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DELIVERING THE
SIGNATURE EXPERIENCE
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Our purpose is to help our members build better lives by providing the

utmost in member service and secure financial services at attractive rates. 

In 2013, we remained dedicated to this focus. We continued to offer

added value through Signature Membership, which provides our most

engaged members enhanced benefits such as priority service, discounted

rates, and fee-waivers.  

Additionally, we expanded the availability and types of real estate and

consumer loans we provide. This made us better equipped to fulfill the

financial needs of our members. It also increased the attainability of

Signature Membership, by offering more ways for members to earn

Signature Points, and ultimately Signature Membership. As a result, we saw

more new members achieve Signature Membership and Platinum Signature

Membership during their New Member Period (their first 90 days of joining). 

We also embraced the idea that service should be a memorable

experience and we’re calling it, “The Signature

Experience.” This is our commitment to our members

to provide exceptional, expedited service and added

value with each interaction you have at Wescom. 

In the pages that follow, you’ll read about how we

remain committed to delivering this Signature

Experience to our members by continuing to increase the convenience and

accessibility members have to quality financial services while maintaining our

commitment to providing efficient, friendly service that helps our members

achieve their financial goals. 
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2013 2012 Increase

Assets $ 2,487,871 $ 2,429,179 2.4%

Members’ Shares $ 2,085,685 $ 2,068,076 0.9%

Loans $ 1,298,969 $ 1,257,606 3.3%

Financial Highlights
(Dollars In Thousands)

22 branch locations throughout Southern California,
serving more than 200,000 members. 
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For the fourth straight year, we are pleased to be able to tell you that Wescom

turned in a positive performance, posting net earnings of $18.49 million in 2013.

This performance can be attributed to several key factors, including increased loan

growth, continued

emphasis on increasing

efficiencies, and our

ongoing commitment to

strengthening the

Signature Experience for

our members. 

In 2013, providing an elevated level of service to our most engaged members 

was one of our primary objectives. In fact, we’ve come to call this approach 

“The Signature Experience.” 

We want the Signature Experience at the core of everything we do. This is why in

2013, we decided to introduce a new mission statement, one that better reflects our

higher purpose of serving you, our member-owners.

“To absolutely excel in member engagement by delivering Signature Experiences.”
Throughout the year we continued this focus by offering added value to our most

active members through Signature Membership, which provides benefits such as

expedited service, discounted rates, and fee-waivers. Moreover, this value reached

more of you as the introduction of new loan offerings created additional ways for

members to earn Signature Points and attain Signature Membership. This was

especially true for our new members who achieved Signature Membership during their

New Member Period—their first 90 days of joining the Credit Union—at a significantly

increased rate compared to 2012.  

In 2013, we saw substantial loan growth as we maintained competitive low interest

rates while offering our members better access to loans through new consumer and

real estate loan offerings. As a result we saw more members turn to Wescom to

finance their auto

loans, home loans,

and lines of credit.

During the year,

we incorporated

new technology that

improved our ability

to identify and inform members of financial services and pre-approval offers that could

help them with their individual financial needs. This included Loan Transfer, a new

feature to our mobile banking app that allows pre-approved members to refinance their

Auto Loan or transfer their Credit Card Balance to Wescom straight from their iPhone.  

Additionally this year, our members took greater advantage of the full range of

investment options we offer through Wescom Financial Services, as well as our full

array of insurance options. We made getting insurance through Wescom Insurance

Service even more accessible and convenient for our members by introducing fully-

licensed branch representatives in the majority of our branches. 

To make sure we are fulfilling the needs of our members and to continue to

constantly improve, we regularly survey our members for feedback. Our survey this

year again received industry-high ratings from members who would refer friends and

family to Wescom. This rating is a key indicator of the health and vitality of our

relationships with our members, and an important measure of our success. 

As we move into our 80th year in 2014, we remain dedicated to the vision and

values which were established by our 13 founding members in 1934. We remain

committed to strengthening our relationships with our members and will continue to

add value through increased convenience and accessibility to quality financial services

that help our members create stronger financial futures.  

