
Transcript 

2 March 2026, 06:01pm 

 

Devi Virdi  

Okay. 

Okay, good evening everybody. We're just letting you all in. 

Okay, I think everybody is in. 

Just one more. And team, if there's anybody that does come in, if you could make 

sure that they come in. So good evening, everybody. We have just gone past 6:00. 

Welcome to our second volunteer engagement session. We want to make sure that 

we stick to time today. These sessions 

are for an hour long. So thank you all so much for joining us. It's wonderful to see 

some familiar faces here today. As a reminder, this is a volunteer engagement 

session. So the topic that we are covering is on volunteering. We have an hour for 

the session as shared and 

This really is an opportunity for us to share some updates, but also today, we'd like 

to also get your involvement and hear your voices. Now, by show of hands, can you 

please put your hand up if this is your first time on the volunteer engagement 

session? 

 

Devi Virdi 

If you can put your hand up. 

Thank you. 

Okay, there's two of you, right. Okay, thank you. 

 

Devi Virdi  

And if you can put your hands back down, that'd be great. 

Thank you. And second question, by show of hands, if you could please also put your 

hand up if you attended the SGM session on Wednesday last week. 

You can put your hand up. That'll be great. So I can get a gauge of the number of 

people that turned up for that session. Fabulous. 

Great. Thank you. Thank you so much. You can put your hands back down there. 

Thank you. So we have just over 11 people that attended the SGM session. Okay, 

thank you. So I'm going to just walk through the agenda for today. So just at the 



high level, we're going to start by, I'm going to do a very quick introduction. So some 

of you would have met me at the SGM and the team that are supporting today's 

session. 

and will then all introduce themselves when they are covering their areas. I will be 

sharing our shared expectations. And folks, this is what I will do at each session. It's 

important because we are here to discuss not only the need for change, but also 

we're going to pass over to you today to get your views. 

How are we going to do that? Well, we're going to put you through into some 

breakout rooms. Okay. You're going to have an opportunity to share in a small and a 

safe space. And it's an opportunity for you to speak out in that session on the 

changes of volunteering, 

What does it mean for you? We've got some questions that we want you to take into 

that session. You'll then come back into the space and actually share back with 

everybody with a nominated individual from your breakout group. And finally, we'll 

open the floor up for general questions and we'll finish the session by a short menti 

poll, which we can then gauge from you on how you'd like future sessions to evolve 

and what we'd like to focus on. 

So this is a two-way conversation, everybody. It's really important for us that we also 

hear from you. Now, really quickly, I know some of you met me on Wednesday last 

week. And of those of you who perhaps joined the session, the very first volunteering 

session back at the beginning of February. So I joined the board back in 2023. 

as part of the old board. I can recognise some names here. I then from the old board 

joined the new board as well. And in September 25, so last year, I stepped off the 

board and joined CSSC as an exec in the interim CEO role. You've all heard why I've 

joined the board, so I'm not going to run through that. But I think it's important that 

you 

understand that, you know, I built a very strong and solid network across the UK 

membership organisations during my time actually being sat on the board. I've done 

that across the Member Wise 100 community. And this is important because actually 

this also demonstrates how our organisation is evolving, not only with other 

membership organisations out there, but also with our competitors. So I've got some 

great relationships with the likes of English Heritage, National 

 

Devi Virdi   

Trust, as well as some of the sporting agencies, such as UK Sport. Now, my role here 



is to guide CSSC through this important period of change and modernization. So you 

all heard, some of you that were on that SGM, how the world around us is shifting. 

We know that there are commercial pressures. There are also very different member 

needs that we have right now. And that also means that change is actually quite 

unsettling for many, many people, including members and volunteers. But today, we 

want to learn from you, what is your understanding of why the change is needed? 

So we want to hear from you. Now, before I go into the detail, I just want to share 

some high level shared expectations of how we work together today. Okay. So folks, 

this is a safe space. It's constructive. It's meant to be respectful. 

 

Devi Virdi   

We all care deeply about CSSC here. And that passion is something that I do value 

enormously. Let's make sure that our comments, our questions, and they are shared 

in a positive and also a solutions focused way. 

You'll get a very clear, transparent update from us on the progress on challenges. 

And we'll be recording the session, which we are. So if you need to drop off, right, 

you can always dial back on and watch this later on. My commitment is honesty. It's 

about giving you clarity and also openness. 

 

 

Devi Virdi   

And in return, I ask for your curiosity, I ask for your respect, and also a willingness to 

engage constructively as we navigate this journey together. So now I'm going to pass 

it over to my colleague, Alastair. 

