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

CHAIRMAN OF
THE BOARD

In 2017, Town & Country celebrated 64 years of making a difference in the lives of our members.
We have a proud history of helping people across Maine reach their financial goals. Whether it is
buying a home for a growing family, getting their first credit card, or building a nest egg, we strive
to help our members improve their “personal economy” every day.
Credit Union Difference
Today, people have many choices when it comes to managing their money. What sets Town &
Country apart from banks and the growing number of mobile and online financial options is our
ability to identify and support our members’ changing financial needs. We continually look for new
and creative ways to add value to our members’ lives.

2017 REPORT

Giving back is part of what we do as a credit union. As a not-for-profit financial institution, we give back in the way of higher savings rates and
lower loan rates, but we do much more. We are always willing to help a member however we can. For example, we found a way to help a
member who had lost a job restructure his debt to pay his bills while looking for employment. We’ve built stronger communities by supporting
organizations like Habitat for Humanity. We also have some fun sponsoring summertime events like the 4th of July Celebration at Bug Light
and hosting cookouts at our branches.
At Town & Country, we are committed to living the credit union difference every day through our members, our communities and our staff.
For Our Members
Our number one priority is serving our members. Whether this is face-to-face at a branch, on the phone
or online, Town & Country’s 109 employees share the same commitment--to help members make the
most of their money.
The Town & Country team is there for members when times are good and when they are faced with
life’s challenges. We strive to build a life-long relationship with each member. We love to hear stories
about young people who join the credit union because this is where their parents and grandparents do
their banking and they want to be a part of the Town & Country family.
For Our Communities
The credit union is committed to helping build a strong community. We look for ways to support many
of the local charitable organizations that matter to our members through financial contributions as well
as giving of our time.
We know a cancer diagnosis can take a financial toll on a family. That is why for the past five years,
Town & Country has been a major sponsor of the Maine Cancer Foundation and an active participant in
their three annual fundraising events. In 2017, nearly 20% of Town & Country’s employees participated
in or volunteered their time for the Tri for a Cure and raised over $14,500.
Jane O. Torres
Chairman

Finding affordable housing is a challenge for many neighbors. To do our part, Town & Country is
working with the Habitat for Humanity Carpenter Court development in Scarborough. The credit union
has financed some of the homes in the community and members of our staff have rolled up their
sleeves to help work on several houses.

Each year we sponsor the Better Neighbor Fund
where non-profit organizations have an opportunity to secure a grant; we have participated
for 29 years in the Ending Hunger program, plus we have supported several local food
pantries. For the past several years we have also held our very popular Member Appreciation
Days at each of our six branches.
I am very proud of the community participation and volunteer spirit of our generous staff
members. Many of them regularly give hours of their time, not just to credit union related
activities, but also to causes that are personally close to their hearts.

“WE STRIVE TO BUILD A
LIFE-LONG RELATIONSHIP
WITH EACH MEMBER.”

For Our Staff
Town & Country’s dedicated staff members are our front-line communicators and they work hard every day to meet our members’ financial
needs. In 2017, we added 18 new positions and promoted 16 existing employees to new jobs with the goal of better serving our members.
We are building a new comprehensive staff training program and have added new benefits like paid parental leave and paid time-off for cancer
screenings to support the wellbeing of our valued staff.
Town & Country Difference
The volunteer Board of Directors is dedicated to building on Town & Country’s 64-year history. We are committed to finding the best products,
services, spaces and technologies to meet our members’ ever changing financial needs. I want to personally thank the members of the board
for their commitment, vision and time as we continue to chart a course for the credit union.
I also want to personally thank Dave Libby, Pam Kane and Michelle Lutzen for all of the hard work they have done during the past year on
behalf of the Board.
Dave is a gifted, energetic and dedicated leader and we are lucky to have him as our President. He cannot, however, do it alone. Our growth
wouldn’t be possible without all of our dedicated staff and management team who support him and the Board.
We are excited for the future and the opportunity to continue to serve you.
Respectfully submitted,
Jane O. Torres, Chairman of the Board
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I am happy to update you on Town & Country’s progress and accomplishments in 2017 and share our priorities for the year ahead.
Financial Strength
Being firmly rooted in the local community allows us to deliver strong financial returns. Year over year, Town & Country has seen solid
financial performance and 2017 was no exception. The credit union experienced steady growth in lending, membership and assets,
meeting or exceeding state and national industry performance. We are the
third largest credit union in Maine, and with over 37,000 members, Town &
“HELPING OUR MEMBERS
Country has more members than any credit union in the state.