Virginia C. Panossian
Chairman

Darren Williams
President/CEO

TO OUR MEMBER-OWNERS

Members’
Shares
In Billions

$2.09$2.07$2.02

Assets
In Billions

$2.49$2.44
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Loans
In Billions

$1.30$1.26
$1.39$2.43
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Cleo Davidson
75 Years of Signature Experiences  
Cleo Davidson still remembers the day she became a

Wescom member. What started as a simple banking
relationship 75 years ago has grown into a lifelong bond
with her Credit Union. Through the years, Wescom has
been there to serve her financial needs, from buying cars and the Glendale home
where she raised her family to saving for retirement.  
“Even when I retired I wouldn’t give you up, and I won’t as long as I live. Wescom

has done nothing but good things for me, so to me I’m yours. I mean it with all my
heart,” she says. 
In 1986, Cleo relocated to Northern California. She wasn’t close to any Wescom

branches, but Cleo found other ways to stay active with her Credit Union. She still
uses eBranch to view her statements and make payments on her Wescom Visa. And
she knows she can always count on our Member Service Center where she can speak
to a real person who can help with any problems she may run into. 
“I love that Wescom is 

friendly and available,” states
Cleo. “A few times I called
because I couldn’t understand
something I had to do online, and
someone was always there to talk
to me.”
Even after 75 years, it’s the

Signature Experience that leaves
Cleo saying, “You make me feel
that you are really glad to have my
business.”  

Courtney Wood 
A Community Experience 
If you ask

Courtney Wood
where to bank,
she’ll tell you, “The
grass is greener at
Wescom.” 
Since moving to

California as a child
in 1981, Courtney, along with the entire
Wood family, has been enjoying the
benefits and services of Wescom. From
basic checking and savings to loans, credit
cards, coin machines, notarizations, and
more, Courtney has found that, “Everything
you can get with a big bank you can get
with Wescom.”  
And she should know. As a director of

operations for a private wealth
management company, and a
former Wells Fargo employee,
Courtney is more than familiar
with the financial industry. 
So what’s the difference?

To Courtney it’s the personal
touch. “With the big banks,
you’re a number. But with
Wescom, you’re family.” 
The personal connection

that Courtney feels with Wescom extends
to Wescom’s online community, where she
actively connects with Wescom and other
members through Facebook. 
To Courtney the Signature Experience

makes Wescom, “The ideal image for
excellent banking.” And this is why she
states, “I will never go anywhere else.”  

Jose Pineda 
The Convenience Factor
When it comes to banking, cost and

convenience are important for Jose Pineda,
which is why he chose
to become a Wescom
member a little over a
year ago. Jose first
learned about Wescom
through his AT&T co-
workers, but it was
Signature Membership
that really grabbed his attention.  
Jose realized that by moving all of his

current banking relationships to Wescom, he
would become a Platinum Signature
Member—and no longer have to pay monthly
account fees. 
“I like that I can go to ATMs at other banks

to withdraw money and
not get charged,” Jose
says. 
When visiting a

branch isn’t convenient
for this busy father of
two (with a third on the
way), Jose appreciates
that he “can do
everything online”
through eBranch.

“Wescom is convenient and easy to use,”
Jose says, “I was able to get a personal loan
and an auto loan—and l can go to one place
and pay all of my bills.”
The Signature Experience has helped make

Jose’s relationship with Wescom a positive
one. “I have only had great experiences so
far, which is why I have referred many friends
to Wescom.” 


The Signature Experience

Our purpose is to help our members build better lives by providing the utmost in member
service and secure financial services at attractive rates.

This has always been the Wescom way of doing business. It is the difference we strive to deliver
to each and every member, each and every time. It’s what we call the Signature Experience.