 

Alastair Smart  

Thank you Devi and good evening everybody. My name is Alastair Smart. I'm the 

Chief Finance and Information Security Officer at CSSC. I've been with CSSC for just 

over 22 years, so seen quite a lot of change in that time that I've been with CSSC. 

and think I'm in a really, really good place to understand why there is a continued 

need for that change. But before we talk any further about that, I think it's just 

important that we pause. As Devi said, you know, we want to hear from you. So I 

don't want to just simply restate the rationale as we see it. The financial pressures, 

the membership position, the governance risks. 

It doesn't feel like our communications landing and enabling sufficient 



understanding amongst members and volunteers alike of that need for change. So as 

an organisation, I suppose we risk an assumption that everybody shares the same 

starting point and recent experience, I think, have told us that this is most likely not 

the case. 

So before we are going to give you any more information, just 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, the executive, the wider staff 

team understand and what members and volunteers understand, we need to 

understand that gap. 

Unless we're relying on that, unless we're relying on the problem, any discussion 

about solutions are going to feel imposed rather than necessary. So this question is 

absolutely deliberate. What is your understanding of the need for organisational 

change? Now just before we open the floor, I'd just like to share some insight 

on change within CSSC centrally that demonstrates that it's the whole organisation 

that must undertake the transformation. Pre-COVID, CSSC sold more than 2 million 

pounds worth of cinema tickets. It was by far our most popular product offering. We 

now sell less than 25% of that amount. 

The price isn't what has impacted this. How we deliver these hasn't either. It is 

consumer behaviour. Cinemas are struggling for footfall. Films were in the cinema for 

far shorter and then released on streaming platforms that we all subscribe to during 

COVID. Collectively, CSSC needs to recognise that our members' needs have 

and continue to change and that CSSC needs to evolve to continue to be relevant to 

ensure that CSSC still exists and that it continues to build on its 100 years of heritage 

that I know all of us on this call are so proud to represent. So I'm going to open up 

the floor. I'd like to hear from you on that question. What is your understanding of 

the need for organisational change? 

If you don't want to speak, please, please put your post your comments in the chat 

function. It will remain open after the meeting is closed. So if you want to put it in 

them, please do. But it's really, really important that we hear your voice. We need to 

understand what your understanding of change is. So do I have anybody from the 

floor who wishes to open up on that, please? 



 

Devi Virdi   

Please put your hand up if you'd like to speak and share. Thank you. 

 

Kara Nutley  

We've got Di. If Di's mic could be enabled. Di, you should be able to unmute yourself. 

 

Di 

Hi, yeah, thank you for the opportunity to speak. I do understand the need for 

change. We have to change to exist, that's there. The need for consultation is also 

there, but the average person out here, 

and hopefully I'm speaking for everybody, doesn't feel consulted. 

And. 

The way it's done, it would appear that the same people are regularly consulted, but 

there's not a mix of people being consulted. Well, that's how I'd perceive it. 

So I know we have to change. 

Absolutely agree with you, we have to change. 

There's lots of different things coming on. So I was at the SGM and I don't know if 

this is the right place to stop me if I need to take it away and come back again. 

Something was made very clear that there was a need for more local to me. 

But with the other hand, we were being told, well, we've cut it by this much this year 

and we're cutting it again next year and the two don't go together. So it's like there's 

a predetermined thing that we must reduce the spending, but we must produce 

more. So I don't know how we're expected to do that. So that's one of the reasons I 

don't understand how the changes 

 

Alastair Smart 

Okay, no, that's a fair comment. I think the answer to that is relatively simple, I think, 

Di, is that we need to do stuff that's more local to people because that's what they're 

asking for. But that can't mean that we just subsidise things more. The way that this 

organisation is shaped, its structure has changed significantly over the last 20 to 30 

years. 

About 30 years ago, 70% of our members were sleeping members. Those 70% 

subsidised the 30% who were active. We've now got fewer than 20% sleeping 

members, and that model can't exist anymore. So we have to move away from 



subsidies. So when we do things that are more local, we need to 

start negotiating discounts at source. However difficult that may be, that's the reality. 

So it's not about doing less locally. It's about doing more, as you've suggested. 

You're absolutely spot on. But we need to do it in a different way. We can no longer 

afford to subsidise, as we have been doing across this organisation. And that's 

consistent, not just in area associations, in 

and centrally, we've had to move away from that because that's what will kill this 

organisation. The subsidies where people can get back more than they pay in each 

year, that's just not economically viable anymore. So yeah, that hopefully that gives a 

little bit more perspective on that. Anyone else want to jump in? We haven't got long 

on this. So 

Please do put your hands up. 

 

 

Alastair Smart   

Tony can we let Tony in, please? 

 

Tony  

OK, thank you. Yeah, appreciate what's being said. But I think Di had it spot on in the 

fact that for too many years now, we've been preached at and told what we're 

having, what we're getting. You know, we are the subscription paying members. 

