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Leading the way with innovative financial services for over 60 years.

CHAIRMAN OF THE BOARD
2016 REPORT
Town & Country has had another record-breaking year. This year we secured the honor of being
the second-largest credit union in asset size in the state of Maine! That is quite an accomplishment
when you think of our humble beginnings in a church basement 64 years ago.
I’ll leave all of the financial aspects of our success to those better versed than I to give you details.
In my report, I am allowed to indulge in the more people-centric aspect of the credit union. I
wish to thank the credit union’s thoughtful and generous staff members for all the many worthy
community causes they have supported either financially or by giving of their precious time.
There are too many causes to list, but it’s safe to say that our staff has touched the lives of many
hundreds of people with its generosity.

Jane O. Torres
Chairman

Each year, the credit union sponsors the Better Neighbor Fund, which allows small and large
community organizations the opportunity to win grants to help supplement their programs. This
has been a wonderful initiative we started in 2010. To date, we have awarded $175,000 in grants
to 56 organizations.
This year, we also voted to make the largest donation in our history in honor of two former
Board members who together, gave a combined 85 years of service to Town & Country! We have
pledged $100,000 to the Eastern Trail to build a bridge which will connect South Portland to the
southern piece of the Trail. We are proud to honor Wil Couture, who was on the Board for 40
years, and the late Ed Connolly, who served for 45 years. The bridge will be named the ConnollyCouture Bridge, and will reflect the deep love and commitment they have given to our members
and the communities we serve.
We cannot forget about the importance of our six branches whose staff members are our first-line
communicators with members. Our branch staff offers outstanding service to members, and we
hear their praises on a regular basis from members whose lives they have touched. Our web and
mobile services are top-notch, but it is our staff who maintain the human touch.
I want to thank all of the staff at our branches and the managers: Sara Thiele, Main Office; Nicole
Lemieux, Forest Avenue; Jennifer Owen and Amber Brinson, Millcreek; Hetal Patel, Northgate; Kelly
Marston, Scarborough; and Walter McCallister, Saco, for all of their hard work and enthusiasm.
Your Board of Directors work hard all year, along with our exceptional staff, to keep up-to-date on
the best and most secure financial services you want and need.
I would personally like to thank my fellow volunteer Board members for their tireless work and
dedication to Town & Country. Throughout the year, they attend Board and committee meetings,
planning sessions and conferences, and work hard to maintain the quality of service you have
come to expect. They are committed to our vision, and truly care about Town & Country’s future.
The Board includes Kevin Powell, Vice Chairman; Paul Chamberlain, Treasurer; Josh Fifield,
Secretary; Justin Lamontagne; Anne Connolly; and our newest Board member, Monique Gorey.
This past year, we finally relented and allowed Wil Couture to retire, Monique was appointed to fill
his term.
There are not enough adjectives to describe the many facets of our tireless, hard-working,
innovative and caring President, David Libby. Dave worked his way up through the ranks of the
credit union, and his dedication to credit union values always shines through everything he does. I
want to personally thank him for always giving the Board the benefit of his knowledge and energy
to keep us on top. His accomplishments are myriad, and his mind works overtime to stay on top of
the many emerging initiatives that may benefit our members.
I also want to thank VP & Chief Administration Officer Pam Kane, Operations Manager, Viola
Frenette and Executive Assistant, Michelle Lutzen for all the support they have given the Board this
past year. Thank you all.
Thank you also to all of our members for your continued support. Whether you are a long-time
credit union member or a recent convert to this member-and service-focused alternative to
traditional banking, we applaud you and look forward to a long and happy relationship!
Respectfully submitted,
Jane O. Torres
Chairman of the Board
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PRESIDENT’S MESSAGE

I am pleased to report to you, our member-owners, on the results and direction of the credit
union. 2016 was a pivotal year for Town & Country. The credit union grew to $333 million in
assets to become the second largest credit union in Maine.
In addition, the credit union helped our members and their families by loaning over $118 million
last year, and over 5,000 new member owners opened accounts at the credit union. We are
pleased so many people in our communities see the value of the credit union versus other banking
institutions.
Your credit union also made substantial progress in growth, organizational change, and building
new cooperative and collaborative initiatives in 2016. None of these results could have happened
without the hard work of our dedicated staff and volunteers of the credit union. Our commitment
to build on our culture of engagement, collaboration, and innovation inspires our staff to be the
best they can be. The rewards of those efforts is evidenced by the very high rankings Town &
Country experienced once again in the Best Places to Work in Maine and the Best Credit Unions to
Work for in the U.S. employee surveys.
Our innovative Center has brought new awareness of interconnected responsibilities between staff
that improves member service response and creates learning opportunities to improve from these
member engagements. We built a new program to help teams collaborate better and improve the
launch of our initiatives. During 2016, we created a new leadership program to develop current
and future talent in the organization, and we reorganized our leadership structure to better
support our initiatives and prepare for future opportunities.

