, summarised 
by a Darlingtonline customer 
in August who said “This was 
one of the easiest registration 
procedures I have ever done, 
clear and precise details and 
instructions. Well done Darlington 
BS you have taken the stress out 
of on line banking registration. 
Many thanks.”

         Flexibility enabled our 
Direct Sales Team to:

• Support more than 900 
customers to switch 
mortgage products during 
2020. 

• Conduct more than 800 
mortgage appointments 
for new and existing 
borrowers.

“There was definitely a sense 
of being in the midst of difficult 
times, and the team always put 
members first, striving to find a 
solution to any issue.” Said Ian, 
Direct Sales Manager.

As lockdown ended, we 
once again responded  
to encourage members to  
consider saving, even a 
small amount, for the future.
Introducing changes to the popular 
SOS account to enable those with 
‘lockdown savings’ to increase  
      their monthly contributions to  
      the account and in doing so  
      make their savings go further.

...to our Members
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For 86,187 members Darlington Building Society is part of their life. To each 

we make a difference whether that be to keep their savings locked away, 

earning interest for the future whatever that may be or enable them to realise 

their dream of home ownership.

The year started with a bang, as we were named as Treating 
Customers Fairly Champion at the 2020 British Bank Awards.
Shortly afterwards we launched a new mortgage proposition aimed  
at helping people onto the housing ladder through the increasingly 
popular “shared ownership” scheme.

Across 2020, Darlington 
Building Society Made a  
Difference to our members,  
whilst keeping them safe.



        Members, representing 
all generations, were placed 
at the heart of our Society 
film, which includes some who 
have been with the Society for 
more than 50 years, and others 
who are just starting out on their 
savings journey.

Margaret first opened a 
savings account in 1965 
because she needed 
somewhere safe for her 
£12-a-week wages.
She went on to save, with 
husband Stephen, enough money 
to put down a £250 deposit on 
a three-bedroomed home in 
Acklam, Middlesbrough.

“We always found we could 
trust Darlington Building 
Society because it was smaller 
and friendlier than the big 

banks. As the banks got bigger, 
Darlington Building Society 
stayed the same, and always kept 
that personal touch.”

In November,  
we returned to our branch 
refurbishment plans.  
Northallerton closed for 2 
weeks to enhance the customer 
experience; improve the working 
environment for our staff; and 
bring the branch even closer to 
the community.

   With our branches now closing in the afternoon, the staff 
turned to the phones.
Alex, Stockton and Yarm Branch Manager said, “It was fantastic to see 
how the team found it so rewarding simply to contact members who 
hadn’t been able to leave the house and hadn’t heard from anyone.

“The Society staff are used to building relationships with members, and 
it quickly became clear that there was a huge need for simply making 
contact with those having to isolate.

“That personal touch clearly made a huge difference to people,” says 
Alex. “They weren’t phoning them just as members, but as someone they 
know and care about.”

         During the summer, 
the number of low deposit 
mortgages available began 
to fall, because of the 
Covid-19 pandemic.
We responded by introducing a  
mortgage product for local people  
who were ready to take that first or  
second step on the property ladder.
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“Super quick response to my 
phone call with no waiting time 
and issue resolved very quickly 
and professionally.”

    
Member, July 2020



A green-fingered initiative 
to help autistic people 
take part in therapeutic 
horticultural activities 
received a “massive” boost 
from our 5% Pledge this year.
Daisy Chain Project was awarded 
nearly £15,000 to pay for a large 
polytunnel at its pioneering base on 
Teesside from our 5% Pledge pot.
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    The Bread and Butter Thing’s arrival in Darlington could  
    not have been better timed. Our contribution of £20,000 
was fundamental to the project happening.
The first community hub opened on March 25, and 6 months later, there 
are 4 hubs from which 100,000 meals have been distributed with a retail 
value of £70,000 but costing the customers only £15,000.

...to our local community

Alison described our 
Northallerton branch, as 
“an invaluable friend of our 
charity.
“Darlington Building Society is 
such a great supporter of the 
community - not just our charity 
but so many other local charities, 
organisations, and businesses,” 
she says.

In particular, she is grateful for 
having regular access to the 
“Community Corner” in the 
Northallerton branch - a free 
space, which is dedicated to 
advertising community events.

