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FINANCIAL
HIGHLIGHTS

Post tax profit up by
24% to £1.72m

Total assets up by 
5.8% to £341m

Profits up 111% over 
last five years

Costs down by 17%
over last five years
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As I watched BBC News 24 on Thursday
evening 13 September 2007 I was
captivated by the unfolding story, told by
the BBC’s Business Editor, Robert
Peston, about the Northern Rock bank
requiring emergency funding from the
Bank of England. Northern Rock was
unable to finance its outstanding
mortgage commitments and sought help
from the “lender of last resort”. The TV
pictures over the following weekend,
showing customers queuing outside
Northern Rock branches to withdraw
their savings, will live long in the memory
and of course now, some 6 months later
the Northern Rock is in public
ownership as a nationalised bank.

So how did this happen and what has it
got to do with The Hanley Building
Society?

During last summer it became clear that
a financial crisis in America was having a
major impact on Northern Rock, a
mortgage bank based in Newcastle Upon
Tyne. Until 1997 Northern Rock was a
building society but it then chose to
“demutualise” and converted to a Plc
bank where its profits were paid to
shareholders through annual dividends.
An adventurous growth in mortgage
business was planned and achieved in the
relatively benign market conditions of
the decade up to mid 2007.

However, Northern Rock did not have
enough capital of its own, or deposits
from savers to finance such ambitious
growth, so it borrowed extensively in
wholesale markets from investment
banks and finance institutions. It then
undertook lending to homebuyers with
weak credit records or unreliable
income levels in order to accelerate its
asset growth. These so called “sub-
prime” mortgages (a dreadful term) had
a higher propensity to default and when

the housing market, notably in America,
began to slow down, these borrowers
faced mortgage payments they were
simply unable to meet.
Consequently lenders such as Northern
Rock could no longer claim to have
strong underlying mortgage assets that
were easy to sell on in large blocks to
investors, and so the “credit crunch” bit
hard and Northern Rock ran out of
money to lend. When those queues
emerged at Northern Rock branches the
problem magnified and several billion
pounds of retail funds were withdrawn
and much of it reinvested in traditional
building society accounts!  Suddenly the
virtues of security, stability and member-
value which are at the heart of any
building society become fashionable
again!

In reality of course,The Hanley has little
in common with Northern Rock;

� We have no shareholders yearning for
annual dividends from maximised
profits

� We have no exposure to the US 
sub-prime mortgage market

� We have high levels of liquid funds
from our loyal savers

� We have no plans to grow mortgage
assets disproportionately or
aggressively

� We have very low arrears and
repossession levels

� We have very low levels of wholesale
funding

“We are a building society
not a bank”

DAVID’S VIEW

ACHIEVEMENTS
OF THE YEAR

Winners of ‘European

Foundation for Quality

Management’ Award (EFQM)

Annual General Meeting

voting increased to a record

level of 20%

Completion of Branch

refurbishment programme

Credit Crunch? Liquidity crisis?

Northern Rock?

How can a small local building society thrive amongst the recent turmoil?
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David Webster - Chief Executive

Are our savings protected
at The Hanley?

The Society is a member of the Financial
Services Compensation Scheme (FSCS)
and under this scheme you are
protected up to £35,000 of your savings.
It is worth noting that the last time
building society savers lost their money
was back in1892. Interestingly, during the
Northern Rock crisis many newspapers
reported savers returning to building
societies as a safer option.

With the recent negative
press regarding sub-prime
mortgages, does The
Hanley lend in this market?

No. The Hanley won’t lend members’
money in this market. We do not wish to
see our borrowers overstretched, nor do
we want them to face hardship if interest
rates rise or their personal circumstances
change.

We always ensure best practice in our
mortgage lending and, as a responsible
lender, will continue to do so without
taking risks such as making inappropriate
loans to borrowers, or lending where the
house value is equal to, or less than, the
mortgage.

How is The Hanley
tackling green issues?

