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ENHANCING 
THE MEMBER  
EXPERIENCE



Almost everyone in business these days talks 
about the customer experience (for NEFCU 
it is, of course, the “Member Experience”). 
There is even more discussion as to exactly 
what the phrase means. No clear and generally 
accepted definition has emerged. How do we 
know what the experience is or improve it 
without at least a rudimentary definition?

For our purposes, let’s say that the definition 
for “Member Experience” is an interaction 
with NEFCU that leaves the member feeling 
good about that interaction. In my mind that 
includes three steps. 

First, is the ambiance or surroundings in 
which the transaction takes place — are they 
pleasant and inviting?  Second, is the attitude 
of the person representing NEFCU — are they 
calm, reassuring, friendly, and helpful?  And 
third, is the transaction correctly, efficiently, 
and promptly performed?  If the answer to 
those three questions is positive, then the 
Member Experience should also be positive.

In spite of admonitions that it cannot be 
done, NEFCU does try to please all of its 
members all the time. We train for it, we work 
at it, and we believe in it. All of our efforts are 
intended to make every interaction between 
a Member and NEFCU a positive one.

Our facilities are updated regularly to 
make members comfortable at every visit. 
Front-line employees are hired with member 
friendly attitudes and trained in service and 
banking. NEFCU uses the latest technology 
available to make sure that all transactions 
are correctly and efficiently completed 
promptly. NEFCU’s investment in technology 
allows members that only visit online or with 

mobile devices to receive the same positive 
Member Experience. 

NEFCU volunteers and staff are constantly 
looking for ways to improve on the ways 
members are served, so if you have a 
suggestion for improvement to benefit our 
membership, please let me know.

NEFCU is there for you, not only in service, 
but also in providing the loan and deposit 
products to fill your financial needs. NEFCU 
is able to do that while paying the best 
overall rates on your deposits and receiving 
the lowest overall interest rates on loans.  
NEFCU is truly THE Credit Union for 
better banking.
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ENHANCING THE MEMBER EXPERIENCE

George Plevretes
Chairman of the Board of Directors

MESSAGE FROM 
THE CHAIRMAN

All of our efforts  
are intended to make 
every interaction  
between a Member 
and NEFCU  
a positive one.

“
“
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Few would argue that innovations in technology 
have helped make banking easier, more efficient 
and much more convenient. Without a doubt, it 
has revolutionized our industry and has given our 
members endless opportunities to become more 
digitally diverse.

And, as one of the most technologically  
driven credit unions in the country, we’ve also  
discovered an unexpected benefit of technology: 
it helps break down walls. By introducing newer 
forms and uses of technology, we’ve actually 
forged closer relationships with our members. 
Our advances have, literally, enabled us to be 
wherever our members are and to become a 
much greater part of their everyday lives.

The most striking example of our commitment to 
banking technology can be found on the corner 
of Main Street and Maple Avenue in Bay Shore. 
Here is where we opened our latest branch last 
fall; a model for future NEFCU branches. 

Inside this sleek, modern branch where our capable 
colleagues greet members warmly, we feature 
interactive teller machines (ITMs) that utilize video 
technology to help members perform transactions 
with a live teller who is not domiciled in the branch. 
By centralizing our tellers in one single location 
here on Long Island, we can provide more efficient, 
consistent service to members within a smaller 
branch footprint. This smaller-size configuration 
enables us to open more branches, hire more 
local talent and  increase convenience for our 

members. During and after business hours, the 
ITM can also function as an ATM for members who 
prefer self-service. We expect to cut the ribbon on 
three new branches this year, and double our total 
number of branches within the next five years. Of 
course, the hallmark of this model remains the 
ability of our team of onsite professionals to assist 
members with inquiries and account openings.

Our commitment to member convenience also 
drove us to vastly upgrade our personalized service 
offerings. This year, more mortgage loan officers 
will be available at our branches to meet with  
members. Investment advisors will move from 
branch to branch to meet with those interested in 
making their money work even harder. Additionally, 
we’ll be holding regular investment, mortgage and 
financial seminars throughout the year. In fact, 
some of these seminars will even be available 
via Facebook Live and YouTube for those who are 
unable to make it into a branch.

We’ve long known that offering an unmatched 
member experience is paramount to our success. 
We’re also aware that the member experience often 
occurs far from our branches and, at times, well 
past office hours. That’s why we continue to launch 
the most user-friendly banking technology for our 
members. This year looks extremely promising, 
especially in light of the successes we achieved 
last year. In 2016, we introduced digital wallet 
technology including Apple Pay, Android Pay and 
Samsung Pay, and thousands of members now avail 
themselves of these services. We also added  
Person-to-Person payment functionality “PopMoney” 
within our mobile application, allowing members to 
easily exchange payments with virtually anyone.

In 2017, we will continue to unveil products and 
services that not only connect us more fully to our 
members, but provide an enhanced level of  
protection to make banking more secure. New  
technologies, such as real-time debit transaction 
alerts and card controls, will allow members to see 
when and where their card is being used and to 

“turn off” their card immediately should they suspect 
fraud. Card controls will also allow members to set 
rules as to where their card can be used and for what 
types of purchases. These enhancements represent 
an extension of our 2016 initiative to provide members 
with the most secure card technology available by 
issuing new EMV chip-enabled cards.

