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Devi Virdi

Right. Good morning, everybody. Good morning. Good morning. It is Monday, the
2nd of March. Good morning, everybody. My name is Devi Virdi. Hello and thank you
so much for joining us this morning. It's great to see actually a number of you here,
which is actually for our second volunteer engagement session of the year. So we've
just gone past three minutes. We have an hour for the session, folks. And it's an
important moment for us as a community, really, to use this session to talk about
and discuss an opportunity to bring you together as volunteers and actually what it
means for you for now and also for the future. And why? Because it's really important
as part of our journey. So one thing | would like to say up front is thank you. Thank
you for making the time to be here because your commitment matters. By show of
hands,

If this is your first time on this volunteer engagement session, can you put your hand
up, please? So you'll see it at the top. There's a hand raised. If you can just put your
hand up for me, please, if this is the first time that you've joined. | can see four.
Fantastic. Thank you. You can lower your hands back down. Now, my second
question is please put your hand up if you also attended the recent SGM session. So
if you attended the session on Wednesday, if | could have your hand up so | can
gauge how many people attended it, that would be fantastic. Great. | can see seven.
Okay, fantastic. You can all put your hands down. Thank you so much.

Fantastic. So let me take a moment just to walk through the session today and what
the agenda is for today. We're going to start by introduction, which is really from me
and the team that are supporting the session. They will all introduce themselves
when they cover off their session. | will always cover the shared expectations at the

front of each session.

We're going to discuss collectively the need for change. And this is where I'm going
to then pass over to you. So all of you that have joined here today, | want to get your
views. We want to get your views today. We want to also discuss why we need to

evolve. From there, we're going to talk about our direction of travel, what our North



Star is, and actually what does this mean for volunteering, really specifically.

here. It's about volunteering. We will then put you into breakout groups. So this is
going to be something new for you all so that you have the opportunity to share in a
very safe space, giving everybody opportunity to speak right within that breakout
session. And then we'll come back together to hear from you.

Finally, we're going to open up the floor. So we have some questions for everybody.
And then we're going to have a short mentee poll at the end, which is something we
will do for every session. So we get to hear directly about how you'd like to shape
some of the future sessions going forward. This is a two way conversation, folks, and
your voice is important part of this.

So before we go any further, for those of you obviously who are new on the call, who
didn't join the engagement session nor were part of the SGM, this might be the first
time you've met me. So a bit about my background. | first joined CSSC back in 2023
as a board member. So | was with the old

board and | transitioned into the new board. Now, as of September, | stepped off the
board and came on board, came over as the interim CEO. | very much joined CSSC
because it was drawn for me in terms of its mission and how it supports wellbeing.
It's about enriching the lives of those across the public sector.

employees. This is something that's actually I'm genuinely passionate about. It's A
cause that really resonates to me. I've also built a very solid network, I'd say, a pretty
strong network with the UK membership organisations across during my time
through the membership Member Wise 100 network. Whether that's been with some
of our partners, so with English Heritage, with Wider National Trust,

other sporting agencies such as UK Sport as well. So my role here as an interim CEO
is really to help guide CSSC through this important period of change and
modernization. That's the work | used to do in the corporate world. So shared
expectations. Kara, if we can get that slide up. Thank you. Now, before we get into
the detail,

| do want to speak about the shared expectations in this space and how we'll work
together. This space very much, it's a respectful, it's about having a safe and
constructive space, folks. Everyone here | know cares deeply about CSSC and that
passion is something | value enormously.

So let's make sure that our comments, our questions are shared in a positive solution
focused way. You'll get very clear, transparent update from us on the progresses, also
on the challenges that we have, right? We'll be open about that. Today we want to



hear from you as we go through the session.

We are also recording this session for folks who can't join this morning's session and
they can watch it later. Or if you need to drop off, you can also watch it later. My
commitment really here today and from the team, it's about making sure that we
have clarity, there's honesty and there's openness. And in return, what | do ask is for
your curiosity, your respect, and also a willingness to engage constructively as we
really navigate this journey together. Thank you. Now over to you, Alastair.