 

Tony  

I trust I can speak freely without you know, the threats that have been made to us in 

the past. If we're having an honest open session, I trust I can speak freely. I agree 

with you, Alastair. There is no way it can carry on the way it was going, because some 

of the figures that Matt quoted to us, were just unsustainable. But likewise, he also 

told us that one of the main reasons that members were leaving is because of the 

lack of local events. Now, the Northwest Project, I dare say, if you're employing three 

or four full-time people, to run that project, we're talking about a six-figure sum 

there, whereas before it was run by volunteers for nothing and guidance and support 

for volunteers could have achieved probably exactly what you're looking to do 

without employing more head count bringing up more expense from a decreasing 

membership. So yes, local events are wanted. I agree with you. There's no way that 

you can carry on paying somebody 5, 600 pounds to travel to an event. But 



remember, this organisation was founded on sport, not a discount platform. So we've 

got to do everything that we can to look at what our forefathers set up, why they set 

it up, and find a way to carry it forward, not reasons to destroy it. 

 

Alastair Smart    

Yeah, can't disagree with anything that you said there, Tony. Absolutely, aptly put. 

We need to move forward. We need to protect this organisation. There is an absolute 

need to change the way that we, you know, we fund the organisation. The days of 

those huge subsidies, they can no longer continue. 

We're haemorrhaging about a million and a half a year. If we don't change in 10 

years time, this organisation just won't be able to exist without selling the last few 

remaining assets that it has. And I appreciate that you won't want to hear that. So I 

think we do need to, yeah, there is a need for us to explore how we can do that. The 

North West Hub, just for clarity, is not costing, is not potentially costing any more or 

not significantly more because there was money put into area associations. There 

was money that was put into supporting the volunteers within that area association 

structure. The North West Hub is not subsidising activity, so it is 

receiving money on the subsidy. Now, it is too early to go into any detail from our 

perspective as to whether or not that's the right model. It might not be the right 

model. We're trying a number of different things. But I just want to be certain, you 

know, be clear on my figures. It's not costing a huge amount more than it was 

previously. 

 

Tony 

Could I just ask one question there, Alastair? Okay. Between October 2024 and the 

beginning of March 2025. How many North West members participated in activities 

compared to October 25 to here we are now March 26? 

 

Alastair Smart  

I don't have those figures to hand. Tony, I can find them and send and make them 

available. There's nothing wrong with me looking at that, but I'm afraid I don't have 

them to hand, to be honest. 

 

Alastair Smart 

That's not me holding back information. I just don't have it. 



 

Tony  

That was a slightly rhetorical question, because you won't know the answer off the 

top of your head. But the information that is coming through to the members about 

the level of participation in the North West compared to what volunteers used to the 

return that volunteers used to get, it seems minimal, shall we say. 

So if the information we're being fed is wrong, then, you know, let's get it out there 

because the perception is that this is a scheme that is being forced on the Northwest. 

If you go to the filing cabinet in High Wycombe and look under S for successful, 

that's the decision already being taken on the project. And it's going to hit the rest of 

us whether we like it or not. 

 

Alastair Smart   

No decision has been made on whether or not this is the right model going forward 

and potentially, you know, the chances are that it probably won't be. But we have to 

try we have to try a lot of different things to see what will work. But just on the 

information that you're getting, where are you getting your information from? 

 

Tony  

fellow colleagues around the country, including the Northwest. 

 

Alastair Smart  

I'd like to know where they're getting the information from because they don't have 

the data set that we have. So I mean, again, you've got to be really, really careful 

about where you get your data from and who's getting that data because a lot of 

that could just be hearsay. So please, all I would ask is, you know, if you want the 

data, ask for the data. 

It will be provided as part of the wrap up of this plan. Any data you're receiving from 

anywhere outside of the centre will purely be hearsay because they cannot collect 

that data. Tony, I'd be happy to carry this conversation on with you at another time, 

but is there anyone else who wants to just want to allow people to have a chat? I'm 

more than happy to continue this conversation with you. 

 

Tony  

Yeah, no, that's fine. That's fine, Alastair. Thank you. Yeah. 



 

Kara Nutley  

I think we've got time for one more question and then we'll need to move it on. So 

Carson's next and then we'll move on to the next item. 

 

Carson 

Good evening, everyone. I tried to raise a question at the SGM. Unfortunately, it 

didn't get answered. So my comment or my question was regarding the removal of 

the national travel policy, which will have a huge impact on many, many sports 

throughout the country that our members enjoy. And I asked specifically why that 

wasn't consulted on and it was just forced on us. We're a big, we're a member 

organisation and this decision was taken at board level without reference to 

members. 