PRESIDENT’S
MESSAGE

Technology Innovation
The credit union invested in new
and innovative technologies in 2017,
bringing added convenience to
members, improving the systems that
drive our operations and enhancing
account security.

THROUGH LIFE’S UPS AND
DOWNS IS A PRIORITY AT
TOWN & COUNTRY.”

Town & Country was excited to introduce voice activated banking with an Alexa Skill for
Amazon Echo devices. We were the first credit union in the country and fourth bank to
introduce a Skill with account linking capabilities. You can now just ask Alexa for your Town &
Country account balance.

Banking on-the-go continues to get easier thanks to several upgrades to the Town & Country
mobile app. Plus, you can now receive timely electronic notifications of your account activity
via text and email with our online Communication Suite.
With the goal of enhancing our member experience online and in-branch, we made some behind-the-scenes improvements to
our network and operating systems to increase account processing speed and efficiency. We know security is a top priority to our
members. In 2017, we continued to incorporate solutions designed to protect member’s account information that are not only
secure, but easy to use.
All About People
While new technologies simplify many banking tasks allowing you to move money, pay bills or open an account from anywhere any
time of day, the long-term relationships with our members and our community is the game changer.
Helping our members through life’s ups and downs is a priority at Town & Country. Our
staff works to help members make informed financial decisions whether face-to-face at the
branch, through our annual Money Conference, regular educational workshops or sharing
tips on social media.
Supporting non-profit organizations across southern Maine not only provides resources for
Town & Country members, but helps to build stronger communities. In 2017, the Better
Neighbor Fund provided $25,000 in grants to eight charitable organizations. Since the
program was introduced in 2010, the credit union has donated a total of $200,000 to
support 64 different community initiatives.
While helping members buy a house to call home is part of what we do, building a
community for our members and neighbors to enjoy matters, too. Last year the credit union
made the largest corporate donation to the Eastern Trail Alliance for its Close the Gap
initiative to help finish a 1.6 mile stretch of the off-road trail between South Portland and
Scarborough. We recently learned the Maine Department of Transportation will provide
additional funding and the project will begin later in 2018.
Focus on the Future
As we reflect on all that has been accomplished this past year, we are excited to look ahead
and explore new and innovative ways to meet your changing financial needs for tomorrow.
Technology will be important, yes, and we plan to provide the solutions you want. We also
know your need for sound financial advice and support to help you do the things you want
to do in life will grow and change. We will continue to focus on new products, services,
spaces and technology to help you get there.
It is an exciting time and we are proud to be your credit union. Thank you for choosing
Town & Country as your financial partner.
Respectfully submitted,

David Libby
President & CEO

David Libby
President and CEO
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TOWN & COUNTRY

2017
For 64 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.

We helped thousands of members buy
or refinance a home, purchase a new car,
consolidate debt, pay for a daughter’s
wedding, or many of the other things that
come up every day in a person’s life. Even
when we couldn’t provide a loan, we helped
members rebuild their credit, establish a
budget and get their finances 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 2017, we looked for new ways
to connect our communities to improve the
quality of life for our neighbors.
Town & Country is dedicated to making a
real difference in our members lives and in
the communities we serve. We do this by
constantly creating and reinventing what
we do with the sole purpose of helping our
members live their lives to the fullest.
When we work together, our entire
community is stronger.

THE CENTER

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 2017, 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. Town & Country hosted
more than a dozen tours of the Center in 2017 for organizations interested in growing the
Maine economy and reinventing their own work space. Organizations including Southern
Maine Community College, Martin’s Point and Hospice of Southern Maine, to name a few,
visited the Center to experience our innovative work environment.
In 2017, the credit union laid the ground work for growth and expansion of the Center by
excavating and pouring the foundation for a second 20,000 square foot building and adding
a new parking area. While there are no immediate plans to build a second building, the
foundation will be ready when the time comes.
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 the Scarborough Fire
Department. We also continued to build our relationship with real estate professionals and
hosted two continuing education workshops for realtors.
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Throughout 2017, 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.
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MORTGAGES

Our Mortgage Services team (left to right):

Town & Country is committed to helping members find housing that meets
both their needs and their budgets.
Thanks to a strong housing market, Town & Country’s mortgage lending
program saw record growth in 2017. We provided 38% more home loans for
members and saw an increase in loan volume of 45% over 2016. Town &
Country continues to gain recognition across Southern Maine for its mortgage
program. In fact, the credit union ranked 8th in Cumberland County among
mortgage lenders.

