
This spring, Pace Credit Union (PCU)

welcomed new and talented people

to the leadership team.  The new

recruits included Terri O’Brien, Chief

Risk Officer for PCU (you can read

about her on page 3). Our Risk team

has been working around the clock to

revitalize and stabilize the safeguards

required to keep PCU secure and

accountable to our members!

One of the changes you may have

noticed is extra care in making sure

we have the latest information on you

and your needs. The practice of “Know

Your Customer (KYC)” is followed by

every financial institution around the

world.  Getting to know our members

– you – better and understanding your

financial needs and activities is part of

how we keep the Credit Union safer

for everyone. 

A lot of Risk Management happens

behind the scenes. It is the process

of identification, analysis, and

dealing with uncertainty in an

organization. Risk is not limited to

financial transactions; it can include

legal liabilities, IT security, and even

natural disasters. 

Risk Management is taken very

seriously at PCU. Keeping you

protected and informed, along with

keeping our organization

operational, is good for everyone.

You can help by updating your

contact information at your next

branch visit or by calling our Contact

Centre Monday to Friday 8am – 8pm

and Saturday 8am – 2pm, Call 1-877-

588-7223.

We want to have conversations across our communities, with

perspectives on how we might connect with meaning. Over the

coming newsletters, we will try formats and stories that we hope

will open conversations in new ways. From this traditional

presentation to video to podcasts, we will be reaching out and you

can always reach in. PCU is here for you and here to stay. We’re 
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Canada is the first country in the

world to enact an official

multiculturalism policy.

There is an annual diversity

competition for employers in

Canada. 

In 2011, Canada's National

Household Survey estimated

that more than 200 languages

were spoken across the country. 

One out of every five people are

visible minority.

More than 200 ethnic origins

were reported across Canada.

Toronto, hails itself as one of the

most multicultural cities in the

world. 

Out of all G8 countries, Canada

has the highest population of

foreign-born residents. 

One-third of the Canadian

population is not Christian. 

Interesting Facts about
Cultural Diversity in Canada.

Enforcing social distancing measures within our branches.

Installed plexiglass shields along with designated standing

areas to ensure that physical distance requirements are met.

Online

We are encouraging everyone to bank with us remotely.  Online

banking is convenient, easy, and means banking can be done from

anywhere 24/7.  Not signed up? Our Financial Advisors at the

Contact Centre will be happy to get you signed up.  Call

1.877.588.7223.

Our Contact Centre is also a great way to connect with comfort

and security. Our employees in our Call Centre are here to help and

will work with members on a case-by-case basis to help identify

ways to ease your financial burden. Please reach out to us at

1.877.588.7223 M-F 8am-8pm and Sat 8am – 2pm.

Keeping You Safe

Banking

Resources for Members

Frequently Asked Questions

COVID-19 has left one true thing

unchanged – PCU is here for you!

Whether you’re banking online or

visiting us in-person at your local

branch, measures are in place to

ensure safe access to the services

you need.

We have a new online COVID-19

Resource Hub! Visit

pacecu.ca/YourPCU and click on

the Covid-19 Resource Centre to

access information on:

In Branches

We have taken added precautions

in branch to safeguard our

members and staff.

Controlling branch access and

screening all members.

PCU members and employees

are a wonderful mix of

backgrounds, ages, cultures,

genders, and more. Community

and business partnerships

benefit when we draw on a

diverse body of people and

thinking. PCU aims to

recognize, respect and tap the

potential within our diverse

communities in the coming

year. #heretostay

COVID AND YOUR PCU Notes & Quotes

"Diversity
 is the engin

e of

inventi
on. It gen

erates 
creativ

ity

that en
riches 

the world." 

-  Justi
n Trude

au

What is diversity?
It touches on issues

such as women at work,

LGBTQ, BIPOC, mental

health and accessibility.

It can give a stronger

voice to those who by

oversight or intent have not been

equally regarded. It is a global issue

and one to which everyone can

make a difference.

Diversity at PCU

If you are experiencing flu-like symptoms or have recently

traveled, you won’t be permitted to enter the branch.

https://www.pacecu.ca/YourPCU/
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Why I’m a PCU member – I want my job to give back to the  community and

not just be a pay cheque.

What is the most important duty of your role each week/month?

Safeguarding members and our employees is my most important job. Of course

we want to do great business with our members, but we want to do so in a way

that protects our employees and our Credit Union.