David Libby
President & CEO

As a member-owned cooperative where we pool our resources for the benefit of others, we
are perfectly built to bring people together to collaborate on worthwhile community projects
to improve the lives of our members and neighbors. In that spirit, we launched several exciting
initiatives in 2016. Two new programs help some of the more vulnerable people in our community
while the third focuses on improving the quality of life for many who call Maine home.
Every week, one of our lenders visits the South Portland Food Cupboard to meet and talk with
clients about their personal finances. Through this program, we have helped dozens of food
pantry patrons examine their spending, build a budget and restructure debt to improve their
situations. For example, we helped one member create a budget that allowed her to identify over
$600 dollars a month that she was spending elsewhere. She was able to use that money instead
to replace her aging automobile, which also saved her money on car repairs. For some other food
pantry clients we were able to refer them to various local agencies and resources for additional
help. For others, we were simply on hand to listen to their stories, lend a friendly ear and be a
reassuring voice.
We also introduced a 4-week money management program through the Portland Recovery Center.
This program, created by two of our managers from our Forest Avenue branch, provides important
personal finance skills for people in recovery to help them get back on their feet and live full lives.
Upon completion of the program, many of the participants shared their emotional stories with us
about the impact these two individuals and this program have had on them.
In a broader community initiative, Town & Country has donated $100,000 in honor of two longtime board members to the Eastern Trail Alliance’s Close the Gap initiative. This donation will build
a bridge over the Nonesuch River and complete 1.6-miles of off-road trails between South Portland
and Scarborough. This announcement generated a lot of positive feedback from the community
and new donors have stepped forward to help. This has truly been a collaborative project with
the Town of Scarborough and the Eastern Trail Alliance and other trail groups that will make a big
difference in bringing recreational enjoyment to many across Southern Maine.
Town & Country’s ongoing commitment to our communities is at the heart of what it means to be
a credit union. Our staff and our volunteers are member-owners, just like you. We have a vested
interest in the credit union being the best we can be to help others and make a big impact on our
communities that we call home. Thank you for your continued support.
Respectfully submitted,
David Libby
President and CEO
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TOWN & COUNTRY

2016
For more than 60 years, Town & Country has
been committed to meeting the needs of our
members, employees and communities by
finding new and innovative ways to help them
grow and thrive.
Throughout 2016, members shared their
financial goals and challenges with us.
Whether a member was just getting started,
growing a family or heading into retirement,
we listened to their stories and worked to find
financial solutions right for them.
We helped thousands of members buy
or refinance a home, purchase a new car,
consolidate debt, deal with an unexpected
home repair, pay for a daughter’s wedding,
and many other things that come up every
day in life. Even when we couldn’t provide a
loan, we worked with members to help them
rebuild their credit, establish a budget and get
their finances back on track.
Town & Country has a long history of giving
back to communities and continues to support
programs to end hunger, find a cure for
cancer and expand the work of many local
charities. In 2016, we looked for new ways
to connect our communities to improve the
quality of life for all, and created ground
breaking programs to support some of our
most under served neighbors.
Town & Country is dedicated to making a
difference in our members lives, and the
people in the communities we serve through
our innovative approach to doing business,
and willingness to discover new ways to do
things. We are committed to finding the
solutions that empower members to find
financial stability.

The state-of-the-art Town & Country Center, located in Scarborough, houses
the credit union’s support staff and is the organization’s hub for innovation and
collaboration. The Center provides a mix of modern technology and flexible work
spaces to allow the credit union and its staff to effortlessly grow and expand to
meet the changing needs of the organization and its members.
Throughout 2016, more than a dozen employee teams worked on projects
designed to make managing your money more secure and convenient through new
technology. We also introduced new products and services intended to meet your
ever-changing financial needs and expectations.
The spirit of collaboration reaches beyond our credit union initiatives. In 2016,
Town & Country hosted more than 25 tours of the Center for organizations
interested in growing the Maine economy and reinventing their own work space.
Organizations including the Portland Press Herald, L.L. Bean and Southern Maine
Area on Aging visited the Center to experience our innovative work environment.
The credit union also played host to several community partners working to
develop new strategic initiatives to improve the quality of life in Maine including
Maine Live’s Game Changers program, the Patriot’s Alumni Football for ME youth
program and the Cancer Community Center.
When we work together, our entire community is stronger.
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THE CENTER

,162

MORTGAGES
Town & Country’s in-house residential mortgage program enjoyed its second full
year of operation, helping over 135 southern Maine families finance new homes
in 2016.