The Hanley was one of the first
mortgage providers to create and
market a Green Mortgage. Upon
completion of the mortgage The Hanley
will donate £200 to ClimateCare, an
organisation that supports green
projects around the UK. Also:

� We have reduced heating and lighting
costs even though energy costs 
have risen

� All paper waste is shredded by a local
company and then recycled

� Glass, cardboard, plastic and tins are
all recycled

� Mobile phones and ink cartridges are
recycled

� Clothes and books are recycled to
local charities

� Computer equipment is either
donated to charity or recycled

We are working hard towards reducing
our carbon footprint and we are taking
seriously our environmental
responsibilities.

Last year Inside The Hanley was sent via
e-mail to all members whose email
address we hold. This resulted in fewer
magazines being printed.

If you would like to receive future
editions of Inside The Hanley
electronically, please email
webmaster@thehanley.co.uk

Why does The Hanley not
operate a loyalty scheme?

We prefer to provide our members with
long term competitive savings and
mortgage products. Loyalty schemes can
be costly to operate in both monetary
and labour terms and could cost more
to run than we would actually pay to
members.

As such we prefer to ensure our
members get the benefit of savings and
mortgage products that give value for
money over the longer term.

How do you become a
member of the Customer
Forum?

We hold a Customer Forum each
quarter and as a Society member you
are welcome to attend. This discussion
forum gives you the chance to talk to
myself, members of The Hanley’s Board
and also members of staff about how the
Society is performing.

To register your interest and be
informed of the next forum please
contact Joy Nicholls on 01782 255000.

Our Customer Forum is a vital part of our member engagement and it gives members the
chance to discuss the direction of the Society. Here are a selection of questions David has
been asked over the past year at our Customer Forum.



Telephone: 01782 255000  email: customerservices@thehanley.co.uk06

MORTGAGE 
NEWS
It’s been a year full of news for mortgage customers, here is just a recap of some of the
more important stories...

Home Information Packs (HIPs)

In April 2007 “Inside The Hanley”
featured the impending introduction of
Home Information Packs. Since
August 2007 we have seen a phased
introduction of the scheme for sellers
of residential properties in England and
Wales.
No implementation date has yet been
announced for sellers whose property
was marketed for sale prior to August
2007.

A HIP must be made available to all
interested buyers and must include the
following compulsory documents:

� Home Information Pack Index

� Energy Performance Certificate

� Sale Statement (summarising the
terms of sale)

� Standard Searches (i.e. local and 
drainage and water)

� Evidence of Title

� Additional information for leasehold
and commonhold sales, where
appropriate

Before you go through the hassle and
strain of moving to a bigger home
perhaps you may want to consider
home improvements or home
extensions to meet your growing
family needs?

Whatever your circumstances our fully
qualified Mortgage Advisers are here
to help with your decision.

Consistent “Best Buy” mortgages

The Hanley is proud to have offered some
of the most competitive deals on the
market throughout the year.

The independently recognised “Best Buy”
status has been awarded to several of our
mortgage products over the last 12
months.

Over the last year we have featured
regularly in national newspapers including
The Mail on Sunday, The Sunday Times,
The Guardian, Daily Express, Daily
Telegraph and Financial Times.

Continuing to put the “Eco” in Economic

The Hanley continues to be one of only a
handful of mortgage providers offering a
‘Green Mortgage’.

We believe it is important to play an active
role in helping to reduce our carbon
footprint and ultimately climate change.

With our ‘Green Mortgage’ The Hanley
will donate £200 to ClimateCare. This
donation will be used to offset the
equivalent of 3 years CO2 emissions of a
typical household.

ClimateCare uses these donations to fund
schemes such as:

� Forest restoration
� Energy efficiency
� Renewable energy research

For more information on how you can
help the environment with our ‘Green
Mortgage’ contact us on 01782 255000.

The Credit Crunch

The term “credit crunch” has featured in
the national press on a daily basis over
the last six months. You will all
remember watching the news with
images of hundreds of savers queuing
outside Northern Rock branches to gain
access to their savings and more recently
the nationalisation of Northern Rock.
The credit crunch has its roots in the
sub-prime mortgage crisis in America.
The sub-prime mortgage market focuses
on lending to individuals with poor credit
history. This market experienced
significant growth during the US housing
boom with US mortgage companies
lending billions of dollars on
inappropriate loans. These debts were
then sold on to  financial businesses
around the world including UK banks.
After two years of interest rate rises in
the US, thousands of sub-prime home
owners were unable to afford their
monthly mortgage payments resulting in
mortgage defaults on an unprecedented
level.This resulted in banks around the
world experiencing significant losses.