What is key to keeping members safe and PCU stable? Processes and 

procedures. I wish it was a savvy tool or a shiny new app, but enhancing and following strong process and

procedures ensures that we understand and manage our risk in every team and area of our business.

Superpower I wish for – Speed reader… oh wait… I can do that!

Ideal snack and movie pairing – Sea Salt & Malt Vinegar chips and any Bank Heist or Action Movie.

First grown-up job – Working with men in prison – I worked for the John Howard Society.

Weekend pleasure – Skiing in the winter; at a cottage or on a lake in the summer.

Favourite quote – I love quotes. Here's one:

Best app on phone  - My contacts

One book everyone should read- Loving What Is, by Byron Katie

Best Covid change – Joining the amazing team at PCU!

What I love about Risk Management – Risk management is about solving complex problems, finding

solutions. The most wonderful thing about my job is helping PCU find a way to say “Yes! And how can we do

that while keeping our members and business safe? Let’s find the best solution for everyone.”

FINANCIAL PERSPECTIVE - PCU IS HERE TO STAY

 Continued refinement of pandemic protocols 

 Tools & equipment so teams can work remotely as cultural shift continues

 Ongoing clean-up of legacy issues across our core businesses as well as our subsidiaries 

Against a backdrop of very unique circumstances, teams across our credit union have been

working to bring us through the third quarter, delivering:  

“Imagination is more important than knowledge. Imagination is everything. It is the preview of life's coming
attractions.” Albert Einstein

 Optimizing capital to anchor our strategic growth plans

 Laying the foundation for a new performance management framework focused on empowerment and

accountability throughout PCU

A Looking ahead, fourth-quarter work includes:

 

The effort to stabilize the franchise are necessary but also put significant pressure on the credit union’s

resources and performance; this pressure is expected for reporting quarters to come.  Despite these

circumstances, rest assured that PCU is here to stay.  Even if some years are leaner than others as global and

local factors come into play, PCU is firmly focused on ensuring that we have the foundation in place to

anchor the fiscal health of the credit union and our membership.

Q&A WITH BUSINESS LEADER
Terri O’Brien – PCU Chief Risk Officer
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It’s probably not on your mind when you visit a teller,

use an ATM, make a purchase or even sign into

mobile banking, but PCU’s infrastructure supports

every transaction you make! Infrastructure is the

foundation for all of the services we provide our

members: it’s the network and networking

equipment that securely connect you to PCU, and it

includes all the servers in our data centres that

power our systems and platforms.

 

This year, PCU’s Technology team has been busy

modernizing our infrastructure and making our

network and data centres more efficient and

resilient than ever before. 

 

Improving Reliability and Safety for Members
These investments in our infrastructure mean more

security and increased reliability. Under normal

operation, each of the credit union’s data centres is

sharing the load, but if for any reason one of the data

centres becomes unavailable, each is designed to

meet the needs of the entire credit union. 

 

BUILDING A STRONGER FOUNDATION

Member care is at the center of the Credit Union experience. No matter who we

are dealing with, we want to leave a lasting impression and keep them coming

back for more. Through our various channels, branch, contact centre, website,

live chat, email and phone, Member Care is our differentiator. Having a positive

impact on our members while ensuring to assist them in building their financial

wealth. Listen and explore options to assess financial needs verses assuming we

know best, is just the start to our member care difference. We aspire to get to

know our members and take the time to build relationship. Staff are encouraged

to spend the time with members working through their queries, instead of

Along with numerous other redundancies, like

generator power and battery backups, outages

will be fewer and shorter. The new infrastructure

also supports stronger encryption protocols and

improved monitoring to better protect your

personal information and your money.

Modernizing the Digital Platform

The credit union is focused on improving our

digital platform as quickly as possible. With the

necessary infrastructure now in place, the

technology team has shifted its attention to the

systems and applications needed to support a

feature-rich, digital banking platform. This

platform will include support for digital wallets

like Apple Pay and Google Pay.

PCU MAKES A DIFFERENCE

Connect with us anytime. Information and stories
always available at www.pacecu.ca 

Lindsay Zuber 
Member Care Manager

of setting time limits on interactions. Staff are also encouraged to reach out to members regularly to

check in, letting members know of offering and opportunities we have that may support member needs.

Lives and circumstances change as years pass and we want to ensure members know we are here to

support them, and we care.

www.pacecu.ca