Al, you there?

Alastair Smart

Problems taking off mute. Good morning, everybody. Before we talk any further
about change, so I think it's really important that we just pause. It would be really
easy for us to simply restate the rationale as we see it, the financial pressures, the
membership position, the governance risks. It doesn't feel

that our communication is landing and enabling sufficient understanding amongst
members and volunteers alike. As an organisation, we therefore risk an assumption
that everybody shares the same starting point. Recent experiences have told us that
this is most likely not the case. So before we provide any more information, we want
to understand your perspective

by asking you to consider three important questions. How clearly is the case for
change landing? What do you believe is driving it? And where does it feel convincing
and where does it feel unclear or unsubstantiated? This is about making sure that
we're all in alignment. If there's a gap between what the board and executive
understand and what members and volunteers understand,

We need to understand that gap, because unless we're reliant on the problem, any
discussion about solutions will feel imposed rather than necessary. So this question
I'm asking today is deliberate. What is your understanding of the need for
organisational change? We're asking it because shared understanding is imperative
to enable the change that is required to see CSSC continue to exist in the future.
We've got a few minutes to open up to the floor, but if you please, if you don't get
the opportunity to speak, please post your comments in the chat function, which will
be remaining open after the meeting is closed to enable your voice to be heard,
which is really, really important. So on that question, what is your understanding of

the need for organisational change? | would like to open up to the floor.



and would take in order of hands being raised, please.
Okay, so | have...

Kara Nutley

| thought we've got Daniel. I'm going to unmute.

Alastair Smart

Thank you very much, Kara.

Kara Nutley
Daniel, your mic has been disabled. If you could unmute, please.

Still on mute. If you could unmute. Thank you.

Daniel

Yeah, yeah, got it. Right. Thank you. Yeah, | mean, every organisation has to change. |
think it's possibly just the speed of the change, which is concerning. So, for example,
the annual accounts, the latest ones, suggest the CSSC still has assets of about 35
million pounds.

So that doesn't suggest to me that it's an organisation that has to make immediate
change. It seems that we're not like just poised to go bust. And therefore, what |
would say is, | think that what | would hope to see is

change where the organisation can listen to the members, and particularly the
members who take an active interest in that, and change with their agreement rather
than forcing change very abruptly, which

sort of throws the baby out with a bath water, as it were. So | think that's my take on
it.

Alastair Smart

Thank you. | mean, that's interesting. So less than half of those assets are liquid
assets. So if you're looking at around 15 million pound worth of liquid assets and
running at one and a half million pound deficit a year, in 10 years, CCC runs out of
liquid assets. It then has to start selling its

property portfolio. And as soon as it starts to do that, it loses its income generation
and therefore requires more money to sustain its operating model. So that's a really
interesting concept there that, yeah, maybe we need to, and I'm not suggesting that



people don't understand it, but make people more aware of what those assets are
and what it would mean

because | absolutely understand. If you're just looking clearly at it and thinking that
there's 35 million pounds sitting in a bank account, the need for change is probably
difficult to understand. So | think that's a very valid point that you make there. So

we'll take that one on board. Thank you very much.

Alastair Smart

Another question we have quickly, Kara

Kara Nutley 10:40
Yeah, yeah, we've got. Paul, if you could unmute yourself, please. Your mic's been

enabled.

Paul

Yeah, thank you. | think the thing | always struggle to get my head around is that as a
percentage of the income that we receive from members, the amount of money that
is actually given to the areas is so minute, you know, we are talking a lot less than
10%. | think ours this year is 6, 7%.

which means that 93% of the money that comes into CSSC isn't to do with the areas.
But it seems to be like the areas of the problem, you know, the local offers are the
problem when we have so such a small amount of money. And | think it's

me getting my head around why are we the problem, the 7% of the funds and not

the 93%. Does that kind of make sense?

Alastair Smart

Yeah, that absolutely makes sense. Yeah, absolutely. And | think, you know, the
message, | think that we, well, hopefully the message that we've been getting across
or hope to get across is that it's not any one particular area of CSSC that needs to
change. It all needs to change. As | mentioned a little bit later on, you know, we need
to react to consumer behaviour.