Ten female members of 
staff have become fully 
trained mentors for the  
Girls’ Network since 
July, with more in 
the pipeline.
The Girls’ Network - 
which brings together 
female role models to 
mentor 14 to 19-year-
old girls - expanded 
into Tees Valley 
this summer. And 
we have become a 
“cornerstone” partner, supplying 
more volunteers than any other 
organisation in the area.

We demonstrated our 
commitment to the 
community this summer 
by giving four local people 
invaluable work experience on a 
paid placement scheme. 

We have always dedicated our time and fundraising to help those in the local community.

In 2020, our communities have benefitted from our 5% pledge and individual staff fundraising, staff volunteering, 

shared space in our branches, as well as our financial education and literacy campaigns.



As the year ended, we brought 
festive cheer to a host of 
community organisations by  

announcing that they will 
share donations totaling 
nearly £30,000.

This brought the total 
donations from our 5% 
Pledge fund to £77,438 for 
2020 spread between 16 
local good causes.

   This year’s story-writing 
competition was moved 
entirely online, with the 
winners being declared in a 
virtual grand final.
The 2020 winners - chosen 
from more than 300 entries - 
were nine-year-old Alisha, and 
thirteen-year-old Sally.
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This year the  
players, staff, and  
parents of Middlesbrough 
Under 10s Football Club 
were delighted to learn 
that we had donated £250 
following an appeal for help 
from a parent. 
Our donation will be used to 
pay for a new training kit and 
any equipment they need 
moving forwards.

A brief moment of respite 
saw a group of staff tackle 
the 4 peaks challenge 
raising £630, for the Daisy 
Chain Project in Stockton, as 
well as a few blisters.

     Our staff members  
marshalling the Flu 
Vaccination Centre in the 
pouring rain.
A great practice run for what was 
to come in the New Year.

Six employees this year 
volunteered to help tackle 
a “loneliness epidemic” 
amongst older people after 
a charity issued an urgent 
appeal.
Age UK North Yorkshire and 
Darlington launched a “Good 
Friends” campaign in response 
to a mounting mental health 
crisis due to older people feeling 
isolated during the Covid-19 
pandemic.

An initiative to provide 
vulnerable people with  
comfortable accommodation 
for up to a year received 
vital financial support from 
our 5% Pledge.
The 700 Club, a Darlington 
charity working to prevent 
homelessness, needed support 
to provide 32 self-contained 
apartments available to help local 
people live independently.

Our £4,000 donation will sponsor 
one of the apartments, covering 
the cost of new furniture and 
other equipment.



Board of Directors

Strengths and experience: 
Jack has held numerous senior 
management and executive roles 
during his 40-year career within 
the financial services and risk 
management sectors. Included 
are: Deputy Chief Executive Officer 
of Sainsbury’s Bank; Retail Risk 
Management Director of Bank of 
Scotland; Group Security Director 
of Lloyds Banking Group; and 
UK Managing Director of Risk 
Management at National Bank of 
Australia (Europe). 

Personal message for 2021:
I am immensely proud to serve 
our Society as its Chairman. Since 
joining the Board, I have sought to 
create and oversee our strategy to 
become a strong, resilient, efficient 
and prosperous regional building 
society. 

Our objective is to be a more 
sustainable business for the benefit 
of our members, colleagues and the 
community.  I would be proud to 
continue to serve as your Chairman 
and would ensure that our Society 
continues to invest in its future, 
deliver improved services to you 
whilst continuing to strengthen our 
business in a safe and secure way. 

Jack Cullen 
Chair

Strengths and experience: 
A Teessider by birth, Robert spent 
over 30 years in local media, latterly 
as Regional Managing Director of 
Trinity Mirror North East, publishers 
of the Gazette in Middlesbrough and 
the Chronicle, Journal and Sunday 
Sun in Newcastle.

Personal message for 2021:
As a local lad I’m very proud to serve 
as Vice Chair. I care deeply about 
the Society and am excited by its 
ambitious plans for the years ahead. 
I’m particularly keen on our impact 
locally - investing in our branch 
network, serving you our members, 
supporting our colleagues and of 
course, our communities through 
our 5% Pledge.

