
 
Devi Virdi  
Okay, hello everyone. Thank you so much for joining us today. It's great to see so many 
of you here. I can see there are a lot of you here for our first volunteer engagement series 
session of the year. We did a session earlier this morning. This is our second session for 
the day.  

 
Please note that these sessions are recorded. So for folks who are unable to attend , 
they will be able to play back and listen. And also an opportunity for those of you who 
need to drop off earlier, you'll have the opportunity to listen back in. So, we've got an 
hour for the session this evening. So we want to make sure we finish promptly at 7:00 to 
give everybody back their time as well. It's an important moment for us as a community 
here at CSSC. My name is Devi Virdi and I will introduce myself a little bit into the 
session. CSSC is evolving and your role as volunteers, both now and in the future, 
is central to that journey. So just up front, I would like to say thank you for making the 
time to be here today because your commitment matters. And one of the things I do 
want to highlight, is that some of you may have challenges in actually seeing our slides. 
We became aware earlier on that there are issues with the way Microsoft is currently 
supporting these webinars, which means those of you who are joining either on the web 
or through an Apple device will not be able to see the presenters or the slides that we 
share. So if you're joining from Microsoft Teams, you will be able to see them. I will give 
you a moment if you need to log out, if you want to rejoin and access through your 
Teams app or your Teams channel. But we will also be putting the screenshots as you 
can see in the chat.  And we will also be sending along with the recording the slides as 
well. Apologies, this is not ideal. I absolutely understand, but this is outside of our 
control. So, I want t0 take a moment just to walk through the agenda for today.  

 
So, I'm going to start with an introduction of myself, share my background and the team 
who are leading this work with me. We'll then move on to a clearer update of where 
CSSC is at. So, what is our current state of the nation today?  

 
What is the data telling us? And why do we need to evolve? All really important 
questions. From there, we'll then move into a clearer update and walk through our 
direction of travel with our North Star. So you'll get a real sense of what our vision is as 
we move forward. What are we doing to strengthen our financial sustainability? And 
also, what does this mean for you as volunteers?  

 
We'll then also share updates on the Northwest Hub trial, as well as the Sports 
Transformation Programme.  



And finally, we'll then share the submitted questions and we'll then open the floor up to 
further questions, followed by a short mentee poll, so we can hear directly from you 
about how you would like these future sessions to evolve. This is a two-
way conversation and your voice is really important to this as we evolve these volunteer 
engagement sessions. Now, before we go any further, I'd like to share a little bit about 
myself and also my team here.  

I first joined CSSC as a board member back in 2023, drawn very much by the 
organisation's unique mission in terms of supporting and really enriching the well-being 
and the lives of public sector employees. A cause I am genuinely passionate about. I've 
also built a very good and strong network with UK membership organisations during my 
time, whether it's been with English Heritage, National Trust, and even sporting 
agencies such as UK Sport. And actually, what I would also say is, before stepping into 
this interim CEO role,  

My career has been shaped across UK multinationals. I worked at British 
Gas, you'll be very familiar with that brand, in senior commercial roles, in sales and 
operational, and more recently as a managing director for a tier one travel technology 
company. So, I've always been in service led organisations, helping them to evolve, 
modernise, grow, and also build cultures that are inclusive, high performing, 
and resilient. So that's the experience that I bring here to CSSC. It is that blend of 
commercial discipline. It's having that people-centered leadership and a deep 
understanding of how organisations evolve successfully. So, my role here is really to 
help CSSC go through and guide an important period of change and modernisation. For 
me, this role it's not just professional, it is deeply personal. What do I mean by that? 
Well, my dad was a public servant. He worked for the Hong Kong Correctional Services 
Department when it was run by the British. So I grew up very much understanding the 
positive impact of community, opportunity, and actually how we support people's lives 
who dedicate their lives to public servants, whether you're from the public sector or 
from the wider civil service.  

That sense of purpose has actually stayed with me throughout my life. Now I want to 
introduce my team here who are with me today. You've got my image of me, right? That 
is me when I did a run with Kew Gardens, who are one of our partners there. In the 
second to me is Wendy our Chief Commercial Officer.  