Diane Diaco, Mortgage Services Processor
Shannon Segars, Mortgage Loan Officer
Michael Martin, Mortgage Services Manager
Chelsea Torrey, Mortgage Loan Officer
Lisa Bellefleur, Mortgage Liaison

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. The credit union continues to expand its
home loan options offering conventional loans as well as an array of portfolio
loans designed to accommodate condos, camps and second homes.
Town & Country’s mortgage team works to help neighbors in need find suitable
housing by collaborating with Habitat for Humanity. In 2017, the credit union
provided mortgages for two eligible families at the 13-home Carpenter Court
subdivision in Scarborough. The credit union has now financed homes for five
families in this community and will work with additional families in 2018.
The credit union’s commitment to building a strong community goes beyond
home financing. In 2017, Town & Country employees volunteered their time
at two company build days for homes under construction in the Habitat for
Humanity Carpenter Court development.
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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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
Town & Country members can enjoy the convenience of financing their
auto purchases right at the dealer thanks to the credit union’s Indirect
Lending program. The credit union launched its Indirect Lending program
in 2010, and despite a competitive market made up of national as well as
local lenders, the program continues to experience solid growth. Town &
Country partners with over 65 Maine auto dealers. These relationships help
make Town & Country the leading auto lender among credit unions across
Maine for the fourth consecutive year.

PARTNER
WITH OVER

65
DEALERS
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In 2017, nearly 1,400 members joined the credit union through the
indirect program. The Indirect Lending team works hard to help these new
members understand the credit union difference and to build long-term
relationships.
The credit union 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.

AI, MOBILE AND MORE

Enhancing our members experience across delivery channels was a top
priority at Town & Country in 2017.

NET

2,009
NEW
MEMBERS
2017

We partnered with leading financial technology companies to bring you the
latest innovations designed to make banking more convenient and secure.
We focused on finding new products and services to support the way you
live today while exploring new technologies for what you expect from us
tomorrow. The credit union also made improvements to the systems that
drive our operations and strengthen account security.
Town & Country stepped into the world of Artificial Intelligence (AI) by
introducing voice-activated banking with an Alexa Skill for Amazon
Echo devices. We are proud to be the first credit union and fourth bank
in the country to offer members a skill with account linking capabilities. You
can now check your Town & Country account balances just by asking Alexa.
New features will be coming in the months ahead.
Members who enjoy the convenience of managing their accounts from
mobile devices saw improved access through several enhancements to
Town & Country’s apps. You can now schedule recurring transfers,
view and manage e-bills, schedule automatic bill payments and search
transactions through bill pay. Plus, fingerprint ID is available for Android
devices.

OVER

5,000
FOLLOWERS
ON FACEBOOK

For those members who do not yet access their Town & Country account
via the mobile app, online
banking was optimized
for mobile devices in
2017.
Thanks to a new online
banking feature called
Communication
Suite, members receive
timely electronic alerts
and notifications via
text and email to stay
on top of accounts and
payments for things
like transactions, balances, loan payment reminders, direct deposit and
more. With near real-time delivery, it is easier for members to monitor their
accounts for fraudulent activity. Plus, members receive letters and other
correspondence as events happen.
The credit union made behind-the-scenes improvements to network and
operating systems at our Operations Center and branches to increase
account processing speed and efficiency. Keeping our members’ accounts
secure is a priority and we added new solutions designed to protect
member’s account information.
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FINANCIAL WELLNESS

When it comes to money, making informed decisions are important. We understand
people have financial goals and questions about how to reach them. That is why Town
& Country offers programs and tools to help members and others in the community
get on track and develop sound money management skills.