Robert Cuffe 
MBE 
Vice Chair

Strengths and experience: 
Andrew started his career at Barclays 
Bank where he spent 20 years.  
From there he moved to Allied Irish 
Bank where he spent a further 10 
years, latterly as UK Chief Operating 
Officer. He was Chief Executive Officer 
of the Buckinghamshire Building 
Society for 4 years before joining the 
Society in December 2018.

Andrew has strong strategic and 
commercial skills as well as an 
excellent understanding of risk 
and change management, IT and 
Operations and developing products 
to meet customer needs.

As Chief Executive Officer, Andrew 
has responsibility for developing and 
proposing the Society’s strategy, 
corporate objectives and plans, 
providing leadership to the Society, 
and maintaining the Society’s 
business model and culture.

Personal message for 2021:
I am proud to be the CEO of 
your Society and am passionate 
about its purpose, member focus 
and commitment to continual 
improvement. I aspire for your 
Society to consistently provide an 
excellent service and build strong 
relationships with you, our members. 

My mission is to build a trusted, 
values-driven organisation, which 
continues to thrive, inspire its people 
and make a real difference to our 
members and the local community.

Andrew 
Craddock 
Chief Executive
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“We are lucky to have 
great teams at Redcar 
and Northallerton, and 
everything they do is 
always customer-focused. 
They just want to help, 
and nothing is too much 
trouble.”
Lisa Sidgwick,  
Redcar and  
Northallerton  
Branch Manager



Strengths and experience: 
Chris has over 20 years’ financial 
services experience, including 2 
years at Royal Bank of Scotland, 2 
years at Yorkshire Building Society 
and 15 years at Lloyds Banking 
Group. He has extensive knowledge 
of Treasury and Market Risk and 
spent his first 2 years at the Society 
as Chief Risk Officer. 

Chris as Chief Operating Officer 
is responsible for the IT, Change, 
Marketing and mortgages/savings 
support functions.

Personal message for 2021:
As a member of the Board and 
Management Executive, if re-elected, 
my goal is to make it easy and 
simple for our current and future 
members to save for their future or 
have a mortgage with the Society, 
with flexibility to suit their personal 
circumstances.

Chris Hunter 
Chief Operating 
Officer

Strengths and experience: 
Angela retired as Deputy CEO 
and Group Finance Director of the 
Newcastle Building Society in 2018.  
She is a Chartered Accountant and 
Certified Public Accountant with over 
30 years’ experience in finance in the 
UK and abroad. 

Angela has worked in a variety 
of positions covering finance, 
risk, audit, project and corporate 
planning. She also worked for PwC 
for 12 years in the UK and USA.

Personal message for 2021:
I feel privileged to serve on the 
Board and use my finance and risk 
experience to contribute to the 
ongoing success of the Society.  
2021 looks to be another challenging  
year but I am confident that the  
Society will balance strong prudential 
management with doing everything 
possible to support members, 
colleagues and local communities at 
this difficult time. 

I will continue to challenge and 
support the Executive in achieving 
our strategy throughout 2021.    

Angela Russell 
Non-Executive 
Director

Strengths and experience: 
A chartered accountant by 
background, Kate worked initially at 
PwC. She subsequently had a varied 
career spanning sales & marketing, 
customer services, IT & change 
management, HR, strategy and risk 
management, as well as finance. 

Kate has worked primarily in 
financial services with roles at 
Skipton Building Society, First 
Direct, AXA PPP healthcare, Lloyds 
Banking Group and Engage Mutual 
Assurance.

Personal message for 2021:
I have over thirty years’ experience 
in financial services in a wide range 
of roles. I very much look forward 
to using this experience alongside 
my Board colleagues to ensure the 
Society continues to thrive, deliver 
relevant products for its members, 
create a great working environment 
for its colleagues, and have a positive 
impact in its local community.

Kate McIntyre
Non-Executive 
Director
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        Jamie first opened a savings account with our Society 
when he was left some money by his grandmother, and he 
went on to use it towards a deposit on his first house.
Now, Jamie and his wife Hayley, have opened savings accounts for their 
three children: Lola, nine; Mabel, seven; and Ossie, five.

Hayley added, “We think it’s really important for the children to be financially 
aware and this is a fun way of encouraging them to save.  
Ossie loves the little train and it’s such a nice idea.”