Our data is showing us that less than 10% of our membership participate in area
activity. So, you know, that's around 10,000 people across the country participate in
that area association activity. Previously, about 40% of our expenditure was going
out in area activity or supporting that



activity through staffing. So it's about making sure that we have a fair and equitable
organisation and one which is open to all of our members. So | think it's a very,
again, another valid point. If you're believing that it is the area associations that are
being targeted, then that message that the whole organisation has to change clearly
hasn't landed. And that's something that will definitely take on board.

and try to get across in the future. But if you're anyone on the call from sport, you'll
understand that sports going through change, centrally going, we're going through a
huge change. So the organisation as a whole is needing is needing to change. And
clearly that's a message we need to get out there. So thank you very much for that
comment. Appreciate it. Next.

Sorry, we have Kara, would you mind?

Kara Nutley

Yeah, thanks, Paul. We've got lain, your mic is enabled.

Good morning, Paul. Yeah, | mean, our last speaker said that areas were targeted.
Well, | think sports being targeted and | think without sport, CSSC is nothing. It was
built on sport, national sporting competitions, regional sporting competitions over
the last 100 years. And basically, the way things are going, there won't be any
support left. Now, I've been looking at membership and | see that between 2014 and
2019, membership went up by about 50,000. And then with COVID, and since COVID,
it's come down 50,000.

My question, or one question is, what was CSSC doing to recruit people during that
2014-19 period that worked so well that they're not doing now? And my second
question that goes with it, back in 2014, we had 55 staff. Now we've got 80 staff.

And I'm thinking of the costs involved, that's all.

Alastair Smart

Okay, so | mean, if your first point around you feel that sports being targeted,
hopefully the message that the whole of the organisation is needing to change is
very clear and hopefully that demonstrates to Paul as well that it's not just the area
associations that have been affected. | think your other questions are not necessarily
to do with change, but probably around some of the reasons for change.

Between 2014 and 2019, the then chief executive invested heavily in commercial
partnerships, the likes of English Heritage, CADW, to name but two of those, and



they had a huge impact on recruitment.

That was where the most popular offer actually continues to be the most popular
offering. We talk about sport. | mentioned previously that, you know, consumer
behaviour has changed and it has changed significantly since COVID. You know, we
are we are currently, as you quite rightly put it in that pointed out, 50,000 members
down since COVID.

And that is down to consumer behaviour that's changed. 5,000 people across our
organisation participated in our sports programme. That, for an organisation that
was born from the need to deliver sport, doesn't seem to me to reflect that the way
that we were delivering sport was open

to the vast majority of our membership. So the need to review sport, | think, is very
clear. Now, | appreciate that there may not be agreement on that, but to only have
5000 members engaged in our sporting programme when it costs around 350 pound
per head to deliver for a 70 pound membership, there is something fundamentally
wrong with that. And that's not fair.

and not equitable to the rest of our members. And if we're not delivering to the rest
of our members, that may suggest why we're losing members at the rate that we are.
To be fair, I'll open it up to more. I've only got a few minutes on this, but please do
use the chat function. As | said, it remains open after the meeting to give your
thoughts. It's really, really important that we hear

what your understanding is and how you're feeling about this change. Because quite
clearly from the few people that have spoken today, there is differencing of opinions,
you know, oh, it's the area associations that are being targeted, sports that's being
targeted. We need to very much make sure that our message is clear. So if there isn't
anybody else with their hand up,

| will pass over to Wendy, but please do use that chat function, as | say, or
alternatively, please e-mail me directly. Happy to take your thoughts in an e-mail. It's
hugely important. So thank you for those that did speak and for those that didn't,
please, please, please do so.

Wendy, | will now hand over to you.