Our Mortgage Services team (left to right):
Shannon Segers, Mortgage Loan Officer
Michael Martin, Mortgage Services Manager
Diane Diaco, Mortgage Services Processor
Lisa Bellefleur, Mortgage Liason

LEARN MORE

Since purchasing a home is the largest financial decision of most members’ lives,
Town & Country’s mortgage team focuses on educating prospective home buyers
on the mortgage process. In fact, it met with over 540 members last year to
discuss their home buying or refinancing goals.
In 2016, the Mortgage Services department expanded its mortgage lending
options to offer conforming conventional loans at competitive fixed rates through
the Federal Home Loan Bank. This is in addition to an array of portfolio financing
loans designed to accommodate “out of the box” situations such as condos,
camps and second homes.
Town & Country’s mortgage team worked to help neighbors in need find suitable
housing by collaborating with Habitat for Humanity in Scarborough. In 2016, the
credit union became one of the lead lenders for the 13-home Carpenter Court
subdivision providing financing to three financially worthy families. The credit
union will provide financing for additional families in the months ahead.
Town & Country’s mortgage team are your neighbors and fellow members, who
use their experience to provide local solutions and servicing for our members’
mortgage needs.
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LEARN MORE
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Our Indirect Lending team (left to right):
Brianna Cook, Indirect Lending Representative
Kori Kaloyares, Indrect Loan Officer
Tony Joaquin, Indirect Lending Manager
Caitlynn Cyr, Indirect Lending Representative

LOANS
Today, Town & Country members enjoy the convenience of financing their
auto purchases right at the dealer thanks to the credit union’s Indirect Lending
program. Town & Country launched its Indirect Lending program in 2010,
and is the leader among credit union auto lenders across Maine for the third
consecutive year. In 2016, the credit union ranked second for funding of used
auto loans among auto dealers across Cumberland and York counties.

PARTNER

WITH OVER

50
DEALERS

5

Town & Country is committed to helping as many members as possible
purchase cars so they can get to work or school, or simply enjoy the freedom
of the open road. In fact, 30% of the credit union’s indirect auto loans are for
people who experience credit challenges and may not be able to obtain a loan
elsewhere.
In 2016, convenience and local service continued to be the focus of Town &
Country’s Indirect Lending program with a staff of four, new online payment
options and extended hours of operation to better serve both dealers and
members.

INNOVATIVE MEMBER ACCESS + CONVENIENCE

NET

2,321
NEW
MEMBERS
2016

Members today want to manage their money anytime, anywhere from their
smartphones or mobile devices. Town & Country made money management
quicker, easier and more secure by introducing new cutting edge payment solutions
in 2016. Plus, the credit union added a few other services to make banking more
convenient for members.
Members who like to pay on the go with their smartphones or mobile
devices now have more options. In addition to Apple Pay®, Town & Country
members can now use their credit and debit cards with Samsung Pay® and
Android Pay® for purchases at participating merchants. All Town & Country Visa
debit and credit cards also have chip technology providing member-enhanced
security and fraud protection on all purchases.
Town & Country’s mobile app saw new enhancements in 2016 including
the introduction of eye print ID login for Apple iPhone users, ability to add Bill Pay
payees, recover passwords and user ID’s, and more.
With Popmoney and Funds Transfer services, members can now send and receive
money securely online anytime with friends, family or whomever they choose at
Town & Country and other financial institutions.
Town & Country’s popular holiday Skip a Payment program has been
updated and expanded. Members can now choose to skip a payment on
qualifying loans anytime year-round just by logging on to their online banking
account.

5,000
FOLLOWERS

Finally, all Town & Country ATM machines were updated in 2016 with
enhanced security features and both the Northgate and Scarborough branches had
new state-of-the-art equipment installed.

ON FACEBOOK

“I love being able to use my fingerprint as

51,572

a sign-in option. The app itself is clean,

MOBILE CHECK

you need? Love the photo deposit, too.”

DEPOSITS

easy to use and simple. What more do

—Town & Country App User
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FINANCIAL WELLNESS

Money 2014
Conference

The

The

Financial
Wellness

We regularly work with members who have fallen on hard times and struggle with
debt. We recommend the SavvyMoney program to help them create a budget, repay
their debts and improve their credit scores. SavvyMoney shows them where they can
make changes to their spending and free up money to pay debts. As they pay down
their debts, they can see improvements in their credit scores.