Strengths and experience: 
Jessica is the Founder and Managing 
Director of outsourcing business,  
Just Williams based in the Tees 
Valley. Jessica started her career at 
the Yorkshire Bank before working in 
the third sector and then 6 years ago 
launching her own business.

Personal message for 2021:
I am proud to serve the Darlington 
Building Society, its members 
and our local community and to 
champion the importance of such a 
historic organisation in our region.

To ensure we continue to engage 
with members for the next 160+ 
years in a sustainable multi-channel  
way whilst investing in our 
organisation for your family and for 
all our future generations.

Jessica Williams 
Non-Executive 
Director

Strengths and experience: 
Christopher is a chartered 
accountant and fellow of the ICAEW 
(Institute of Chartered Accountants 
in England and Wales). He has 
worked for the Society for over 8 
years having previously worked 
for PwC as an external auditor of 
financial services firms.

Personal message for 2021:
I take a lot of pride in working 
for a local, mutual organisation, 
which makes a real difference in its 
community. My role is to ensure the 
long-term financial strength and 
resilience of our Society. 

We have successfully managed 
significant challenges in the past 
year and I look forward to helping 
drive the Society forwards in 2021 
and beyond.

Christopher 
White
Finance Director
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Strengths and experience: 
A Chartered Surveyor, Jon advises 
developers, housing associations and 
charities on the delivery of new high 
quality homes. He is also an Advisor 
to George Clarke’s Council Housing 
campaign. 

Jon has 20 years’ experience of both 
serving on a range of Boards and 
delivering housing across the UK. 
He has previously been Director of 
Housing at Manchester City Council 
and Head of Custom Build Housing 
at responsible developer Igloo.

Personal message for 2021:
The world is changing fast around us 
and 2021 will be another challenging 
year as well as one of opportunity.

If re-elected, I will continue to bring 
my diverse experience gained from 
other Boards and working across 
the housing sector to ensure that 
the Society continues to prosper, 
supporting our members and local 
communities.

Jon Sawyer 
Non-Executive 
Director

Strengths and experience: 
Ian has over 40 years’ experience 
in retail financial services having 
held a number of executive roles 
in banks with a focus on strategy, 
organisational change and risk 
management. Ian now follows a 
portfolio career combining board 
advisory and non-executive roles.

Personal message for 2021:
Darlington is a strong, ambitious 
society firmly rooted in putting our 
members and communities at the 
forefront of everything it does. 

If re-elected, I look forward to 
continuing this focus and to 
contributing to the future growth 
and success in a changing world.

Ian Wilson 
Non-Executive DirectorOur Executive

Andrew Craddock
Chief Executive

Christopher Hunter
Chief Operating Officer

Christopher White
Finance Director

Niki Barker
Director of People and Culture

Darren Ditchburn
Chief Customer Officer

Sarah Horley
Credit Director

David Bews
Chief Risk Officer
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Financial 
Performance

“Darlington give a very personal and professional service. 
Much easier to deal with than high street banks and 
building societies.”

    
Member, July 2020

Imogen was 16, when she started a part-time job after leaving 
school, and set herself the target of owning her own car. 
Within a year, she had saved enough to buy the used car she wanted.

Imogen says, “Over the months, I could see the balance growing, and I was 
surprised at how quickly it mounted up - even from my small deposits.”

Through saving for the car she wanted, Imogen realised the value  
of putting money aside regularly, and is now saving for her  
next holiday.

Summary

The Society’s and Group’s financial performance has been substantially impacted by the Covid-19 pandemic and 

its impact on the housing market and wider economy. Our profit before tax reduced year on year from £1.8m in 

2019 to £0.7m. The year-on-year reduction was largely driven by factors including lost mortgage income, additional 

provisioning increased costs incurred in managing the pandemic and increased staff numbers to meet demand. 

Despite challenges in the mortgage market through the year, the Society has managed to grow its Balance Sheet in 

the year by nearly 6% with total assets now at nearly £705m.

Capital 

As a member owned Building Society our objective 

is to optimise, rather than to maximise profitability 

and with no need to make dividend payments to 

shareholders, we can focus more on ensuring long-

term stability and resilience for our members. 

Our reserves position at the end of 2020 remains 

robust with our capital ratio (CET1) at 17.1% 

(2019: 18.1%) comfortably in excess of regulatory 

requirements. Whilst we expect that 2021 is likely 

to see continued adverse economic and market 

conditions, we expect to maintain our strong capital 

position. 