Wendy Eley

Thank you so much, Al. So hello, everyone. | can see I've just had a quick look at the
names and | can see some familiar names there. But for those of you that don't know
me, I've been at CSSC since 2018. Prior to that, | was a civil servant. | joined at the



age of 21 into the civil service, worked my way up to the senior civil service before |
left, working across the Ministry of Defence, Department for Transport and
Department for Education. Little known fact about me is | also joined CSSC in 1999
because | was one of those people that on joining the civil service, you also joined
the trade union and CSSC. So I've been a CSSC

member for quite some time now. And so | am really passionate about CSSC. And
what I'm just going to very quickly cover really for some context as you go into your
breakout rooms is actually things that are more internal at the moment. But | really
wanted to, | felt it was important

to share it. And | did this on the last volunteer call as well, because | want you to
hopefully feel reassured that everybody in head office is also working towards what's
right for CSSC. There's a lot of passion within head office for CSSC. So the first thing
that | wanted to cover was our North Star. And if you think about some of those
organisations or companies that you feel a great sense of loyalty to,

They will have a vision, a North Star, often sitting behind the scenes that the staff are
working to. So all of the decisions that are being taken will align with the direction of
the business. And this is our North Star on the slide, which is to be a member owned
organisation that inspires wellbeing, builds community and fosters A genuine sense
of belonging earning lifelong loyalty through trust and meaningful connection. So
that's the vision that we're working towards. And | think of things like Nationwide
Building Society, for example, you know, they will come out and they will do the
member share that they pay out once a year, or they'll do member exclusive saving
rates. Behind the scenes of Nationwide will be a North Star. That's why

you, if you're a nationwide customer, you generally, not saying everyone, but most
people will feel quite engaged with nationwide. They'll feel like they're doing
something because you are banking with them. So that's our North Star and we've
actually personified the North Star. And | think Kara, if you got a slide on

Beth.

So we've personified the North Star into, again, in head office into a member called
Beth. Now, | must be really clear that Beth is none of us and all of us at the same
time. And as | just do a couple of minutes just telling you about how we see Beth's
journey over the next three years, | want to say that it's not about who Beth

is. It's about how Beth feels from today through to 2028. So Beth is currently a
middle manager, married, couple of children, average salary, sat in a civil service or

public sector office somewhere. And she's feeling like she just never has enough



time. There's never quite enough money. There's never quite enough time.

And she certainly doesn't have the time to look after herself as much as she would
like. And she, the turning point for her was when Active Wellbeing came into her
office and she thought, right, I'm going to sign up to it. I'm going to see what this is.
She wasn't a member at the time. And so she signed up to Active Wellbeing and she
found that suddenly she started to connect with people in the office. The actual
challenge itself gave her some time for herself to actually do some walking, to do
some activity. And she really started to realise how important it was to take care of
herself and what a difference it made to connecting with other people and making
new friends across her workplace community and outside. As she was doing active
wellbeing, she started to explore CSSC because she was eligible for membership. And
she found that CSSC had all of these other things, all of these things that were
suitable for her and her family, ways to save money, ways to do days out, and most
importantly, to connect with other people in her local area. And all of a sudden, Beth
kind of view of CSSC changed from the active wellbeing platform through to an
actual lifestyle shift where she was being, she was able to do more with the family,
she was able to plan.

and save money on those activities. And she was making those connections locally
with other CSSC members. And by 2028, Beth was an advocate for CSSC. Beth was
the one that was leading the charge in the workplace, potentially even volunteering
to do something that she really enjoyed as well. And so the reason that we have Beth
is that, again, it's a way of reminding all of our staff, especially at this moment in
time, at this very kind of transitionary moment, that actually our members come first.
And as volunteers, you are also members. So volunteering is a member benefit. But
you know, you are hugely important to us and volunteers will help whether you're a
Beth

that's volunteering or whether you're a volunteer and just trying to help other
people, you know, this is the value that you have and this is the journey that we want
everybody to go on. So that was really a bit of a counter through something that sits
quite internally at the moment, but hopefully offers you some reassurance that
Within head office, we are absolutely wedded to making sure that all of our
members, whether they are members that don't volunteer or members that do
volunteer, feel like Beth, feel valued, feel that there's a personalised experience for
them and feel connected with communities because that is what CSSC was founded

on.



And that's what we really need to make sure it stays as a very community member

focused organisation.