The

Money 2014
Conference

The credit union hosted its third Money Conference on April 1st at the University
of Southern Maine. Members heard from keynote speaker Beth Kobliner, author and
personal finance expert. They also learned about a range of timely topics including
millennials and money, credit basics, estate planning, retirement, paying for education,
and home buying during a series of workshops.

Financial
1,300
W
llness

The

Financial
Wellness

The

MORE THAN

SAVVYMONEY
WORKSHOPS

WORKSHOPS

SavvyMoney continues to be the cornerstone of Town & Country’s financial
wellness program. Members can monitor their credit score, set up a budget and enjoy
informative videos and articles on timely financial topics. Members can now access
their full credit report through SavvyMoney.

USERS

The

Financial
Wellness

The

Financial
ellness

Educating young people about personal finance and money management is a priority
at Town & Country. The credit union hosted financial wellness workshops for
Workshops
graduating seniors at South Portland High School and Scarborough High School
in
2017. Hundreds of students participated in these real-life simulation events. Our staff
also visited classrooms at both high schools to talk about basic money management
skills. We held a train-the-trainer session for Southern Maine Community College
faculty who lead personal finance sessions for freshman students and presented a
workshop on credit basics and budgeting for SMCC students in the TRIO program.

WORKSHOPS

OVER

We know financial education is important to members, too. The credit union hosted
six workshops on estate planning, retirement readiness and home buying in the
spring. Classes were held at USM in Portland and for the convenience of York County
members, at UNE in Biddeford.

400

STUDENTS

PARTICIPATED IN

5 EVENTS
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FINANCIAL
EDUCATION
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The

3RD
Money 2017
Conference
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COMMUNITY

Making a difference in the community.
Town & Country continues to find new ways to connect our communities by
supporting local initiatives important to our members.
In 2017, the credit union hosted the first National Trails Day event to bring
awareness to the Eastern Trail Alliance and it’s Close the Gap initiative. This
project will help complete 1.6 miles of off-road trails between South Portland and
Scarborough. The credit union was the single largest contributor to this project,
donating $100,000 in honor of two long-time board members. Work on the

SUPPORTED
OVER

150

$200,000

COMMUNITY

BETTER NEIGHBOR

ORGANIZATIONS

FUND GRANTS

IN 2017

SINCE
2010

project should begin in 2018.
Finding affordable housing is a challenge for many neighbors. To do our part,
Town & Country is working with the Habitat for Humanity Carpenter Court
development in Scarborough. Our staff have volunteered their time to work on
several houses in the 13-home development.
For the eighth year, Town & Country donated $25,000 in grants to eight charitable
organizations through the Better Neighbor Fund. Since the program was
launched in 2010, we have distributed $200,000 in grants to support 64 local
initiatives based on the public’s vote. This year, more than 11,500 votes were cast.
Member Appreciation

1,400
PEOPLE

DONATED

$8,400
TO LOCAL

FOOD
PANTRIES

ATTENDED

At Town & Country, we believe it is important to thank our members for choosing
us as their financial partner. In 2017, we celebrated summer with our members
with cookouts at all six of our branches. More than 1,400 people enjoyed burgers,

MEMBER

lawn games and relaxing with our staff. We also had fun this fall at Pumpkin Valley

COOKOUTS

corn maze, pumpkin patch and kid’s games.

APPRECIATION

Farm where over 300 members and their families enjoyed the Patriot’s themed

Some of the more than 150 community organizations Town & Country supported in 2017 include:
Art in the Park,
Millcreek

Community Financial
Literacy

Biddeford-Saco River
Jam Fringe Fest

Eastern Trail Alliance

Community Cancer
Center

Football for You,
Patriot’s Alumni
Habitat for Humanity

Jump$tart Maine

Scarborough Summer
Concert Series

South Portland
WinterFest
STRIVE Rocks

Project Grace

Scarborough
SummerFest

Saco Maine Street
Harvest and Holiday
Fests

South Portland 4th of
July Celebration, Bug
Light

Maine Cancer
Foundation

USM Husky Fest
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COMPARATIVE BALANCE SHEET
AS OF DECEMBER 31, 2017 AND 2016
ASSETS		2017		2016
LOANS TO MEMBERS
$ 320,467,978
$ 289,523,379
ALLOWANCE FOR LOAN LOSSES		
(2,343,576)		
(2,069,118)
DEPOSIT-SHARE GROWTH