Wendy looks after areas that are very much in terms of our member lens. From a 
member recruitment lens, from a member retention lens, from an estates and property 



side of things, as well as our partnerships and our suppliers. We then have 
Lauren, who's our head of people and culture focused very much on our people 
strategy, looking after culture, engagement. She's also here looking after talent as well 
as our workforce management and our volunteering HR element as well. Then we have 
Alastair. Alastair is our Chief Financial and Information Security Officer. Alastair's areas 
are very much in finance, in governance, in data management and compliance. Alastair 
unfortunately cannot be here with us this afternoon. And then we have Jade our head of 
operations. Jade’s remit is very much looking after project management, and change, 
focusing on the Northwest hub, as well as the sports and physical activity side of 
things. Now, before we go into the detail, I want to share some expectations for 
how we'll work together.  

This is a respectful and constructive space here. Everyone I know cares really 
deeply about CSSC. And that passion, I've met many of you during my time 
here, actually I value enormously. So, let's make sure comments, questions are shared 
in a positive, solution-focused way. You'll get clear, transparent updates from us on 
progress, on challenges, and also what's coming next.  

There'll also be time for a Q&A session, so you can share feedback and seek 
clarification as well. We are recording the session, as I mentioned earlier. And the last 
thing I want to say before I continue is my commitment to you is on honesty. It's on 
clarity and openness. 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. So, let's move on 
to the current state of the nation.  

So where is CSSC today? You can see the graph in front of you and I'll talk about it 
shortly. CSSC folks, as you know, has a very proud heritage for over a century, 
volunteers have been at the heart of this organisation. You've created 
communities, you've created connection, and it's an opportunity for public sector 
workers. And that legacy really matters deeply. And it's something that I personally hold 
with huge respect. But folks, the world around us, is shifting and has been shifting. 
What do I mean by that? Well, member expectations have evolved 
significantly. It's really shaped by the subscription economy. It's by the digital 
experiences that we have. It's also by the changing lifestyles that are happening and 
also the growing demand for inclusivity, flexibility, and just a more 
modern personalised service that our members are now expecting.  

We're also faced with real commercial pressures. That is about competing for people's 
times. It's attention. And the needs of our members today look very different to where 



they were five years ago. And so I really do understand, change is never easy. And I know 
many of you have heard elements of this before. But I also want to share this from my 
perspective of coming in, because understanding this context, it's essential for the 
decisions that we need to make here. So looking at the data, on this 
slide here, it's important because looking at this, I want to make sure that we're all 
working from the same reality. And you can see the 2024 and 2025 lines. And this is our 
membership data number. And for many years, what I would say is CSSC has measured 
success by membership numbers. Now that made sense historically.  

 
But again, the world has changed and our model has to change with it. Membership 
income is now unpredictable. Engagement patterns have shifted. And we know 
that also membership numbers will continue to fluctuate. In fact, our forecasts already 
show the decline into 2026. And this is also from a wider 
membership organisational scale. And so if we continue to judge success purely only on 
volume, we are setting ourselves up for the wrong conversation and the unnecessary 
concern. So, what do I mean by that? Today, I really want to be clear. Our priority going 
forward is about revenue growth, not membership volume.  

 
This shift isn't just a CSSC idea. It aligns with 
best practice membership organisations and the shared key performance indicators. 
Across the sector, if I think and look across membership organisations, the most 
successful organisations focus on revenue, Engagement and value. That is because 
those are the indicators that truly reflect sustainability and membership 
importance. And that's really, really important for where we're actually heading as an 
organisation. And also from my own commercial experience, revenue growth is driven 
by engagement, not only by simply adding more people. It's about the depth of the 
relationship. It's not about the size of the database. An engaged membership renew. 
Engaged membership participate. And engaged members create value. So, from this 
point forward, we will be measuring success through revenue growth, through member 
engagement, and through member value and loyalty. Those are the key metrics that we 
have. Now, this is a significant shift, but it's the right one. And it's essential for how we 
secure this organisation's future, not just today, or next year, but actually for years to 
come. And this is how we build a more financially resilient organisation. And that's 
really, really important as we look ahead. So now that I've shared in terms of the data 
and the wider landscape, I want to bring this together with one very clear outline. We 
must evolve. Because if we don't, we won't survive, folks.  

 
CSSC's current business model is not financially sustainable. Our revenue simply does 
not meet our expenditure, and membership income on its own is too unpredictable to 



rely on. So, across the sector, I shared about the best practice in terms of 
how organisations set their KPIs around revenue growth, engagement and value, not 
volume. And you will hear me talk about this consistently over the course of the next few 
months.  