 

Alastair Smart  

The travel policy is just one of many subsidies that is given to members that's just 

not fair, equitable or affordable, more to the point. The vast majority of people 

claiming on the national travel policy claim back more than their membership in one 

go for attending one event. As I mentioned earlier, and I think you might have put 

something in the chat actually, Carson, about the sleeping members. 

Those sleeping members that were subsidising people for attending sport, 

participating in sport, participating in area activity, participating in activity across 

CSSC, they no longer exist to the extent that they did before. How do we know that? 

We know that because our sleeping members come from salary payers. Salary payers 

are now down to about 35% 

of people who are paying into this organisation. It's widely recognised through data 

that half of those are sleeping. So the fact there is, is that we are looking at about 

20% of our membership being sleeping members and they can, and it's just not 

affordable anymore for people to be able to take out of the organisation more than 

they're putting in. 

This is not just about the national travel policy, so we're not picking on the national 

travel policy. We are looking at having to remove or systematically reduce subsidies 

where it is a cash refund to our members. This organisation will not last longer than 

10, 15 years unless we move from that model. 

because we no longer have the sleeping members to be able to pay for it. That 



unfortunately is the reality. Those people who pay by direct debit, who pay by credit 

card and debit card, they want something back for their membership. We are, I know 

we all, I always hear a lot about harping back to the golden times of the civil service 

when people were put, a form was put under their nose and they signed up and they 

were a member 

for life. That is not true anymore. We do not have the ability to allow sleeping 

members to subsidise active members. So we have to look at other ways of doing it. 

Otherwise, it's just not economically viable. It's as simple as that. You can't pay 

someone more out in cash than they're paying into the organisation because that is 

the quickest way to bankrupt this organization. 

So it's not just about the national travel policy. I think we need to make that very 

clear. It's subsidies across the board. So I appreciate that's not giving you the answer 

you want because you're specifically on about the national travel policy, but it's not 

just the national travel policy. This will affect every single subsidy in this organisation. 

It's just not possible to subsidise to the extent we were previously. 

It, it really is not. 

 

Carson  

OK, but again, that's not the answer to my question, Alastair. You haven't stated why 

there was no consultation of the membership on this decision. 

 

Devi Virdi  

Al, Al, sorry, if I could just step in there, Carson, I think this was covered quite 

extensively in the SGM, right? Elaine picked this up and I understand that it feels like 

a significant change, but actually it's a change that the board were very clear that it 

was required, right? So the NTP, it represents a number of, it's just one of those 

number of significant subsidies currently in place, right? 

These initiatives were introduced to support members. You know this. They weren't 

distributing the benefit consistently or equitably, right? So Al has shared that. And so 

to treat all members fairly, we have to move away. So in terms of the process, which 

is what you're asking, the board is responsible for decisions, right, that are relating to 

the operational policy, financial sustainability and risk. The NTP falls into that 

category. So it's not a constitutional matter. So it doesn't require a member vote 

under the CSSC rules. That said, I think we absolutely recognise the importance of 

being transparent and the engagement, right? So this is why the rationale for 



removing the NTP was, you know, it's been published. 

That's also why we have an, you know, we've expanded the financial sort of support 

fund, which is about ensuring that members who genuinely need help can still access 

that support. We're also strengthening our engagement piece, Carson, so that 

members can really raise those concerns and ask those questions directly. And 

You know, this decision is about protecting the fairness, right? It's about protecting 

that sustainability piece, but also the long term ability for this organisation to just 

deliver sports for members, not to reduce it. So you asked about the process. I hope I 

answered that question to you. I know you've written to Elaine as well. 

 

Devi Virdi  

So she'll be articulating the same back to you. Okay. Yeah. 

 

Carson 

Devi, that's very helpful. Thank you very much. I really just don't believe that the 

board is fully aware of the impact that that decision will have across all of our sports 

and I am seriously concerned about that. I don't want to see sports, you know, we're 

a sports organisation and I think the impact of that on our sports across the paste 

will be huge and I don't want to see that. Thank you. 

 

Devi Virdi  

No, Carson, thank you. And I appreciate the thoughtfulness behind your question. So 

thank you. Al, I think we need to move on so that everybody can go into the 

breakout rooms and have that opportunity. But thank you, folks. 

 

Wendy Eley   

Well, I think it's over to me now. So hello, everyone. For those of you that don't know 

me and looking down the list, I think many of you do. I'm Wendy. I've been at CSSC 

for, goodness, I think 8 years this year. And before that, I was in the civil service for 

20 years. And I've been a CSSC member since the day that I was handed the form on 

my first day in the civil service. 