Struggling to meet mortgage
payments?
In February 2008 the Financial Services
Authority (FSA) conducted a national
survey on the ability of homeowners to
meet their mortgage payments over the
next 12 months.

Results of the survey show that 1 in 5
mortgage holders are concerned about
meeting their repayments in the next 12
months. When asked how they would
meet these costs, a quarter of them said
they had no plans in place.

If you are experiencing difficulty in
meeting your monthly payments, it is
important that you contact us as early as
possible so that we can work together
to try and find a solution to help you
meet your financial commitments.
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Not only does The Hanley provide its own ‘Best Buy’ mortgage deals we also provide
other lenders’ mortgages. We discuss in more detail with Trevor Cotterell, Mortgage
Adviser, what this means to our customers.

MORTGAGE
CHOICE

Debbie Holmes Deborah Ward Trevor Cotterell Evy Caluwé

MEET OUR TEAM OF MORTGAGE ADVISERS

Tell me a little more about what a
customer can expect when they come
to see you.

The first step is to chat over a cup of coffee
and understand what your mortgage
requirements are. For example are you a
First Time Buyer, looking to move home,
require additional borrowing for home
improvements or, are you searching for the
best mortgage deal on your existing home?
The benefit of talking to a Hanley Mortgage
Adviser is that as well as offering our own
competitive products, we are able to access,
through our mortgage choice service,
mortgages from a panel of over 50 other
lenders. This allows us to find the right
product for your individual circumstances.
The next step is for us to complete a fact
find with you.

Why is a fact find required?

It’s not as daunting as it sounds, the fact find
is used to gather information about your
personal earnings and outgoings. This
information is used to ascertain the right
mortgage to suit you which can be either a
Hanley mortgage or a product from
another lender.

What are the benefits of  “Mortgage
Choice”?

The main benefit to our customers is that
we are not restricted to promoting a
Hanley mortgage. We are able to offer all
our customers access to exclusive mortgage
deals across all types of mortgage products.

For example you may wish to fix your
monthly mortgage repayments for three
years and with our “Mortgage Choice”
service we are able to find you a
competitive fixed rate deal all year round.
This means that we are able to search the
market for you and save you valuable time.

How much does this service cost?

Nothing, our Mortgage Advisory service is
provided free of charge.

What are the next steps?

Once the fact find is completed and we
have searched for the best deal a second
appointment is arranged to discuss the
various options available and to recommend
the most suitable solution for you.
The next stage is to complete the
application form with you.

Can you help arrange insurance and
protection?

The Hanley provides competitive and
comprehensive insurance products through
our relationships with a number of
recognised household names. The types of
insurance we recommend you consider
include buildings and contents insurance, life
protection, critical illness cover for you and
your family and mortgage payment
protection.

How do I arrange an appointment
with an adviser?

Simply pop into your local branch of The
Hanley to arrange an appointment with a
Mortgage Adviser or call 01782 255000.

The Hanley prides itself in offering face-to-
face advice at times to suit the customers.
That is why we are open until 4pm on
Saturdays and 7pm every Thursday evening
for customers wanting a late night
appointment.

Don’t Forget
Recommend a friend to The Hanley’s mortgage range and you and
your friend will receive either a £50 cheque, a £50 Virgin Experience
Voucher or, if you prefer, you can donate your £50 to our nominated
charity Breath of Life. See page 24 for more details.