Kara Nutley

Thank you, Wendy. Hello, everyone. Nice to see you on the call today. I'm Kara
Nutley and I'm head of change here at CSSC. We are going to put you into breakout
rooms. Now, do bear with me because technology, as we know, can sometimes fail
us, but | hope I've got this right. So I've assigned you all to a breakout room.

What | have noticed that there are three of you on the call today who | cannot sign in
a breakout room to. It just won't let me. And that's Paul Whiteley, Clair Wilson and
Hils Gray. So you'll remain in the main room, so we'll have someone to talk to you. So
don't be alarmed, Paul, Clair and Hills. We'll have someone to discuss with you in the
main room. The rest of you I'm going to put into breakout room.

And then a member of staff will go into that breakout room with you. And there'll be
3 questions to consider, which are on the screen. The members of staff have those
questions. So first one is, how can we work together to support members through
change?

What was or is your motivation for volunteering? And finally, how can we encourage
members to engage with these sessions? So we've done 2 volunteer sessions now.
We would like to open up these sessions to members in the future. We know our
volunteers are very engaged with what we're doing at CSSC, but we really want to
extend that engagement.

to members and encourage them to attend these types of things. So just be to get
your feedback on those three questions. If you can't cover everything, don't worry.
What | would suggest is that maybe groups one and two, rooms one and two start
with question one and two, and groups three and four start with

the final question and work backwards just so we can get that breadth across. What
we'll then do is bring you all back into the main room and we'll ask one of the
volunteers to nominate themselves just to feedback on a couple of points from one
of those questions. So we'll just go through room to room.

And then just feeding back on one of those questions, just a couple of the points. So
please do engage, please give your feedback and let's keep our fingers crossed that
the technology is going to work. So I'm going to assign, I'm going to open these
rooms.

And | will do an announcement to call you back a minute before. Let's go.



You will just need to click yes to move into the room.
| can see some people moving now. That's great.
So as predicted, Paul Whiteley, Hils and Clair will remain. Lauren, Andy, Eric.

Lauren, can you assign, are you able to assign yourself to room one?

Kara Nutley

In the interest of time, because | know some of you will want to ask questions, I'm
just going to pick on a couple of the questions here. So let's have a look. Lauren,
your room. How can we work together to support members through change? Was

there any point that you would like to bring?

Lauren Street

Yeah, | think so our room kind of talked around a couple of things. | mean, one of the
biggest things was that, you know, we have already started change and probably
sent out messages before having these conversations. So maybe a bit of a reflective
piece of how could we have done that differently. So maybe talked about how we
can support members before making some of those changes.

So | think it's important to note and recognise that. But kind of moving forward, |
think one of the things that came out most was just in terms of member access and
member communication. So we discussed a couple of the different products and
things like that. And it's just ensuring that, you know, members are well aware of
what's available and how to use it. and to make it as easy as possible for members to
access the different offers available to them. We also talked briefly about some of
our platforms. So if we're introducing new platforms, ensuring that, you know, they
have quality customer support that goes with that. So it's constantly building on that.

So I'd say they were our ideas for that one.

Kara Nutley

| am going to move on quickly. So | did want to spend more time on the feedback,
but | appreciate that there will be some questions, but just wanted to say that | will
discuss with my colleagues on the feedback that they have received from the

breakout rooms and we will discuss that together and take that forward.



I'm now going to hand over to...

Eric.

Eric Winbolt

Thanks, Kara. So | just want to, before we do that, just apologies to the people who
are in my room, because we had a slight technical issue with the sound, so we
weren't perhaps as communicative as we should have been. But | just wanted to
thank them for the feedback, which was really interesting, really useful. We'll
definitely collate all of that. But thanks again, and thanks for persevering against the
some of the challenges we had. This next section is really more of a question actually
to those attending. A, sorry, | should just introduce myself. My name's Eric. | joined
CSSC about 18 months ago and | look after the marketing function and my
background is | come from a sports and entertainment, membership, subscription
businesses. And so, and the piece of work I've been doing and this sort of what I'm
really conscious | don't want to do, this is very much about us listening and | don't
want to drown everybody with