Profitability 

Your Society traded profitably during 2020 and finished the year with a profit before tax of £0.7m (2019: £1.8m).  

The reduction was driven by the following factors:

• Reductions in our income from mortgages because 

of lower-than-expected lending in early 2020 and 

adjustments to net interest income following the 

Society passing on the Bank of England’s reductions 

to Bank Base rate on to its mortgage Standard 

Variable Rate (SVR); 

• Our costs increased year on year by 3.3% to £9.4m 

(2019: £9.1m). This was due to increased staff costs 

to service high business volumes whilst maintaining 

service levels and to resource various projects to 

deliver improvement to the business in 2021 and 

beyond. We also saw expenditure on equipment to 

ensure the safety of our staff and members during 

the Covid-19 pandemic.

• The Society’s subsidiary, Darlington Homes  

Limited, (DHL) also recorded a £0.3m devaluation  

of property assets it holds for the Group.

• Increased provisioning for credit risk was also seen as 

a result of the Covid-19 pandemic.

Mortgage Provisioning and Forbearance

The Society has always supported mortgage 

borrowers who fall upon hard times, trying to agree 

suitable arrangements with them whilst balancing 

and respecting the interests of other members. As a 

result of the Covid-19 pandemic, 2020 has required 

significantly more support for members than usual in 

this area.

In March 2020, the Government announced, 

with support from the industry, that borrowers 

experiencing financial difficulties due to Covid-19 

would be offered a mortgage payment deferral. 

Further guidance was issued in May and October extending the period over which the payment deferrals could be 

taken. Darlington Building Society embraced this means of supporting our borrowers and through 2020 we:

• Supported almost 900 of our borrowers with payment deferrals. 

• Contacted all customers to discuss the best option in how to either extend or exit their payment deferral. 

• Provided further support for those who were already in financial difficulty at the beginning of the Covid-19 

pandemic with a tailored approach based on their individual circumstances.

20 |



We have been committed to helping our members live financially stable lives for many years, being able to help so 

many of our mortgage borrowers through this difficult financial period is important to us and in keeping with our 

purpose, vision and values. It has also been pleasing to see that following taking a payment deferral, over 94% of 

customers have been able to return to paying their mortgages. We continue to engage with those still facing financial 

difficulties and offer further tailored support based on their circumstances. 

Where we consider there is a possibility of a loss on a mortgage, a provision is made. In 2020, we have included an 

assessment of the additional credit risk created as a result of the Covid-19 pandemic (in addition to our existing credit 

loss methodology). As a result, £0.3m has been added to the Society’s provisioning for 2020. The total provision held 

by the Society against the loan book therefore increased year on year to £1m (2019: £0.8m). The charge made to the 

Income and Expenditure Account in relation to provisions for bad and doubtful debts during 2020 was £0.2m (2019: 

£0.04m). 

A breakdown of the provisions against the loan book is given in Note 12 to the Annual Report and Accounts and 

further information on the credit risk within the loan book given in Note 25.
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Balance Sheet

Our total assets at 31 December 2020 were £705m (2019: £666m).  

This represented a growth in the year of 5.8% (2019 8.8%). 

“What surprised us most was that people were 
pleasantly surprised that the level of service  
was continuing, because they thought 
everything would be much more limited. 
‘I didn’t know you could do that’ was a 
comment we heard a lot.”
Jonathan Snee, Darlington Branch Manager

The Society lent £124m of mortgages in 2020 (2019: 

£138m) resulting in our mortgage book increasing 

to £584m (2019: £551m). Lending was severely 

impacted during the first lockdown with Government 

restrictions meaning house viewings, property surveys 

etc. were all not possible and therefore housing 

transactions reduced to near zero. 

As outlined above, the unexpected boom in housing 

following the first lockdown however allowed the 

Society to lend more strongly in the second half of the 

year. The Society also retained over 65% of mortgage 

maturities in the year as most of our mortgage 

customers chose to stay with the Society at the end of 

their mortgage product.