Mortgages  • Savings  • Independent Financial Advice
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Anna Whitehead is Team Leader at our
Festival Park Branch. Situated within our Head
Office building it offers spacious and
comfortable surroundings with free car
parking. The branch is open all day Monday to
Saturday and has a team comprising of
Cathryn Dudley, Emma Dawson and Daniela
Avigo. They are supported by David Brown,
Independent Financial Adviser and Debbie
Holmes, Senior Mortgage Adviser.
� 01782 255161
� festivalparkbranch@thehanley.co.uk

Charmaine Cameron-Reale is Team Leader at
Hanley Branch. Located in the heart of
Hanley city centre, it offers a welcoming and
inviting atmosphere and is convenient for
members who work in or visit the city centre.
Emma Wootton, Nicola Colclough, Claire
Hopwood and Sherry Phillips are our team of
trained Branch Advisers with Neil Clappison
providing Independent Financial Advice and
Debbie Ward providing mortgage advice.
� 01782 255110
� hanleybranch@thehanley.co.uk

Sue Pedley is Team Leader at Longton Branch. Located on The Strand
near to the recently opened retail park it continues to serve its
longstanding members as well as welcoming new customers from the
surrounding area. Supporting Sue is Laura Hart, Rachel Ecclestone, Sue
King, Katie Wood and Yvonne Prince. Mortgage Advice is provided by Evy
Caluwé and Independent Financial Advice is provided by Becky Jones.
� 01782 312027
� longtonbranch@thehanley.co.uk

Mark Watson is Team Leader at our branch in
Stone. Opened in August 2004 it was the first
branch in The Hanley network to be specifically
designed as a Branch and Advice Centre. Mark
is supported by his colleagues, Sue Smith,
Joanne Tittensor and Ibbran Hussain. Paul
Collyer provides Independent Financial Advice
with Evy Caluwé as branch Mortgage Adviser.
The branch is located just off the main one way
system through Stone opposite Morrisons.
� 01785 318023
� stonebranch@thehanley.co.uk

Granville House,
Festival Park,

Hanley,
ST1 5TB

5 Lamb Street,
Hanley,
ST1 1PF

1 Mill Court,
Mill Street,

Stone,
ST15 8BF

93 The Strand,
Longton,
ST3 2NS

83 High Street,
Newcastle-under-Lyme,

ST5 1PS

Julie Barlow is Team Leader at Newcastle Branch.The branch is situated
in the heart of Newcastle town centre and now boasts an impressive
modern layout with private interview areas. Ably assisted by Kerry
Wright,Tom Ward, Claire Williamson,Trevor Cotterell (Mortgage
Adviser) and Neil Clappison (Independent Financial Adviser) customers
old and new are made extremely welcome.
� 01782 615262
� newcastlebranch@thehanley.co.uk

OUR BRANCH & 
ADVICE CENTRES

Monday Tuesday Wednesday Thursday Friday Saturday
Festival Park 9am-5pm 9am-5pm 9am-5pm 9am-7pm 9am-5pm 9am-4pm

Hanley Closed 9am-5pm 9am-5pm 10am-7pm 9am-5pm 9am-4pm
Longton Closed 9am-5pm 9am-5pm 9am-7pm 9am-5pm 9am-4pm

Newcastle Closed 9am-5pm 9am-5pm 9am-7pm 9am-5pm 9am-4pm
Stone Closed 9am-5pm 9am-5pm 10am-7pm 9am-5pm 9am-4pm

Longton Branch Newcastle Branch

Festival Park Branch Hanley Branch Stone Branch

Branch Opening Hours
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www.hanleyfinancialservices.co.ukINDEPENDENT
FINANCIAL ADVICE

At Hanley Financial Services Ltd we prefer to meet our customers face to face to find out
what’s important to you when you are looking to invest your hard earned cash.

Our independence gives you the peace of mind that our advice is unbiased and will be tailor
made to your personal circumstances.

We start by asking you the following questions:

• How long are you looking to invest for?
• How much can you afford to invest?
• What’s your attitude to risk – cautious, balanced or speculative?
• What do you want your investment to provide? 
• Are you concerned about the effect of inflation on your savings?
• Are you concerned about the amount of tax on your savings?

Once we understand your personal needs we are then able to construct the right
investment solution for you. What’s more we will put in writing what we recommend and
talk you through the step by step process of making an investment.

Our Independent Financial Advisers are based in each of our five Branches and are available
throughout the week from 9am to 5pm on Monday,Tuesday,Wednesday and Friday, until
7pm on  Thursday and from 9am to 4pm on a Saturday.