The

Financial
ellness
Workshops

Town & Country continues to work with local high schools and colleges and
hosted financial wellness workshops for students at South Portland High
School and Scarborough High School in 2016. Hundreds of students participated
in these real-life simulation events. Town & Country staff were on hand at each event
to answer questions and assist students in developing budgets specific to their future
career choice. We also presented a workshop on credit basics for students from
Southern Maine Community College as part of their freshman introductory group
program.
We know financial education is important to members, too. The credit union hosted
workshops on retirement readiness and home buying in the spring.
Town & Country was recognized by the Maine Credit Union League and Credit Union
National Association for its innovative approach to financial education and its 2015
Money Conference and received the industry’s Desjardin Award.

The

Money 2015
Conference

Receiving the Credit Union National Association’s
annual Desjardin Award for the 2015 Money
Conference, pictured left to right, Jessica Bishop, Loan
Officer, Town & Country, Jim Nussle, President, Credit
Union National Association, Linda Halleran,
Public Relations & Communications Manager,
Town & Country and David Libby, President & CEO,
Town & Country.

7

MORE THAN
Financial
1,928
W
llness
SAVVYMONEY

The

SavvyMoney continues to be the cornerstone of Town & Country’s financial wellness
program. The co-branded microsite offers users a free credit score, an online budgeting
tool, and informative videos and articles on timely financial topics. We regularly
share money saving tips and ideas developed by financial journalist and SavvyMoney
spokesperson Jean Chatzky via our Facebook page. The program has helped many
members manage their credit scores and build spending plans to manage
their
WORKSHOPS
finances.

WORKSHOPS

USERS

Financial
Wellness

The

At Town & Country, we understand people have financial goals and questions about
how to reach them. That is why we offer a range of programs and tools to help
members and others in the community get on track and develop sound money
management skills.

WORKSHOPS

OVER

425

STUDENTS

PARTICIPATED
IN

3 EVENTS

COMMUNITY

In the spirit of connecting communities, Town & Country launched
three new projects in 2016.
Town & Country partnered with the South Portland Food Cupboard to
provide personal financial guidance to dozens of clients. A Town & Country
loan officer is available each week to talk with interested people to examine their
spending, build a budget and restructure debt to help improve their situations.
The credit union introduced a four-week money management program
developed by two branch managers in cooperation with several Portland-area
addiction recovery houses. This program provides personal finance skills for
people in recovery and is designed to help them get back on their feet and live
full, productive lives.
The credit union also donated $100,000 to the Eastern Trail Alliance
“Close the Gap” initiative in honor of two long-time board members. This
money will build a bridge over the Nonesuch River and complete 1.6 miles of offroad trails between South Portland and Scarborough.

Some of the more than 145
organizations and programs
Town & Country partnered with
in 2016 include:
Art in the Park, Millcreek
Cancer Community Center
Community Financial Literacy
Football for You, Patriot’s Alumni
Habitat for Humanity

2016 BETTER NEIGHBOR FUND GRANT RECIPIENTS

Junior Achievement
Jump$tart Maine
Maine Cancer Foundation
Scarborough Summer Concert Series
Scarborough SummerFest
South Portland 4th of July
Celebration, Bug Light
South Portland Summer Concert
Series
STRIVE Rocks
USM Husky Fest
WMCA of Greater Portland
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SUPPORTED

RECEIVED

COMMUNITY

11,136
VOTES

IN 2016

ORGANIZATIONS

DONATED

145

$8,780

1,100

ORGANIZATIONS

FOOD

ATTENDED

TO LOCAL
PANTRIES

PEOPLE

MEMBER

APPRECIATION

COOKOUTS

8

COMPARATIVE BALANCE SHEET
DEPOSIT-SHARE GROWTH

AS OF DECEMBER 31, 2016 AND 2015
ASSETS		2016		2015
LOANS TO MEMBERS
$ 289,523,379
$ 263,200,670
ALLOWANCE FOR LOAN LOSSES		
(2,069,118)		
(1,938,114)
NET LOANS

$ 287,454,261

$ 261,262,556

CASH ACCOUNTS		
2,485,085 		
2,384,425
INVESTMENTS		19,733,903 		23,381,811
PREPAID EXPENSES		
1,277,928 		
1,163,224
FURNITURE & EQUIPMENT		
1,126,797 		
1,120,699
LAND & BUILDING		
7,964,293 		
8,285,148
OTHER ASSETS		
13,453,025 		
12,334,735
TOTAL ASSETS
2012