 

Wendy Eley 

So, you know, CSSC definitely is something that I'm very passionate about and it 

really is very nice to see all the familiar names on there. So Tony, Peter, Carson, 



David, Di, I can see so many familiar names going down there. I'm actually going to 

really abridge my section because I can tell by the chat and also what you're talking 

about that the best thing organisations that you are really loyal to, whether it be it 

could be a bank such as Nationwide or others, behind the scenes, there will be a 

vision that the decisions are based on. And this is the relatively new North Star, that 

vision for CSSC. And that is to be a member owned organisation, inspires wellbeing, 

builds community and fosters A genuine sense of belonging. 

earning lifelong loyalty through trust and meaningful connection. And the reason 

that this is important, especially internally for the staff, is for the very reasons that 

many of you have articulated already, both in the chat and verbally, is that, you know, 

our members matter. You know, you're volunteers, but you're members. And we 

need to put the members at the heart of the decisions that we make. And you may 

feel at the moment that we haven't been 

making some good decisions in some areas, or that actually the members haven't 

been consulted. We heard that. We heard that at the special general meeting if you 

were there. And we know that that might not be landing. And so this is me really 

trying to say that internally within the staff, we are very passionate about CSSC. We 

don't want to make decisions. 

that annoy volunteers, that annoy members, that turn members off, that make 

people leave. You know, it's not in anybody's interest to do that. For those of us, and 

I can see that Andy Burdett is on the call, for those of us that have been in the civil 

service for many years before we joined here, you know, we're also passionate 

members. So it's, you know, we're passionate members who used to use it before we 

even started working here. 

So I really just wanted to share the North Star to offer a level of reassurance that we 

are all working towards creating that community, which is behind all of the 

comments that you're saying tonight. You know, whether it be sport, whether it be 

local area activity, we know that it's community and that lifelong connection that 

matters to people. So 

 

Kara Nutley 

Yeah, what we'll do is just so you're assured this hasn't gone to waste, we will collate 

all your responses together and look over that as a team. So I'm sorry to move things 

on, but I know there will be questions to answer. So I'm going to hand over to Eric 

quickly to talk about volunteer vision. 



 

Eric Winbolt 

I'm going to rattle through this because I know that the main objective tonight is to  

hear and have the sort of extend the conversations that we've already just been 

having in our kind of breakout sessions. Thanks to everyone on my session for that. 

I'm just going to give you, actually, Tony, when you spoke, Tony Nelson, when you 

spoke earlier on about 

the significance of sport to CSSC. I've just, this is a piece of work, sorry, for the wider 

audience outside of my breakout room. My name's Eric and hello to you all. And I 

work in the marketing team at CSSC. And this is a piece of work I've been doing, just 

looking at the positioning of CSSC in the marketplace so that we understand our 

proposition and how we best communicate it both to our existing members and 

obviously also to acquire new members. So hopefully you'll recognise along that 

horizontal axis, you've got a sofa at one end of the podium at the other. And I think 

CSSC is the only organisation, if you look across the breadth of things we offer, 

you've got the retail discounts through the leisure, through our cultural and heritage 

events, up to Active Wellbeing, the idea of being active without necessarily 

competing, and then all the way up through the gyms and into the sport. And 

ultimately, our grants programme can potentially fund level athletes. So as an 

enterprise, CSSC is the only organisation, I think of a marketplace to the best of my 

knowledge, that can take you on that whole journey. I'm not suggesting any one 

member would ever do that, but it's aspirational and it's a great journey that 

anybody can move. As far as they want to along it. Then I've added in this additional 

vertical axis, which shows the difference between transactional businesses and ones 

that are more purposeful, which is typically not-for-profits or charities. And then into 

that, I've mapped some of our, you'll be familiar with most of these names, some of 

our competitors. And if you can go to the next slide, Kara. So those dots represent a 

lot of names you'll be familiar with, a lot of our competitors and some of our 

partners as well. And I've placed them on the axis, essentially in the areas where they 

operate. 

So blue light card, I'm sure many of you are blue light card members. The dots, I 

should say, are to scale. So the bigger the dot is based on the amount of traffic the 

websites get on a monthly basis. So it's not necessarily about revenue, but it is a 

good indicator of size. And you can see blue light card are huge, but they operate 

very much over to the left. 



It's people who are, it's not about being active, it's mostly about retail discounts. And 

then you move up through someone like Charity for Civil Servants, top left, who are 

highly about purpose, but aren't really so much about activity. And then probably the 

closest competitor, direct competitor, CSSC is boundless, which is the little sort of 

peach coloured dot just below the monkey in the zoo. So if you could go to the next 

slide, Wendy, I'll add in where CSSC sits. So that's it. Thanks. That's great. So that 

yellow dot is to scale. We're roughly in terms of web traffic. 

about the same size as Boundless, but the big difference is the space we potentially 

operate in. So we do all the way, as everybody's already identified, from the 

discounts right up through all the leisure and entertainment offers, and then all the 

way up through the participative sports. So we have a much broader 

offer than everybody else. And if you could move on to the next slide, please, Kara. I 

think we can skip through these next couple of slides just in the interest of brevity. 