 
And this is important. So our focus now is very much on the holistic revenue 
growth. That's where we create value for our members that we want to engage with and 
also how we build our financial resilience. It's also how we have to stabilise our income 
when we think about loyalty and also engagement, not just about equity acquisition. 
And I absolutely understand this is not about abandoning our heritage. In fact it’s about 
retaining our heritage.  Change, yes, can feel uncomfortable. I get it. You know, change 
is also incredibly emotive. It's emotional right? You are all going to be on a very 
different change curve and how you feel about this change. But folks, it is 
necessary. And by evolving together, and what do I mean by together? With the CSSC 
staff, with volunteers, and also with members, this is how we build an organisation that 
is stronger, that's also more resilient, and how we actually deliver better moving 
forward. So, I'm now going to pass over to Wendy, who's going to share our North Star. 
And what does that mean for CSSC moving forward? Over to you, Wendy.  

 
Thank you so much, Devi. It's lovely to see some familiar names on the call this evening, 
so thank you ever so much. I'm just going to briefly cover our vision for the next 
three years and then I'll be passing over to Lauren to go into more detail on how 
volunteers can support us with that. So we all have organisations and companies that 
we're really loyal to. And generally we're loyal because they offer great value, but also 
because of the way that they make us feel. And these organisations have visions and 
against those visions, they make their decisions that then make us feel special as 
customers or as members. And our founders 100 years ago had a 
vision. And that's why we're still here all these years later. So we have refreshed that into 
a new North Star, but we have kept it true to the foundations of how CSSC was 
created. I'm conscious that the slide may look very small in the chat for those of you 
that can't see it. So I will share our North Star verbally. Our North Star is to be a 
member-owned organisation that inspires well-being, builds community and fosters A 
genuine sense of belonging, earning lifelong loyalty through trust and meaningful 
connection. Financial sustainability will be achieved through revenue growth, greater 
engagement and membership stability. Because CSSC is proud to be member first and 
it is your wellbeing, your way, your CSSC.  

 
Now, moving on to turning what is a great vision into something that's more tangible. 
Internally, we have created a personified member called Beth. Now, Beth is none of us 



and all of us. And I'm going to share a little bit about what Beth means to us. But it's 
really important as I talk through Beth's journey that it's not about what Beth 
does, it's really about how Beth feels. And what we want is all of our members, 
regardless of location, regardless of age, regardless of circumstances, regardless of 
preferences and the activities that they enjoy, we want them all to feel like Beth as we 
work forward through the next three years. So here is Beth's story.  

 
Beth is a 35 year old middle manager, works in the public sector. She's got two 
children. She's on a midpoint salary range and she just never seems to have enough of 
lots of things. Not enough time to look after herself. Not quite enough money to make 
those really great family memories and not enough time to really maximise and plan the 
weekends and holidays. Beth was introduced to CSSC as part of the Active Wellbeing 
Challenge, which is currently going on at the moment. Some people in her workplace 
decided that they would set up a team and she decided to join in.  

 
And through that step challenge, she found that she was making new friends, she was 
connecting with her workplace community, and perhaps most importantly, was given 
her permission to take care of her own wellbeing. As she was working through this 
challenge, she then started to explore CSSC's value. And so by looking at the website, 
she could see that CSSC had a lot to offer, not just for her own wellbeing, but also for 
time spent with family and some great savings and discounts and offers and things 
going on in her local community. And that's really when it moved from the Active 
Wellbeing platform to a lifestyle shift for Beth, because once she started to explore all 
of those things that she could do within CSSC. She found herself being part of so many 
new communities. She connected with people who enjoyed the same things that she 
did. She was able to save money on those family activities. And most importantly, she 
was able to spend some time on herself as well. So her overall wellbeing and the 
wellbeing of her family was significantly improved.  

 
And through that, she became an advocate for CSSC. She was telling people about how 
great it was, what it could do for them. She was helping other communities and 
connections through her role in CSSC. And so it's really important, as I said at the start, 
that our vision is so clear. We want everyone to feel like Beth. We want them to look at 
CSSC and know that there's something there just for them and that they can spend 
quality time looking after their own wellbeing and the wellbeing of their family and 
saving money in the process. So how do volunteers help Beth feel like that, knowing that 
actually Beth herself could also be a volunteer? And with that, I will seamlessly hand 
over to Lauren to share a little bit more about the role of volunteering going forward.   
Thank you, Wendy. So what does that mean for volunteers at CSSC? Well, volunteers 



are an important part of the organisation and you will continue to play a vital part of 
CSSC's future too. Your time, passion and commitment are fundamental to everything 
that we do. As the organisation evolves and as expectations change, some volunteer 
roles may look different over time. That flexibility and agility help us to respond to what 
our members need and help Beth continue to have the best possible experience.  