6.42%

2013

5.57%

2014

5.13%

2015

8.10%

2016
11.43%

LOAN GROWTH

$ 333,495,292

SHARES & LIABILITIES
SHARES		78,132,281 		67,551,191
SHARE DRAFTS / CHECKING		
72,846,835 		
60,338,632
MONEY MARKETS		38,936,670		35,921,607
CLUBS		7,477,269 		5,994,293
IRAs		20,579,132 		20,455,110
CERTIFICATES 		
50,844,951 		
50,992,332
OTHER LIABILITIES & NOTES PAYABLE		
38,407,653 		
43,995,767
TOTAL SHARES & LIABILITIES

$ 307,224,791

EQUITY
REGULAR RESERVES		
UNDIVIDED EARNINGS		
UNREALIZED GAIN ON
AVAILABLE FOR SALE SECURITIES		
TOTAL LIABILITIES & EQUITY

2012

4.24%

9

2013

18.95%

2014

11.97%

2015

6.75%

2016
10.00%

$ 309,932,598

$ 285,248,932

1,848,155 		
24,338,191 		

1,848,155
22,637,599

84,155 		

197,912

$ 333,495,292

$ 309,932,598

CHANGES TO UNDIVIDED EARNINGS		
BALANCE JANUARY 1
$
TRANSFER TO UNDIVIDED EARNINGS		
UNDIVIDED EARNINGS TRANSFERS

2016		
22,637,599
$
1,700,592 		

2015
21,079,268
1,558,331

UNDIVIDED EARNINGS AT YEAR END

24,338,191

22,637,599

$

$

MEMBERSHIP GROWTH

STATEMENT OF INCOME AND EXPENSES
AS OF DECEMBER 31, 2016 AND 2015
INCOME		 2016		2015
INTEREST ON LOANS

$ 13,910,342

$ 12,515,495

INCOME FROM INVESTMENTS		

570,313 		

495,621

OTHER INCOME		

6,073,253 		

5,270,596
2012

TOTAL OPERATING INCOME

$ 20,553,908

$ 18,281,712

LESS
OPERATING EXPENSES		 17,067,824 		 15,063,405
TO REGULAR RESERVES		

0 		

0

DIVIDENDS PAID TO MEMBERS		

1,519,341 		

1,477,887

INTEREST ON NOTES PAYABLE		

266,151 		

182,089

0 		

0

0 		

0

6.22%

2013

10.01%

2014

9.41%

2015

4.48%

2016
7.07%

BOARD OF DIRECTORS

Jane O. Torres
Chairman

EXTRAORDINARY ITEMS
NCUA ASSESSMENTS		
(GAIN) / LOSS DUE TO DISPOSITION OR
IMPAIRMENT OF ASSETS		
NET INCOME TO UNDIVIDED EARNINGS

$

1,700,592

$ 1,558,331

BREAKDOWN OF OPERATING EXPENSES
COMPENSATION		

5,617,737 		

4,658,477

EMPLOYEE BENEFITS		

1,519,509 		

1,245,967

TRAVEL & CONFERENCES		

234,290 		

291,925

OFFICE OCCUPANCY		

2,213,357 		

2,184,167

STATIONERY & SUPPLIES		

503,490 		

511,013

PROFESSIONAL & OUTSIDE SERVICES		

2,760,422 		

2,686,314

LOAN SERVICING EXPENSE		

693,441 		

695,014

RESEARCH & DEVELOPMENT		

7,500 		

19,975

PROVISION FOR LOAN LOSSES		

1,318,167 		

1,354,622

MISCELLANEOUS OPERATING EXPENSES		

70,267 		

28,243

SHARE DRAFT & IRA PROGRAM EXPENSES		

229,505 		

155,543

CARD PROGRAM EXPENSES		

1,900,139 		

1,232,145

TOTAL OPERATING EXPENSES

$ 17,067,824

Kevin Powell
Vice Chairman

Paul Chamberlain
Treasurer

Joshua Fifield
Secretary

Justin Lamontagne
Director

$ 15,063,405
Anne Connolly
Director

SUPERVISORY COMMITTEE
Kevin Powell
Member
Ben Waxman
Member
Monique Gorey
Director
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Locations
Main Street, South Portland
Ocean Street, South Portland
U.S. Route One, Scarborough
Auburn Street, Portland
Forest Avenue, Portland
Elm Street, Saco

Mailing Address
P.O. Box 9420, 557 Main Street, South Portland, Maine 04116-9420

Phone
Main Office: (207) 773-5656 • (800) 649-3495 • FAX (207) 772-3624

tcfcu.com