Thank you. If you could just stop there for a second. So what I wanted to do was 

show the difference and the unique space that CSSC occupies and why 

volunteers are so important in delivering it. I think there's two things I'd be keen to 

get across. One is the importance of volunteers B, to the point that Tony raised, 

actually sport and activity are absolutely key differentiators. So looking at the, I don't 

know if you can all see that, but there should be a blue dotted line around the 

place where the bulk of our competitors operate. And if you look at them, they are 

transactional. They're all very much about discount. Their businesses scale purely 

with technology. Very few of them will be using anything other than to sort of digital 

platforms to scale. And it's a very congested space. So it's difficult to be 

to be truly differentiated in that space. But Kara, if you could please go to the next 

slide, that's great. But that is the space where CSSC operates, and it's almost unique 

to CSSC . I'd say the characteristics, and you guys are far more expert at this than I 

am, but the characteristics I had identified, which makes it unique, 

that we're purposeful. We want to make people's lives better. Saving money is part of 

that, but there's a lot more besides. It scales with people, and that's predominantly 

you. It's probably predominantly volunteers. That's our differentiation. And the fact 

that it scales with people means it's going to localise and has community. So I think 

there's one last slide there, if you could just 

Go to it, Kara. And that's, yeah, I just wanted to sort of like to really underline that 

point is that CSSC's offer and the importance of activity and sport within it make it 

unique. And actually our mission, I would suggest, is to bring people in at any point 



of that access and always try to keep them moving along 

figuratively to the right. So they're more engaged, they're more active. And many 

people might want to do nothing more than get off the sofa and go to the cinema. 

Fantastic. But if they then become active, then we'll be improving their lives in a way 

that none of the other players in this space can. So I don't know if that's any help, but 

it really just wanted to underline the importance 

of sport and volunteering to CSSC and making it a unique offer in the market. If 

anybody's got any questions on that, please either be happy to field any questions 

now or equally you can drop them in the comments and I'll come back to you on 

that. 

Separately. 

Thanks, Kara. 

 

Kara Nutley 

Does anyone have any questions for Eric on what he's just shown the volunteer 

vision? Tony. 

 

Eric Winbolt 

Hi, Tony. 

 

Tony  

Yeah, it's encouraging to hear that, but it's not what Matt was telling us. 

Matt was telling us what a very small percentage of members actively are involved in 

sport, but what really bugs a lot of us, and I mean, I'm tall now, I've had a knackered 

knee that's been operated on, so sport isn't for me the way it is for people, but 

That doesn't mean that we shouldn't be supporting and offering sport. But in Bristol, 

we've got the largest table tennis club in the southwest of England. 

And then you hear Matt saying, oh, but they don't count, they're not real sports 

people. And that's very disingenuous. So people at grassroots, so people who I see 

playing table tennis every week, playing football every week, playing lacrosse every 

week, they're sports people. It's not just about the elitists who get through to play at 

the belfry or whatever. It's about grassroots sport. And when the CEO turns around 

and says, oh, they don't count, what message is that giving real CSSC members? 

 

Eric Winbolt  



I mean, Tony, I firstly, the table tennis, I mean, I couldn't agree more. I would look to 

the rest of the CSSC attendees on this call as well, perhaps who are perhaps closer to 

the sport offer than I am to reiterate that. I mean, I think our mission is to get people 

you know, engaged and active. And we know the beneficial effects of that. And you 

might well be aware of our Active Wellbeing offer again, which is very much less 

about that high end, perhaps slightly more, I'm not going to say exclusive, but by the 

time you get into team sport, you're getting to a very specific area of engagement. 

Whereas, and that's not, yeah, so I wouldn't want to, I can't comment, to be honest, 

on why Matt would have said that. I think we as an organisation, certainly to my 

understanding, and I'm happy to be kept honest here, are very keen to see people 

active. I think the challenge has been that the cost to serve of some of the sports 

activity has been really difficult. Coming back to Alastair's point around it needs to be 

financially robust, sustainable, but at the same time, we absolutely, we wanted to, like 

I said, the thing that makes us different from everybody else, I actually think 

Boundless would be, be moving up to the right and upwards, because I think they 

would also like to be playing in that space. We have all the apparatus in place. 

We have you guys, we've got a network of volunteers, we have a heritage in sports, 

exactly as Tony described earlier on. So I think, yeah, I mean, I can't comment on 

what's been said in the past. I don't think that would reflect the state of the 

organisations we are now or where we want to go. I think the only thing perhaps to 

caveat is it clearly needs to be done within a sustainable financial framework. 

 

Kara Nutley 

Thanks. Can I bring in Daisy? 