Our funding is sourced primarily from shares  

(retail deposits from Society members) with a smaller 

proportion of deposits from corporate and wholesale 

funding. We grew our total Shares and Deposits 

funding in 2020 to £653m (2019 £617m). Retail 

funding from our retail customers grew 3.4% in the 

year to £580m (2019 10.2%, £561m).
The Bank of England base rate dropped twice 
in the first two months of lockdown.
When that happened, we reduced our standard variable  
     rate by the full 0.65% for our mortgage  
     borrowers, and delayed any rate reductions 
     or our savers for as long as possible.



This Financial Statement is a summary of the information in the audited Annual Accounts, the Directors’ Report and 

the Annual Business Statement, which will be available to download from our website any time after 24 March 2021. 

Approved by the Board of Directors on 12 March 2021 and signed on its behalf by:

Summary  
Financial Statement
For the year ended 31 December 2020
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Jack Cullen

Chair     
 

Andrew Craddock

Chief Executive

Robert Cuffe MBE

Vice Chair

Independent auditor’s statement to the 
members and depositors of Darlington 
Building Society

We have examined the Summary Financial Statement 

of Darlington Building Society for the year ended 31 

December 2020, which comprises the results for the year, 

balance sheet at the end of the year and summary of key 

financial ratios together with the Summary Directors’ 

Report.

Respective Responsibilities of Directors  
and Auditors

The Directors are responsible for preparing the Summary 

Financial Statements in accordance with applicable 

United Kingdom law.  

Our responsibility is to report to you our opinion on 

the consistency of the Summary Financial Statement, 

Annual Business Statement and Directors’ Report and its 

conformity with the relevant requirements of Section 76 

of the Building Societies Act 1986 and regulations made 

under it.

Basis of Opinion

Our examination involved agreeing the balances in 

the Summary Financial Statement to the full Annual 

Accounts, Annual Business Statement and Directors’ 

Report. Our report on the Group’ and Society’s full Annual 

Accounts describes the basis of our audit opinion on 

those full Annual Accounts.

Opinion on Summary Financial Statement 

In our opinion, the Summary Financial Statement is 

consistent with the full Annual Accounts, the Annual 

Business Statement and the Directors’ Report of 

Darlington Building Society for the year ended 31st 

December 2020 and complies with the applicable 

requirements of Section 76 of the Building Societies Act 

1986 and regulations made thereunder.

Use of our Report

This report is made solely to the Society’s members, as 

a body, in accordance with Section 76(5) of the Building 

Societies Act 1986. Our work has been undertaken so that 

we might state to the Society’s members those matters 

we are required to state to them in an auditor’s report 

and for no other purpose. To the fullest extent permitted 

by law, we do not accept or assume responsibility 

to anyone other than the Society and the Society’s 

members as a body, for our audit work, for this report, for 

our audit report, or for the opinions we have formed.

Deloitte LLP

Statutory Auditor

Manchester, United Kingdom

10 March 2021



| 23

Group Results for the Year 2020 2019

 £000 £000

Net interest receivable 10,264 10,808

Other income and charges 425 334

Changes in fair value of investment properties (250) (380)

Net losses from derivative financial instruments (81) 175

Administrative expenses and depreciation (9,423) (9,126)

Provisions for debts (201) (39)

Profit for the year before taxation 734 1,772

Taxation (98) (357)

Profit for the financial year 636 1,415

Group Position at end of Year

Assets

Liquid assets 111,553 105,590

Mortgages and other loans 583,839 551,284

Derivative financial instruments 11 122

Fixed and other assets 9,436 8,807

 704,839 665,803

Liabilities

Shares 580,112 561,412

Borrowings 72,969 55,262

Derivative financial instruments 2,846 1,300

Other liabilities 2,329 2,104

Reserves 46,583 45,725

 704,839 665,803

Summary of Key Financial Ratios 2020 2019

 % %

Gross capital as a percentage of shares and borrowings 7.13 7.41

Liquid assets as a percentage of shares and borrowings 17.08 17.12

Management expenses as a percentage of mean total assets 1.38 1.43

Profit for the year as a percentage of mean total assets 0.09 0.22



Notes to the Summary Financial Statement

1. The Summary Financial Statement is prepared on a Group basis.

2. Gross capital comprises the general reserve of profits retained in the business to provide a financial cushion 

against any difficulties which might arise and therefore protects members. When gross capital is expressed as a 

percentage of shares and borrowings, it illustrates the proportion by which the Group’s activities are funded by 

accumulated reserves.