Whatever your question or query regarding investments they are here to help.
Call in for a coffee to find out more about how our Advisers can help you.

The wide choice of financial services on the market today can make your head
spin, that is why you need advice from experts to help you choose. Hanley
Financial Services Limited offers products from the market as a whole meaning we
are not tied to any one financial provider.

NEWS
BULLETIN

From 6th April 2008:

ISA allowance increased
to £7,200 a year and
£600 a month.

Tax changes on
investment trusts - have
you reviewed yours?

Basic Tax Rate reduced
from 22% to 20%.

MEET OUR TEAM OF INDEPENDENT FINANCIAL ADVISERS

David Brown Neil Clappison Paul Collyer Rebecca Jones

Hanley Financial Services Ltd is a wholly owned subsidiary of 
Hanley Economic Building Society.

Hanley Financial Services Ltd is an appointed representative of 
LighthouseXpress Limited which is authorised and regulated 

by the Financial Services Authority.
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The mistake most of us make is not planning ahead in life. It’s fair to say people
don’t give much thought to financial planning in their twenties or thirties and by
the time they get around to starting, it’s often too little too late.

Here’s the Hanley Financial Services’ guide to managing your money:

The 20’s - Starting Out
In your 20’s you are enjoying life to the full, but have you thought about what’s around the corner?
You may be thinking about buying your first home and perhaps marriage is also on the cards.You
should hopefully have started to talk to someone about your pension and retirement plans.

The 30’s - Settling Down
In your 30’s you may be married and perhaps even have a few little ones who are dependant on you.
You need to think about making a will and making sure you have a good level of protection in place
for your loved ones should the unthinkable happen. If you have protection in place have you reviewed
the policy to incorporate any changes in your life?  You may be thinking about moving up the property
ladder, looking for an investment scheme for when your children are older, or planning to increase
your pension contributions to make sure you’re on track for that early retirement you promised
yourself in your 20’s.

The 40’s - Helping Loved Ones
Into your 40’s and glad you took out investments in your 30’s as you might need the money to support
your children through University. An early retirement could still be on the cards as you would have
reviewed your pension frequently and made sure your pension has continued to work as hard as you.
As you get older you may find your attitude to risk changes and you prefer to either take more or
less of a risk with your hard earned cash.

The 50’s - Taking Time For You
As retirement gets closer you might need to work out what income you’ll need when you finally
retire. This could be an important time when you decide when you can actually afford to retire.
Now could also be a time to make gifts to your children to provide them with a helping hand for
things like a deposit on their first home or maybe even a wedding.

The 60’s - The Home Straight
After working non-stop for over 40 years you’ll probably now be either thinking of retirement or
already enjoying retirement. Your main concerns are getting the best from your pension and
investments and ensuring you have a comfortable standard of living. Plus you have the time to
consider how you might provide for future care costs or Inheritance Tax.

Most of all, throughout all these stages you should now be ENJOYING YOURSELF

FINANCIAL TREE
OF LIFE



www.hanleyfinancialservices.co.uk 16

www.hanleyfinancialservices.co.ukINDEPENDENT
FINANCIAL ADVICE

Jean and Tony, can you tell us a little
more about why you chose Hanley
Financial Services to help with your
investments?

Because Hanley Financial Services offer
Independent Financial Advice compared to
other Banks and Building Societies which
are tied to one financial provider. Becky
was able to deal with all our investments
and she has more scope for our future
financial needs as she has access to
everything. We also chose Hanley Financial
Services as they offer face to face
customer service with flexible and
convenient appointments, even travelling to
our own home at times to suit us.

What is your opinion of the service
you received from Becky, was
everything clear and easy to
understand?

Becky speaks in plain English and makes
everything very clear and easy to
understand. She doesn’t use complex
terms and financial jargon which is
sometimes associated with IFAs. She is
always willing to help, is very approachable
and does an excellent job in meeting our
needs.

If we may ask about your attitude to
risk, what prompted you to think
about investments? The impression
some people have is that investing is
risky business…

We have some high risk investments
alongside some medium and low risk
investments such as ISAs. This way we are
not putting all our eggs in one basket,
which reduces the risk towards our
investments. Becky is also very pro-active
and will move high risk investments if she
feels they will perform better elsewhere.