PowerPoint, but | have got a few piece of work I've been doing, which | think touches
on some of the points that have already been made by other people is around a
particular, actually, | just want to sort of highlight what Wendy was saying about the
value of volunteers and how we see the sort of the volunteering role as being
absolutely pivotal.

to CSSC's offer ongoing. As | have got a few slides where I've done a bit of an
analysis of the wider market, looked at some of our sort of bigger competitors and
actually some of our partners as well. And then within that, you can see very clearly
how

The work, the great work that you guys do completely makes our offer absolutely
unique, differentiates us completely from everybody else in the market who tend to
be more focused on discounts. And that's not to say that discounts are unimportant,
but actually where you guys come is you deliver purpose as well, which actually

it's less about just saving money and much more about actually delivering value and
enriching people’s lives. | don't want to presume to show you these slides if there's
an appetite for it. So | don't know if there's a way that we can just maybe get a
thought or | can show some of the slides.

And then maybe you can chip it in the comments. And if it's too much, just let me
know, because obviously | don't want to monopolise the session when it's really



about trying to listen to what you guys are saying. So perhaps the way to do this,
Kara, is if you can advance to

actually into the slides a little bit. And then we can take a view on whether we want
to progress or not. So I'll skip through these as quickly as possible. This shows the
breadth of what CSSC offers. You know all of this already, but | think CSSC is unique
as an organization.

being able to take a customer or a member potentially from their sofa all the way to
the podium. And you can see all the bits of our offer are in there. And then on top of
that, I've also put in, this is to help us map where our competitors are and where
we're differentiated.

all of our, or a good collection of our competitors. Those dots, the colour dots,
hopefully everybody can see those, shout out if you can't. Blue light, you can see in
there, Totum, Pure Gym. What I've done is on the vertical axis, you've got
transactional at the bottom and purpose at the top.

And the transactional players, which is people like Blue Light, Card, I'm sure you're
familiar with, many of you may have memberships, Reward Gateway, etc. They're very
much focused on that piece in the left hand corner, which is it's transactional and
they are offering you mostly stuff around retail and leisure, which obviously we do as
well.

but that's their kind of primary focus. If you look more to the right, you can see
Places Leisure and Pure Gym. they're sort of self-explanatory, they're active, but
again, it's a very transactional relationship. If you can skip to the next slide, Kara, I'll
show where.

CSSC comes into this. So that's Beth that we talked about earlier on. Beth is obviously
the sort of the proxy, the sort of the persona that we're using to describe happy,
happy and engaged.

member. And the little yellow dot is the size of CSSC compared to all of those other
players. Those dots are all to scale, | should have said, and they are based on the
monthly web traffic that all of those businesses receive. So it gives you a good idea
where we sit in the mix. | guess where we are

different is that we operate across the breadth of that. And also, we're looking to
deliver the sports piece as well. And then you can see here, I've tried to map where
we are, which is where most of our competitors are.

which is the blue border. And that shows you their transactional, their businesses get
bigger simply by using technology, but it's also a very congested space, very difficult



to compete in that area. And why would we want to? Because if you see

the green area, which is where much more where we operate. We're much more
about purpose. But the key thing here is we scale with people and those people are
you. It is volunteers that make it possible to deliver everything along that axis. It
could be sort of walks at an English Heritage property,

right up through getting sort of active with active wellbeing and then on it up into
competitive sport. It's also localised and it has community, again, as you guys know.
So the core aspects of our offer, the bit of this chart where we're playing, where only
CSSC plays,

is all made possible by the work that volunteers do, because that's what
differentiates us from everybody else who's offering much more sort of around the
discount area. | think the only exception in this is Boundless. | don't know if you can
see them, they' sort of peach coloured dot. I'd say they are, thank you very much,
they're moving. They would like to move into the space that we are in, but we very
much own that space. And like | said, this bit scales only with volunteers. So just to
reiterate, when you look at the market, where the

The opportunity for CSSC lies in that market to provide a differentiated offer.
Volunteering is absolutely pivotal to delivering that.

| hope that makes sense. If there's any questions on that, | don't know if we've got

time for that now, whether we need to move on, Kara, | defer to you on that.