3. Liquid assets comprise cash, short term deposits, and investments such as government securities which can be 

converted readily into cash. The liquid asset ratio measures the proportion of the Society’s assets held in liquidity. 

Liquid assets enable the Group to meet members’ requests for withdrawals from their accounts, to make new 

mortgage loans and to fund general business activities.

4. The profit/assets ratio measures the Society’s profit after taxation for the year as a proportion of the average of 

the Society’s total assets during the year. The Society needs to make a reasonable level of profit each year in 

order to maintain its capital at a suitable level to protect members. 

5. Mean total assets are calculated as the mean of the 2020 and 2019 total assets as shown in the Group balance 

sheet. 

6. The management expenses ratio measures the proportion that the Group’s administrative expenses (including 

depreciation) bears to the average of the Group’s total assets during the year. Management expenses consist 

mainly of the costs of running the Group’s business, including the costs of employing staff. Expenses need to 

be controlled so that the Group operates as efficiently as possible while providing the service required by our 

members.

Other Notes

a. The maintenance and integrity of the Darlington Building Society website is the responsibility of the Directors; 

the work carried out by the Auditors does not involve consideration of these matters and, accordingly, the 

auditors accept no responsibility for any changes that may have occurred to the financial statements since they 

were initially presented on the website. 

b. Legislation in the United Kingdom governing the preparation and dissemination of financial statements may 

differ from legislation in other jurisdictions.

Definitions of Our Highlights

The Net Promoter Score® This is a measure of customers likelihood to recommend the Society.

Customer Satisfaction  This is the average satisfaction score during 2020, as recorded by Smart Money People.

Staff Engagement A 2-star award is the second-highest standard of workplace engagement in the  

 Best Company awards.

1

2

3

4

5

6

a

b
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I am pleased to present a summary of our 2020 Director’s Remuneration Report. This is a summary of our full 

Directors’ Remuneration Report, which you can find in the Society’s 2020 Annual Report & Accounts. This will be 

available online at www.darlington.co.uk/AGM2021 from 24 March 2021.

This summary report contains information on our Remuneration policy, which sets out how we pay our Directors, and 

the remuneration each Director received for 2020. 

If you are eligible to vote at the Annual General Meeting (AGM), you will have an advisory vote on both the 

Remuneration Policy and the 2020 Directors’ Remuneration Report. The Directors’ entitlement to remuneration is not 

conditional on the AGM vote. However, the Remuneration Committee will take account of your feedback.

Our Policy for Directors’ Remuneration

The Society’s Remuneration policy is designed to ensure remuneration rewards Executive Directors for their skills, 

knowledge, responsibilities and performance. When making any decisions about pay and benefits the Society strikes 

a balance between the value of employees, the needs of members to ensure cost-efficiency and the requirements of 

its regulators.

The policy is aligned with the Society’s mission, purpose and values, and the expectations of our members. It supports 

the Society’s ability to recruit, motivate and engage great people and is consistent with our risk appetite. The policy 

is designed to support the overall financial stability of the Society and its strategic priorities, by promoting sound and 

effective risk management and does not encourage excessive risk taking.

The key components of remuneration for Executive Directors are set out below:

Element

Base Salary

Benefits and Pension

Annual Variable Pay (Bonus)

Operation

Salary increases are reviewed annually in line with all colleagues at the 
Society. Salary levels take into account experience, market data, the 
economic environment, individual and Society performance. 

These include private medical insurance, life assurance, healthcare cash plan 
and an annual medical. Executive Directors may participate in the defined 
contribution pension plan or receive a cash allowance should contributions 
exceed the annual or lifetime allowance. Executive Directors receive 10% of 
base salary.

This rewards performance over a single financial year across a balanced 
scorecard of measures and is provided to all eligible Society employees, 
including Executive Directors.

Summary Directors’ 
Remuneration Report



Our Performance in 2020

The Society’s balanced scorecard contains 22 measures, which are aligned to the business strategy. This approach 

has member outcomes at its heart and protects against excessive risk taking. Although the Society made satisfactory 

progress against its scorecard in 2020, as outlined in the commentary earlier in this report, the Covid-19 pandemic 

and actions taken in response by the authorities, adversely impacted on our performance, and this is reflected in the 

assessment against the targets, which determine variable pay. The Society outperformed against six of the measures, 

performed in line with two of the measures and performed below target in 14 of the measures.