NET LOANS
2013

$ 318,124,402

$ 287,454,261

CASH ACCOUNTS		
2,984,367 		
2,485,085
INVESTMENTS		16,569,702 		19,733,903
PREPAID EXPENSES		
1,180,940 		
1,277,928
FURNITURE & EQUIPMENT		
913,236 		
1,126,797
LAND & BUILDING		
7,355,129 		
7,964,293
OTHER ASSETS		
14,366,377 		
13,453,025

5.57%

2014

5.13%

2015

8.10%

TOTAL ASSETS
2016
11.43%

LOAN GROWTH
2013

2014

11.97%

$ 333,495,292

SHARES & LIABILITIES
SHARES		86,803,384 		78,132,281
SHARE DRAFTS / CHECKING		
82,666,203 		
72,846,835
MONEY MARKETS		40,255,490		38,936,670
CLUBS		8,931,074 		7,477,269
IRAs		19,914,751 		20,579,132
CERTIFICATES 		
49,716,259 		
50,844,951
OTHER LIABILITIES & NOTES PAYABLE		
45,197,840 		
38,407,653

2017
7.24%

18.95%

$ 361,494,154

TOTAL SHARES & LIABILITIES

$ 333,485,001

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

$ 307,224,791

1,848,155 		
26,073,254 		

1,848,155
24,338,191

87,743 		

84,155

2015

6.75%

TOTAL LIABILITIES & EQUITY

2016
10.00%

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

2017		
24,338,191
$
1,735,064 		

2016
22,637,599
1,700,592

UNDIVIDED EARNINGS AT YEAR END

26,073,254

24,338,191

2017
10.7%

$ 361,494,154

$

$ 333,495,292

$

BOARD OF DIRECTORS
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Jane O. Torres
Chairman

Kevin Powell
Vice Chairman

Paul Chamberlain
Treasurer

STATEMENT OF INCOME AND EXPENSES
AS OF DECEMBER 31, 2017 AND 2016
INCOME		 2017		2016
INTEREST ON LOANS

$ 15,372,245

$ 13,910,342

INCOME FROM INVESTMENTS		

628,778 		

570,313

OTHER INCOME		

6,830,026 		

6,073,253

TOTAL OPERATING INCOME

$ 22,831,049

$ 20,553,908

LESS

MEMBERSHIP GROWTH
2013

10.01%

2014

OPERATING EXPENSES		 19,043,925 		 17,067,824

9.41%

TO REGULAR RESERVES		

0 		

0

DIVIDENDS PAID TO MEMBERS		

1,600,109 		

1,519,341

4.48%

INTEREST ON NOTES PAYABLE		

451,951 		

266,151

2016
7.07%

0 		

0

0 		

0

EXTRAORDINARY ITEMS
NCUA ASSESSMENTS		

2015

2017
5.71%

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

$

1,735,064

$ 1,700,592

SUPERVISORY COMMITTEE

BREAKDOWN OF OPERATING EXPENSES
COMPENSATION		

6,132,495 		

5,617,737

Michael Carey

Member

EMPLOYEE BENEFITS		

1,690,638 		

1,519,509

Monique Gorey

Member

TRAVEL & CONFERENCES		

321,673 		

234,290

Kevin Powell

Member

OFFICE OCCUPANCY		

2,360,494 		

2,213,357

STATIONERY & SUPPLIES		

472,036 		

503,490

Ben Waxman

Member

PROFESSIONAL & OUTSIDE SERVICES		

3,070,143 		

2,760,422

LOAN SERVICING EXPENSE		

647,625 		

693,441

RESEARCH & DEVELOPMENT		

22,800 		

7,500

PROVISION FOR LOAN LOSSES		

1,994,609 		

1,318,167

MISCELLANEOUS OPERATING EXPENSES		

38,058 		

70,267

SHARE DRAFT & IRA PROGRAM EXPENSES		

193,901 		

229,505

CARD PROGRAM EXPENSES		

2,099,453 		

1,900,139

TOTAL OPERATING EXPENSES

Joshua Fifield
Secretary

$ 19,043,926

Justin Lamontagne
Director

$ 17,067,824

Anne Connolly
Director

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

tcfcu.com