 
What won't change is the importance of our volunteers. You support our sports 
programme, you help deliver our local events, you build strong communities, and you 
act as advocates in our workplaces. These contributions directly shape Beth's journey 
as a CSSC member. Beth's experience is built on the service that you deliver every day. 
And your voice matters, your roles matter, and we truly value the impact that you make.  

 
So, how can you help in this period of change? We appreciate that the change journey is 
a difficult journey for everyone, and we're working with you and alongside you as we 
navigate through this together. So how can you help? The first is support. You're often 
the first point of contact for others, we're looking to you to be offering practical help, 
guidance, reassurance and help people feel welcomed and confident to get involved. 
Secondly, feedback. You help CSSC by sharing what you're seeing and 
hearing, what's working well, what could be better, and where there are opportunities 
to improve on how things are delivered. Thirdly, co-creation. Co-creation is working 
alongside CSSC staff. You help shape activities, events, and ideas so that they reflect 
what local people actually want and need. And finally, being change advocates. You 
help explain upcoming changes, champion improvements, support others through 
transitions in a positive and constructive way. Together, this support helps CSSC stay 
connected, responsive and focused on what matters most to our communities. And it 
really wouldn't work without you.  

 
Some of you will be aware that we're already trialling different ways of working with 
volunteers and members, and one of these methods is through the Northwest Hub 
model. I'm now going to pass over to Jade to talk a little bit more about this.  

 
Perfect. Thanks, Lauren. Evening, everyone. I'd like to start with a quick reminder of 
what the Northwest Hub is trialing. It has been in operation since the 1st of October. It 
has a dedicated staff team of four and they focus on partnerships, sourcing products, 
event management and delivery. The purpose of the trial is to help us understand what 
our future operating model could look like. So how we work, how we 
engage with members, and how we deliver value locally. The model is insight driven. 
Staff organise and deliver the activity. We have support from volunteering through a 
direct volunteering approach, and we apply discounts at source. I just want to remind 



everyone what's been going on, but I want to share some feedback from some recent 
events in the hub.  So as you can see, we've got part of a community, lovely to see 
others, the fact that it was something new and beginner friendly, all of those things 
really shine through. So I just wanted to take a moment to share that so 
far.  Now, I'm going to go into our highlights and challenges.  

The hub has been in operation for nearly four months. You can see here, some of the 
highlights are, we have collaborative working with our recruitment team 
internally. They've been supporting new and existing accounts. We've been actively 
involved in meetings with partners like the Manchester City Council which has helped 
us promote activity across the Northwest. We're building strong relationships 
with organisations such as British Rowing and Sport in Mind, which already are helping 
broaden our offer. So for example, we've got some indoor rowing tasters coming up. All 
this work 58%, 58% increase in new joiners in Q4 compared with the same period in 
2024.  

This is a really encouraging sign of growth. We've also faced a few challenges along the 
way. Event engagement, it hasn't been as strong as we'd hoped. We are 20% down on 
engagement compared with this time last year. However, we have introduced new 
activities based on insight. And while the member feedback from those who attended 
has been really positive, the overall numbers are still lower than we need. So to improve 
this, we're having a full 360 degree approach to our internal monthly reviews. So we 
bring in teams from marketing, product, recruitment, comms, and we use this 
to trial new ways of reaching people. For example, we've recently launched a new 
Northwest TikTok, and we're also doing different types of activity on the Northwest 
Facebook page. We know this lower engagement has had an impact on volunteers too.  

Some of you told us there isn't currently a place for them, and we do completely 
understand this feeling. But the plan has always been for volunteers to support our hub 
events. But with fewer attendees, that level of support hasn't been needed yet. We do 
have some stories in Bolton. We've got a volunteer that helps run a 
pickleball session.  And we're looking at building on that model with other activities 
such as paddle and other popular activities as the engagement grows. As mentioned by 
Lauren, one of the hub's objectives is to recruit and keep existing volunteers in the 
event support and workplace champion roles. The hub is constantly reviewing learning, 
sharing these learnings across the business, and we will be sharing best practice at 
future sport and volunteer committee meetings. So I wanted to share with you how we 
are tracking success. Well, we have a number of key performance indicators and 
targets, which focus around growth and engagement. Some of these include net 



membership growth, average membership tenure, public sector growth, member 
satisfaction and brand recognition. It's really important to support this quantitative data 
with qualitative. So we are in the process of finalising a form for Northwest members to 
feed back on. So all of this will give us a full picture on how the trial is going and we will 
include these updates in these monthly series going forward. So now on to the sports 
transformation work.  