 

Daisy Penford  

Hi everyone, thanks for that Eric. Just to reiterate the point around sport at CSSC and 

you know, I think the term sometimes can be misleading. Sport does have this 

connotation of being very competitive and actually, as Eric said, it's just about trying 

to get more members at CSSC more active and whether that is playing table tennis 

on a weekly basis with your friends, great. If that is having more of a hockey 

tournament that's once a year that you're representing your workplace, that is great. 

You know, this is why we want to work on this spectrum of, you know, members have 

different ways that they want to get active and it's for us at CSSC to try and provide 

those opportunities to get active with the different types of sports, different level of 



competition more local opportunities and as Eric said, it is making it more financially 

viable. So hopefully these slides show you just how important sport and getting 

active is at CSSC. It's just providing what members want. But hopefully that helps 

your point. 

 

Kara Nutley   54:19 

Thanks, Daisy. Di, sorry I brought Daisy in on there, but I knew she was going to have 

a point to Tony and Eric's views, but let's bring in you now, Di. 

 

Di  

That's okay, mine's loosely connected with sport. It's about the Wellbeing Month for 

February. 

I received on the 27th of February at 2331 a notification telling me that I had to enter 

my final steps by midnight tonight. 

Now that was 29 minutes before midnight on midnight tonight. I've got two weeks 

worth of steps that for personal reasons I couldn't enter at the time. They're now lost 

because I can't put them in. That is somewhat disheartening and it questions what 

personify are doing. Surely there should be some leeway. It was Wellbeing Month. 

February hadn't even finished, it's just an observation but I was trying to get active 

and now I can't record them. 

 

Kara Nutley 

Eric, can I leave that one to you? 

 

Eric Winbolt  

I'm obviously sorry to hear that. I mean, Active Wellbeing is something that I spend a 

lot of my time working with my team on. We're passionate about making Active 

Wellbeing the most inclusive and engaging experience it possibly can be. I can't, in 

all honesty, address the specifics of that detailed piece right now, but would love the 

opportunity to come back to you outside of this forum just to look at what's 

happened there. If we can't do something remedial, we'll certainly have a look at how 

we could make it work better for you next time. But yeah, so 

 

Di  

Okay, I've sent the e-mail to Claudia to forward on so you'll be able to see it. But I 



was so surprised because I was going to log them in Saturday or Sunday and then I 

had an e-mail telling me I had till midnight on the 27th. 

 

Eric Winbolt  

Got it, yeah, yeah. No, that makes perfect sense, Di. Like I said, that's obviously not 

our intention.  

 

Di 

But it makes a mockery of Wellbeing Month. 

 

Eric Winbolt  

Well, no, absolutely. And like I said, we want everybody to enjoy their experience as 

much as possible. So let me look into that and I'll come back to you. All right. 

 

Di Champion 

Yeah, will do, no problem. I just thought it was worth raising. 

 

Eric Winbolt 

No, it is. I mean, that sort of feedback is really, I mean, Personify, as you know, is a 

new platform. To be transparent, we're still finding our way with it a little bit as well. 

So, and that kind of feedback is invaluable to us because, like I said, we're really 

committed to making it the best possible experience for everyone who participates. 

 

Di Champion 

Okay, if you can't get the e-mail from Claudia, let me know and I'll send it to you. 

 

Eric Winbolt  

I will do, thank you  

 

Kara Nutley  

Thank you, Di. We have only got 2 minutes left. I can take one more question and 

then we will need to close this. We need to be done by 7. Any further questions, not 

just about what Eric has presented, but around volunteering? 

 



 

Berewyn 

Thank you. It was just two quick things from me. Is the, I did a couple of things I 

wanted to follow up on from the SGM last week. Is that SGM e-mail account still 

active and is that the best place to go for queries? And the second thing was, are we, 

should we be expecting something in advance of AGMs just as a sort of as VTL S 

aren't going to be present to give sort of a head office update to volunteers present 

at the AGM? So are we going to be expecting anything from you guys to sort of to 

relate to members with regards to the sort of the transformation project, etc, etc. 

 

Kara Nutley 

SGM e-mail I believe is still open. Eric, I'm looking to you on this. 

 

Eric Winbolt  

I'm just looking now as we speak. Yeah, I think it is, Berewyn. I will double check and 

come back to you, but I'm just looking at it now and yeah, it looks like it's still open. 

So maybe try that. If it doesn't work, let us know or let myself know and we can. 

And we can address that. 

 

Kara Nutley  

And on your second point around AGM comms, Andy, was there a meeting earlier 

with yourself to talk about that? 