2020 Remuneration Summary for Executive Directors

1. Base salary - salaries are normally reviewed in March each year, with any increases paid from the following 

month. Due to the Covid-19 pandemic, the review in 2020 was deferred until September, with any increases 

paid from October. This review saw an increase of 3% for all employees, including the Executive Directors. It is 

intended that the 2021 review will also be undertaken later in the year.

2. Variable pay - given the impact of the Covid-19 pandemic on the performance of the Society, the Executive 

Directors and the rest of the executive team, voluntarily withdrew from their 2020 bonus scheme. 

However, to recognise the excellent commitment and dedication of all colleagues in the Society throughout an 

extremely challenging year the Remuneration Committee recommended to the Board that an exceptional one-off  

flat rate payment of £250 be made to all colleagues, including Executive Directors. The Board agreed with this 

recommendation.

The service contract for all Executive Directors included a contractual notice period of 9 months for both the Society 

and the Director. The contracts also state that during the period of employment with the Society they may only carry 

out remunerated work for another organisation with the express written consent of the Board. During 2020, there 

were no severance or sign-on payments made to any Director. 

  Executive Director

  A K Craddock

  C Hunter

  C B White

  Total

2020 Total Remuneration

£211,876

£151,717

£151,608

£515,201

2019 Total Remuneration*

£218,227

£158,850

£158,890

£535,967

* 2019 total remuneration included a bonus payment of £9,688 for each Director.
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Details of the Non-Executive Directors’ Remuneration

Non-Executive Directors receive fees for the provision of their services. These are reviewed annually and in 2020 a 3% 

increase was agreed, the same as for all employees including the Executive Directors. Non-Executive Directors do not 

receive any variable or performance related fees or incentives, or any other benefits or a pension entitlement. Non-

Executive Directors do not have service contracts. 

  Non-Executive Directors 2020 Total Remuneration 2019 Total Remuneration

  R Cuffe £33,012 £32,547

  J Cullen £46,230* £45,579

  A T Gosling
  (retired 31 December 2019)

£0 £29,003

  M Pott
  (resigned 30 June 2019)

£0 £12,336

  K McIntyre
  (appointed 1 August 2019)

£25,194 £10,419

  A Russell
  (appointed 1 August 2019)

£29,417 £10,419

  J Sawyer £25,194 £24,839

  J Williams
  (appointed 1 August 2019)

£25,194 £10,419

  I Wilson £29,417 £29,003

  Total £213,658 £204,564

*A balance of £7,877, equivalent to 2 months of Directors fees, was voluntarily foregone by the Chairman, J Cullen, to 

support Society initiatives in 2020 regarding staff wellbeing and welfare. The balance shown in the table above is the 

total fee payable before this foregone amount.
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Making a  

Difference
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Barnard Castle
26 Market Place

Barnard Castle

County Durham

DL12 8NB

Phone: (01833) 631431

Email: bcastle@darlington.co.uk

Bishop Auckland
Waverley House  

116 Newgate Street

Bishop Auckland

County Durham

DL14 7EH

Phone: (01388) 604332

Email: bishop@darlington.co.uk

Darlington
8 Tubwell Row

Darlington

County Durham

DL1 1NX

Phone: (01325) 487171

Email: tubwell@darlington.co.uk

Guisborough
8 Westgate

Guisborough

TS14 6BA

Phone: (01287) 638483

Email: guisborough@darlington.co.uk 

Middlesbrough
47 Linthorpe Road

Middlesbrough

TS1 5BS

Phone: (01642) 218961

Email: mboro@darlington.co.uk 

 

Northallerton
124 High Street

Northallerton

North Yorkshire

DL7 8PQ

Phone: (01609) 779757

Email: northallerton@darlington.co.uk

Redcar
9 High Street

Redcar

TS10 3BY

Phone: (01642) 483351

Email: redcar@darlington.co.uk 

Stockton
21 High Street

Stockton

TS18 1SP

Phone: (01642) 672612

Email: stockton@darlington.co.uk 

 

Yarm
81 High Street

Yarm

TS15 9BG

Phone: (01642) 791019

Email: yarm@darlington.co.uk

Our branches