As you can see from the slide, we are co-creating a sports programme that is modern, 
member-centred, and truly reflects what members want and need. As you can see from 
the slide, we have a vision. Our vision is to create an offer that prioritises quality, 
inclusivity, and long-term financial sustainability and to make sure every member can 
find ways to get active that fits into their lives. So as you heard earlier from Wendy, for 
members like Beth, what does it mean? Well, it means greater investment in the sports 
they care about most and creating environments that feel inclusive, welcoming and 
easy to join. It also means offering more ways to get active closer to home with flexible 
formats that suit busy schedules, whether that's workplace friendly sessions, beginner 
options, or opportunities for people returning to sport. We're also developing exclusive 
events and giving members a chance to try new and emerging sports. So this is all about 
shaping a programme that works for members, one that feels relevant, accessible and 
built for the future. So what have we done so far? 

We've made several important changes. We've redirected funding and resources 
towards the sports that will reach the most people, current and potential 
members. We've restructured the sports and physical activity team, so we have the right 
people in the right roles with the right skills to deliver this. This includes recruiting new 
staff, and investing in the expertise needed to support this programme. Throughout this 
process, volunteers have been involved. Your feedback, experience and ideas have 
shaped the decisions we've made and the direction we're taking. We're currently 
improving governance structures to make sure that volunteers are better supported. 
Another key change has been redirecting the national travel policy funding, and that will 
be reinvested into more local opportunities, which has come from our member insight. 
And finally, as mentioned previously, we are co-creating these sport plans with our 
volunteers, ensuring each sport's future is shaped by the people who know it best. Each 
sport has a dedicated resource in the team, and some of the team have had one-to-
ones already with the particular sport volunteers, with more being arranged for February 
and then continual meetings after that. So like the hub trial, we are in the process of 
producing a set of key performance indicators and targets so we can fully track the 
success of this programme and it will be a mix of quantitative and qualitative, like I 
mentioned before, and we will be using these sessions to update you as the programme 
goes on.  



So I'd just like to take a moment to bring it back to how our sports work will align with 
our North Star, you heard from Wendy earlier. As you can see, we want it to inspire 
wellbeing, build communities, and hopefully we will earn lifelong loyalty through these 
experiences. I'll now pass back to Devi.  

Thank you, Jade. Folks, I am going to bring this session to a close. And before I do that, 
Jade, thank you for giving the high level update on the Northwest Hub and the sports 
transformation piece. Lauren, thank you for sharing from a people culture lens actually 
what and why volunteers matter and Wendy to share with the community here, actually, 
what is our aspirational North Star? Where do we want to be as an organisation? And 
actually, what does that mean to us? So to close out the session here, folks, we are 
shaping this organisation together. Now, you can see here, I've put up Heritage and 
Future, and that means the power of us. That is exactly what it means. CSSC has always 
been built on passion, commitment, and the generosity of its volunteers. That, 
folks, hasn't changed, and it won't. You matter deeply to this organisation, your voice, 
your insights your partnership, they are really essential as we move forward. We are at a 
pivotal moment. And like I said, you would have heard this before. Change is constant. It 
is in most membership led organisations, as it is for us. And the world around us is 
shifting. We definitely have different member expectations now than we did two years 
ago, let alone what we had five years ago. The pressures we face, 
whether that's commercially and operationally, they are real. But it's about moments 
like this. They are also an opportunity. So we have set out to put together these 
engagement series with yourselves. Today, I absolutely understand that we're sharing a 
lot more information with you, so I feel that I'm talking more at you. That's okay, 
because you are asking us for this information. And as we get better at doing these 
sessions, it'll become interactive and I expect that too. But our direction is really 
clear. We are building a modern, sustainable CSSC one that honours our 
heritage. It's also one that embraces the future as we move forward, but doing so with 
confidence. Thank you so much for your commitment. 

Okay, folks, thank you so much for joining. I just want to say we didn't want to be talking 
at you. I know we've sort of done that in this session. It was important because you've 
asked us for information. So when we're having information sessions, you know, we 
need to find a rhythm in terms of how we engage better with you. The pre-submitted 
questions are important because it allows us to go away, particularly where we want to 
be data led with this organisation versus just throwing numbers out, which makes no 
sense whatsoever. So thank you folks for joining. Thank you so much for being with us 
for the last hour. And we look forward to having you on our next session in the next 
month or so. Thank you, folks. Have a good evening. 