 

Andy Burdet 

Yeah, we've put a fair bit of comms out already, sort of the normal stats and graphs 

and links to the transformation page on there. we've only literally just had the SGM, 

so I'm waiting for whatever will, you know, fall out on the official documentation to 

come out, but we can make sure that everywhere has got a link to that. 

once that's out. But I think most of it will be covered by the links to the 

transformation page that we put out. But if you need anything more bearing, just get 

back to me and I'll pick it up. 

 

Kara Nutley  

Thanks, Berewyn. Carson, is your question very, very quick? I'm just in the interest of 

time. Yep, we can enable Carson's mic. You go, Carson, you can unmute. 



 

Carson  

Thanks, Kara. Yeah, I think members in Northern Ireland would be very interested to 

hear what is going to be done for our region. I know that we've been talking a lot 

about the mainland and I think that our members are concerned about the extent to 

which sport is still going to be delivered locally in Northern Ireland. I'd appreciate 

any ideas from the team. 

 

Kara Nutley 

Thanks, Carson. Can we take that one away, please? Thank you. Sorry to give an 

answer, but we take want to take that one away. Very quickly, I'm going to hand over 

to Devi to close. 

 

Devi Virdi  

I was actually going to answer Carson's question. 

 

Devi Virdi  

So actually, I'd like to, Carson, if you're still on and you want to listen. I can hear, 

yeah, I could see you. Great. So I think it's another question I know you shared with 

Elaine, right? So I looked at the data. I think I'm very data-driven, those that you 

know that know me. So whilst absolutely, look, Northern Ireland, we've got 500 CSSC 

members from my recollection, right? There's a certain percentage of them that are 

also retired. Carson, I think it's 90%. The overall commitment, right, we keep saying 

this, to sport is unwavering, right? But locations where the data shows us that the 

membership is low, we have to also understand where the majority of our members 

are looking, right? So when that wider Wellbeing, the local activities, sort of making 

sure that they're financially sustainable, I think The transformation work very much is 

designed to strengthen and grow the local sports piece, Carson, right? It's not about 

reducing it. So in practice, what does that mean for you when you talk about 

Northern Ireland? We will continue. There's a piece in terms of actually focusing on 

how we make it more sustainable, how we align it to member demand, right? 

We are going to look at sort of continuing supporting the volunteer led activity piece 

because there's a clear appetite there for members. So we have that. I'd also like to 

mention we've also got a new sports partnership executive, right? So somebody's 

just joined. They will be focusing on building the relationship with the sports 



organisation that operate across the UK. Yeah. So that just makes sure that then 

there's opportunities accessible for members, frankly, wherever they are based. But 

we will look at it from a data lens point of view. So I hope that answers you sort of at 

that high level, that question at this point. 

 

I can see you're shaking your head. Yeah, so feel free to loop back with me, right, or 

Daisy directly. Elaine will also respond to you. And I appreciate the sentiments 

absolutely where you're coming from. We have to, you know, look at really broadly 

data, where are our members, what does that mean for our members? What are our 

members also telling us, right, that they want? So when we think about sports, what 

does that mean for folks in Northern Ireland, right? And then really be quite bespoke. 

I think that's the way, if I think about how we're looking at things with our sports 

partnership executive, it's really making sure that, you know, the time that we're 

spending with folks in Northern Ireland, it's what they want, right? And it's also what 

we can deliver to support that is sustainable as well. So folks, just as I close off, 

please take this QR code, right? Get your phone, zap it. There are two questions. How 

helpful did you find today's session? Right? If you can let us know that feedback, 

good or bad, is always good feedback. 

 

Yeah. And how would you like us to also engage with you in future sessions? So if 

you liked the breakout session and you want more of that, great. I also appreciate 

not everybody wants to put their hand up in an open environment. Sometimes 

people are more comfortable speaking in smaller spaces, right? So we want to create 

those inclusive spaces for everybody. 

 

Tell us what's worked, what you would like more of. I think it's really important. This 

is a volunteer engagement series. So we're here to talk about volunteer items, not 

member items, volunteer items. So what matters to the volunteers, our volunteering 

vision, what Eric shared with you. I think there was a question in terms of who's seen 

it, who hasn't seen it. 

 

I can't remember who asked that question. I think it was Mark. Mark, this is 

something that Eric has shared with you. You're the starting point. Yes, you got 

feedback, put that feedback into the mentee piece, right? We are working through, 

Eric is our subject matter expert here. So he absolutely knows you know, the sort of 



lay of the land with our membership community and what it looks like and 

benchmarking across our competitor space. So we're sharing it with you. If you've 

got feedback, great. If you don't, that's fine as well. Thank you all so much for joining 

the session. I hope you found it constructive. I hope you found it engaging. And 

please look out for the future sessions. 

We will take your feedback on board in terms of what the next sessions look like as 

well. Thank you, folks, and have a great evening. Thank you all. 

 

Eric Winbolt  

Thanks. 