How long did the whole process take
to complete?

The process is very straightforward and
doesn’t take long to complete with the
appointment usually lasting around an hour.
We have renewed and carried out several
different investments over the last few
years and Becky has also helped us with
our Pension and with Inheritance Tax
Planning.

And have you received follow up
contact from Becky to review the
business you completed?

Becky usually contacts us every few
months to keep us up to date with our
investments. She will also contact us if
market conditions change and she sees a
possible investment opportunity which will
be beneficial to ourselves.

Would you or have you,
recommended Hanley Financial
Services Limited to any of your
friends or family?

We have both recommended Hanley
Financial Services Limited to family and
friends and we will continue to do so as
we believe the service is excellent.

At Hanley Financial Services Limited, we’re proud of the service we offer. Don’t
just take our word for it, read what Mr and Mrs Dodd have to say.

Jean and Tony Dodd came to visit Becky in July 2007 to talk about new and existing investments. Becky has a longstanding relationship
with Jean and Tony going back a number of years and both say that they trust no-one else to deal with their investments.

Jean and Tony Dodd

Investment Advice
There are hundreds of ways you can invest your hard earned cash. The first and most important stage in any investment decision is to
identify your aims:

� How long are you looking to tie your money up for?
� How much can you afford to invest?
� What’s your attitude to risk?
� What do you want your investment to provide?

There are many different types of investments schemes available, bonds, cash deposits and property are just a few. With Hanley
Financial Services Limited whole of market service you can be sure you’ll get the investment advice that suits you.

For more information contact us on 01782 255000
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We all at some point in our life wish to save for a special event. It may be as
simple as a special holiday, a wedding or something we all have in common,
our retirement!

REGULAR SAVINGS

It may be short-term savings over the next few years; maybe it’s medium-term savings for a special birthday or perhaps long-term
savings for the retirement years.We all look forward to having the money to do exactly what we want to do.

Here at Hanley Financial Services Limited we pride ourselves on being able to offer you regular saving options from the whole of the
market place as well as deposit based options from The Hanley.

We are all quick to utilise our Cash ISA allowance each tax year but what about the investment element that we all seem to miss out
on or didn’t know about?  You can save in investment plans from as little as £50 per month and this can be as part of your annual tax
free ISA allowance.

Pound Cost Averaging

Did you know that you could invest in the market on a monthly basis and this has the advantage of ‘pound cost averaging’?  Pound cost
averaging is a fancy term which describes how you can build up a capital sum by investing a fixed amount of money in a particular
investment vehicle (shares or fund) on a regular basis. It is most often used with equity-based investments rather than bonds or fixed
income assets that tend to be less volatile.

The key point about pound cost averaging is that you invest small amounts on a regular basis. This means that when prices are high
your monthly contribution may buy fewer shares or fund units but when prices are low, your investment buys more shares or fund
units. This continuous drip-feed method of purchasing your investment means that the average purchase price paid over any given
period is going to be lower than the mathematical average of the market price. It also instills a useful discipline in the investor, creating
the savings habit. Pound cost averaging takes the worry out of investment decision-making, you do not need to panic when the price
falls because you will merely be buying more of your chosen investment and because you are committing funds on a regular basis you
need not worry about investing all your savings at the top of the market either. While pound cost averaging can reduce your risk, it is a
strategy that does benefit from volatile markets.

In a bear market, pound cost averaging allows you to build up an investment poised to benefit from a recovery without having to worry
about trying to work out when the bottom of the market will occur. However, the strategy will mean you would lose out on the best
of the growth in a rising market, although this is a small price to pay for the added security that pound cost averaging brings to
investment decision-making.

You can invest in many different funds across the market place according to your attitude to risk. Have you ever considered investing in
China or Emerging Markets?  Perhaps not before, but why not consider investing on a monthly basis? 

Most people would easily spend £50 on a night out, however they would agonise at saving £50 per month.

There are many different investments available and this is only one example of how, with the help of our qualified Independent Financial
Advisers, we can try and make your money work for you. After all, you’ve had to work hard to earn it!