Kara Nutley

Thanks, Eric. Well, we're going to move to questions now, so I'm happy to take
questions. On that, we can take questions generally. So first of all, does anyone have
any questions for Eric on the volunteer vision piece that he just shared? Right, go to
Paul, we're going to enable your mic. Saif, if you could enable Paul's mic. Paul, | think

you're good to go.

Paul

Thanks. So if we are so pivotal, why does every volunteer | speak to believe we're
being pushed away by CSSC? So it's, | don't understand what, again, so many, that's
a mixed message there because it is literally, | speak to lots of volunteers.

from across the country, and every single one of them believes we're being pushed
away by CSSC. So where is it going wrong? You know, is it us? Is it you? Where are

we with this? | don't understand. Because we're just, you know, the mixed message.



On one hand, we're hearing this.
But the reality is, as far as we're seeing it, we're just being pushed away. So over to

you. | don't understand.

Eric Winbolt

Shall I come back on that or does anybody else want to jump in on that? I'm happy
to start maybe. Well, | think that, Paul, thanks for your comments. Appreciate the
frustration. And obviously the last thing as an organisation we want to be doing is
giving you a mixed message. | think hopefully there's clearly our whole
transformation programme, we're not necessarily, | don't think as an organisation,
think we hold up our hands to say, perhaps we haven't communicated that as clearly
as we would have liked and where we're going. | think the intent behind this kind of
session is to exactly address the point you raised.

that perhaps we're not communicating effectively and that's something we need to
look at. |, it's probably for the, it's probably a bigger challenge than certainly | can
individually address today, but | think if you, what everything you're describing
suggests

We're not currently engaging with you effectively and having a conversation where
you understand, we understand exactly what it is a volunteer wants from us. And also
we're communicating the breadth of opportunity that we think our volunteers can
take from CSSC. Clearly, volunteers are giving up.

time. So you could be giving that time to somebody else. So we need to be clear that
you're getting a rewarding experience from us. And if we're not having that
conversation, then | think this is hopefully what sessions like this are all about. | don't

know if anybody else from the CSSC side wants to chip in on that.

Devi Virdi

Yeah, Eric, thanks so much. | think I'm happy to just sort of give Paul, and | can't see
Paul. Paul, you got your camera off. Perfect, yeah. So | think just from where I'm sat,
Paul, A, firstly, thanks for raising this. | think, you know, we've said this before. | think
this organisation, you know, volunteers are

are central to CSSC, right? That hasn't changed. And it's not going to. | think what
has changed is the environment in which the organisation now operates in. That's

really important. That shift has affected how volunteer feels and how it functions,



right? And | think actually, if | look back at the last five years across the membership

sector itself,

Devi Virdi

Post-COVID, organisations have had to adapt. And there's a whole host of reasons
without me getting into it. But | think it's not unique to CSSC that the shift is actually
sector wide. And yes, you know, | absolutely understand why some volunteers do feel
unhappy.

You know, you joined at a time perhaps when the structures were simpler, the
governance requirements were lighter, the financial controls were less demanding,
the activities could be run quite informally, and also the administrative burden was
very different. Right? Today, volunteers are being asked to operate in a very different
environment.

The expectations that are placed on them, whether it's legally, financially,
operationally, you know, they are significantly higher than what they were five years
ago. That can feel uncomfortable, especially, you know, for those of you who've
given years of service under a very different model.

And | think for us, you know, we recognise that, you know, that it is different because
the world around volunteering, our world has changed and it is changing. We know
that the reality is we can't stick to a model of what we were because our members'
requirements and their demands have shifted.