Wescom is your Credit Union, and the Signature Experience is our commitment to always serve
you well.
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The Signature Experience: Stronger Relationships Through 
Increased Engagement
The value of Signature Membership reached even more members in 2013

with Signature Membership increasing from 50 percent in 2012 to 55
percent in 2013. This growth can be attributed in part to the additional types
of loans we offered and by the addition of Account Alerts to the Signature
Scorecard. These changes offered existing members more ways to qualify for
Signature Membership and were especially beneficial in providing new
members with greater opportunities for engagement as Signature Members.
In 2013, 27 percent of new members achieved Signature Membership

during their New Member Period, their first 90 days of joining the Credit
Union, an increase from 21 percent in 2012.
We increased the availability of insurance through Wescom Insurance

Service by providing licensed representatives in the majority of our branch
locations. This added convenience helped contribute to a 33 percent
increase in members with Wescom insurance policies.
Further, establishing stronger relationships extended beyond our branches

to our social media channels, particularly our Facebook page. Over the
course of the year we saw an increase in the number of members who
engaged with us on Facebook.
During the month of December, we launched 20 Days of Merry, a

subset of our Member Appreciation Season (MAS) which resulted in an
average Facebook engagement level of 12.35 percent, a Facebook fan
growth of 5.53 percent and more than 12,586 page views. This level of
engagement far surpassed the 2.91 percent Facebook engagement
average for the top 100 banks adding Facebook likes in Q4.
Our efforts to add value through the Signature Experience were

validated by the feedback from our members through our Net Promoter
Survey. Again, our Net Promoter Score—the percentage of members
who say they would recommend banking with us to others—rose 
2 percent from last year to 75 percent. This is significantly higher than
both the retail banking average of 29 percent and credit union average
of 59 percent.
As we look toward 2014, and our 80th Anniversary, we remain

committed to fulfilling the financial needs of our members. We will
continue striving to find meaningful ways to strengthen our relationship
with you by adding value and convenience through new services and
technologies. As always, we remain dedicated to our mission of helping
you, our members, build better lives—the ultimate benefit of your
Credit Union membership.

Wescom Credit Union   2013 Annual ReportWescom Credit Union   2013 Annual Report

6 7

Loan Growth and Accessibility 
In 2013, we continued our efforts to better meet the borrowing needs of our

members by offering affordable rates and increasing the availability of loans and
lines of credit. Consequently we saw an increase in consumer borrowing
and as the economy continued to improve, we expanded our lending
efforts. Later in the year, we began offering additional types of loans,
such as Holiday Loans and Adjustable Rate Mortgages, to further meet
the needs of our members. 
New technology also helped us better serve our members. In July, we

introduced Member Genius, a new front-line technology developed by
Wescom Resources Group, that helps branch representatives identify and
communicate key financial services and pre-approval offers that might
benefit the financial needs of the member they are serving in real time. 
In 2013 we were able to qualify more members for pre-approved

Auto Loan Certificates and pre-approved Visa® Credit Card offers. This,
in conjunction with our competitive rates, resulted in a 93 percent
increase in auto loans and a 10 percent
increase in credit card holders from
2012. Additionally, member auto
loan refinances more than tripled,
accounting for a total of $16.2
million in funded loans.
Members also took advantage

of our 1.99% introductory 
rate on Home Equity Lines of
Credit (HELOC) opening over 
$55 million in HELOCs. 
We also made improvements

to our mobile banking app,
making SnapDeposit available for
Android phone users, and we
introduced Loan Transfer, a new

feature for our iOS mobile banking app that
allows pre-approved members to refinance their
auto loan or transfer their credit card balance from
other lenders to Wescom right from their iPhone. 

Stronger Relationships Through Our



Net Promoter
Score
Benchmarking

Wescom
NPS Average

Retail Banks
NPS
Average*

75%

29%

Credit Union
NPS Average* 59%

*Samples provided by 
Filene Research Institute 
and Satmetrix.

Members
with
Insurance
Policies 
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Each year, WeCare, our employee-run, charitable organization, evaluates and
selects charities in our service area to support, both financially and through
volunteer hours donated by Wescom employees. This tradition continued in 2013,
as employee payroll contributions and matching gifts enabled WeCare to donate
$156,363 plus thousands of volunteer hours to local organizations.

In addition to nominating five local charities—The
Unforgettables, Canine Companions, Free Arts for Abused
Children, Casa Colina, and Share Our Selves—to receive
quarterly employee-funded donations, Wescom employees
supported many deserving causes, including the Walk to End
Alzheimer’s, CHOC Walk in the Park, Aids Walk LA, and the
Avon Walk for Breast Cancer. 
As in years past, WeCare took part in the Multiple Sclerosis

Society’s two-day, 100-mile, Bike MS Ride. However this year’s
event was met with an overwhelming employee response, with
55 riders joining Team Wescom to raise a total of $88,448. 
Our reach also extended far beyond Southern California.

When more than two dozen tornadoes ravaged Oklahoma,
Wescom was quick to respond. Employees helped the American
Red Cross collect donations at multiple collection points and our

members showed their generosity, donating $59,435 to the American Red Cross. 
And when Typhoon Haiyan wreaked havoc on the Philippines, employees 

and members once again responded. Employees helped the American Red Cross 
in local donation efforts collecting $77,000, and members again generously
donated $23,832.25.
The Credit Union also continued our efforts to provide members with

complimentary educational opportunities. Home buying seminars were hosted in
our branches to help members better understand the home buying and mortgage
lending process. Additionally, Wescom Financial Services hosted a series of
seminars covering important topics such as Social Security, retirement, and the
Medicare program.

98
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Community Outreach and Education 

At the core of the Signature Experience, you’ll find service, which
is why at Wescom we stay committed to the founding credit union
principle of people-helping-people by providing service to the
communities we serve.





FINANCIAL STATEMENTS
Consolidated Statement of Financial Condition

(Dollars In Thousands) December 31, 2013 December 31, 2012

Assets

Cash and Cash Equivalents $ 49,556 $ 61,443

Loans to Members 1,298,969 1,257,606

Allowance for Loan Losses (36,431) (44,771)

Investments 1,028,689 1,003,322

Land and Building (Net) 46,653 48,879

Other Fixed Assets (Net) 21,800 19,051

National Credit Union Share Insurance Fund 20,392 20,578

Other Assets 58,244 63,070

TOTAL ASSETS $ 2,487,871 $ 2,429,179

Liabilities and Equity

Members’ Shares $ 2,085,685 $ 2,068,076

Other Borrowings 167,563 121,595

Accrued Expenses and Other Liabilities 74,719 62,385

Regular Reserves 74,529 74,528

Undivided Earnings 119,247 100,757

Unrealized Gain (Loss) on Investments (21,705) 16,980

Other Comprehensive Income (12,167) (15,141)

TOTAL LIABILITIES AND EQUITY $ 2,487,871 $ 2,429,179

Consolidated Statement of Income 

(Dollars In Thousands) December 31, 2013 December 31, 2012

Interest Income

Loans $ 61,402 $ 68,755

Investment Income 20,218 19,578

Total Interest Income 81,620 88,333

Interest Expense

Dividends 3,884 5,034

Borrowed Funds 8,354 10,524

Total Interest Expense 12,239 15,557

NET INTEREST INCOME 69,381 72,776

PROVISION FOR LOAN LOSSES 1,300 6,250

NET INTEREST INCOME AFTER
PROVISION FOR LOAN LOSSES 68,081 66,526

NON-INTEREST INCOME 74,714 77,834

NON-INTEREST EXPENSE

Salaries & Benefits 68,456 63,407

Data Processing & Statements 13,242 14,145

Services & Supplies 11,517 10,678

Occupancy Expenses 13,506 13,997

Member Education & Promotion 1,016 930

Member Insurance 1,631 1,955

Other Operating Expenses 14,937 14,427

Total Non-Interest Expense 124,305 119,540

NET INCOME $ 18,491 $ 24,820

These numbers are unaudited.These numbers are unaudited.
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Administrative Offices
123 S. Marengo Ave.
Pasadena, CA 91101

Operations Center
5601 E. La Palma Ave.
Anaheim, CA 92807

1-888-4WESCOM
(1-888-493-7266)

TTY 1-888-937-2661 
Teletype number for the speech- and hearing-impaired

Web site: www.wescom.org
Email: mail@wescom.org

Branch Locations

Your savings federally insured to at least $250,000 by the National
Credit Union Administration (NCUA), a U.S. Government Agency, and
backed by the full faith and credit of the United States Government.

© 2014 Wescom Credit Union. All rights reserved. Printed on Recycled Paper.

@Liz_Wescom

www.facebook.com/WescomCreditUnion
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