This is important for everybody to understand. And that, so this transformation
program, it is effectively about how we modernise how we work and how we move
forward, because it's actually about responding to our reality. So what am | talking
about? Well, actually, we have to simplify our structure.

which means we have to change not just one part of our organization. There's lots of
part of our organisations that has to evolve. So | guess for me, it's more about
moving with times, right? And that's what it means in practice, basically. But the
commitment, | think this is what you asked for, that you sort of said right up front.
You know, you tell us that the volunteers matter, but how you communicate is
different. | think, you know, | hear you. | think volunteer for me is, it's still at the heart
of what CSSC is, right? And actually, what we want to do is ensure that actually
volunteering is safe. Number one, it's enjoyable, it's sustainable.

It's also activities that can continue for future generations. It's not just about today,
but it's also about what our members look like tomorrow, right? And actually how



volunteers, you're also able to evolve in that new world that we're moving into. So
for us, the transformation isn't about reducing your engagement. No, actually, it's
about protecting it actually in a world

that we're moving forward, where expectations and our risks, right, the member field,
the needs, they fundamentally have changed. So | hope that just answers very high
level of response to you. I'm conscious that actually it's also 12 o'clock.

Kara, did you want to take any more questions?

Kara Nutley

| think Daniel's put some.in the chat. There's no one else other than Paul with their
hands up. Oh, sorry, we've got Clive. We take the final question from Clive. Saif, if you
were able to unmute, disable Clive's mic. Clive, you should be able to unmute

yourself.

Clive

Yeah, just one thing, these sessions, I've enjoyed it and hours, not very long. So when
you, when you do them, try and make them more, you know, more dynamic for us at
our end. The speeches are a little bit long. | was intrigued by the last speech about
volunteering, very, very good. And the PowerPoint that Eric did, very, very good. But
there was lots of elements in that PowerPoint that

| would want to debate about the volunteer journey and | see there's all this sport in
relation to boundless. Some of these need to be sort of like a separate part of the
meeting because you're trying to cover a hell of a lot from when Alastair started on
finance, why you can't give all the money away, what's going on for the future.
There's lots of really, really interesting points, but when you try and cover so much in
an hour,

and have a breakout session, you're not getting there. And it's almost like to me, it's
a mirror of what | sat through at the emergency general meeting. We went through
hours and hours and hours of chat before we got round to the nitty gritty, when the
nitty gritty needs to be in the first half an hour and debated. So it's

| mean, it's a different working environment for me. I've been retired a few years now
and I've learned some new words today about all these things. But | think going
forward with them, they're a great idea. | think they're a really, really good idea. But if
you focus on them more onto what we want as volunteers or what we want to know,

and make it more snappy, fantastic. And | think the communications for volunteer, a



lot of the things that were said in the last speech were what we need to know,
because there is a fear out there that everything's going to go back into head office,
areas are going to die, all the money's going to be taken back, and you're just going
to want us to pop along and tick off names.

So that's the story you gotta get forward. So that's me summing it up in a nutshell.

Kara Nutley

Thanks, Clive. Just on your note, the next slide that I'm going to show will be
feedback, asking for feedback. So please do pop that down.

We don't have any more questions, so Devi, I'm happy to share the final slide to.

get volunteer feedback from today.

Devi Virdi

Yes, please. Yeah, if you can share the final slide. So folks, if, and Clive, thanks for that
feedback. Please put it on the QR, get download this QR code. It's really helpful. Hear
your point in terms of the sessions. | think we just need different type of sessions,
right? Because there are different type of volunteers that turn up to these sessions as
well. You all

you will have a different desire for the area that you're looking after, which also
means that | appreciate an hour's not going to necessarily cover it. So we may have
to think a little bit creatively on how to support the different type of volunteers that
are there. And in some points, we may even look at doing, you know, different type
of sessions quite niche to the area of volunteering that you are at, which might mean
that some of you might have to attend more than one, right? If that is the case, then
that just allows you to get just a different type of information. So please download
this QR code if you can kindly provide us with, number one, how you found today's
engagement session and also how you would like future sessions moving forward. So
topics of interest that really are for you that we haven't covered today. That would be
great. Thank you, folks, for joining today's session. Really appreciate it. And please
look out for some of the next sessions that will be coming through in your diaries as

we also then look and take on Clive's feedback as well.

Eric Winbolt
Thanks, everybody.