As we continue to provide new and exciting ways 
for members to bank, we never lose sight of the 
fact that we must always be a deeply concerned 
and committed member of the community. That’s 
why we’ve created so many programs to benefit the 
towns and people of Long Island. 

Encouraging and empowering our youth will always 
be an essential part of our community efforts.  
Over the past few years we have invested more 
than $1 million in scholarships for local students, 
and we continue to sponsor worthwhile programs 
such as FutureCorps, which highlights and rewards 
Long Island youth for their commitment to  
community service.

We’ve also dug deeper into our communities this 
year with volunteer initiatives like our Beautify 
Long Island campaign where employees helped 
clean up, plant and build raingardens at local 
community centers. Through our support of 
over 30 organizations, such as Special Olympics, 
Make-A-Wish Foundation, Nassau Pops Symphony 
Orchestra, and Huntington Arts Council, we are able 
to make a more meaningful connection with those 
we serve.

We are very excited about the future of our  
organization and we look forward to sharing the 
journey hand-in-hand with our 171,000 – and  
growing – members. 

Edward P. Paternostro  
President and Chief Executive Officer

ENHANCING SERVICE THROUGH TECHNOLOGY

MESSAGE FROM 
THE PRESIDENT

Interactive teller machines (ITMs) featured in our  
Bay Shore branch utilize video technology to help 
members perform transactions.
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TREASURER’S
REPORT

A summary of the financial statements audited by our 
independent auditors, CliftonLarsonAllen LLP, begins 
on the bottom of this page and reflects our financial 
position with total  assets at year end of $2.59 billion.

Rules and regulations for the operation of our Credit 
Union are prescribed by the National Credit Union 
Administration (NCUA), which is part of the Executive 
Branch of the Federal Government. The National  
Credit Union Share Insurance Fund (NCUSIF), 
established by Congress, insures our Share deposits. 
This fund is managed under the direction of the  
NCUA Board. 

Our Credit Union’s soundness and competitive 
rates encouraged deposits to grow to $2.31 billion.             

By December of 2016, our membership reached 171,186 
with NEFCU members receiving more than $17 million 
in dividends.

Loans and investments are the Credit Union’s primary 
source of earnings; last year’s total gross loans  
increased to $2.05 billion with delinquencies at .75% 
of total loans. During this period of low interest rates, 
NEFCU pursued a policy of careful rate management 
and capital increased to $246 million. 

It has been a pleasure working with the Investment 
Committee, Management, and my fellow Directors.

George Zweier 
Board Treasurer 

FINANCIAL HIGHLIGHTS (dollars in the thousands)

As of December 31,     2016  2015   2014   
Assets    $2,587,206      $2,378,632    $2,226,547

Deposits    $2,305,231     $2,121,371    $1,990,176 

Gross Loans    $2,046,057      $1,852,648    $1,637,682 

Capital    $246,400     $227,033    $210,489

Dividends    $17,343     $16,610    $16,122 

Members    171,186     161,481    158,210

Loans to Deposits  88.76%  87.33%  82.29%

Net Worth to Assets  9.95%  9.88%  9.66%
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SUPERVISORY
COMMITTEE

REPORT

4

The Supervisory Committee is a volunteer group of  
NEFCU members appointed by the Board of Directors.  
We are responsible for ensuring the soundness of the 
Credit Union’s operations and the compliance of Credit 
Union policies with state and federal regulations.  
We oversee the Credit Union’s internal audit function. 
In addition, the Committee has regular contact with 
membership to ensure that member requests have been 
properly addressed.
 
The Supervisory Committee engaged CliftonLarsonAllen 
LLP, to perform an independent audit of NEFCU’s 2016  
financial statements. The 2016 audited financial statements 
of the Credit Union are available upon request. The audit 
was conducted in accordance with auditing standards 
generally accepted in the United States of America, and 
the results of the audit determined that NEFCU’s 2016 
financial statements were fairly presented, in all material 
respects, in conformity with accounting principles  
generally accepted in the United States of America.

 

At this time, the Supervisory Committee can report that 
NEFCU has effective internal controls and continues to 
follow established policies and procedures in compliance 
with state and federal regulations.

Harry Peltz 
Chair of the Supervisory 
Committee



NEFCU Annual Report 20165

STATEMENTS OF FINANCIAL 
CONDITION (dollars in thousands) 

2016 2015

ASSETS
Cash and Cash equivalents  $            174,198  $            83,342 

Available for sale Securities  304,918  383,005 

Other Investments  2,170  2,114 

Loans Held for Sale  1,929  330 

Net Loans to Members  2,034,176  1,841,123

Accrued Interest Receivable  6,744  6,772 

Deposit in National Credit Union Share Insurance Fund  21,837  20,366 

Property and Equipment, net  23,980  24,963 

Prepaid expenses and other assets  17,254  16,617 

Total Assets  $       2,587,206  $       2,378,632 

LIABILITIES AND MEMBERS' EQUITY LIABILITIES
Members' Share Accounts  $       2,305,231  $            2,121,371 

Accrued expenses and other liabilities  35,575 30,228 

Total Liabilities  $      2,340,806  $          2,151,599 

MEMBERS' EQUITY
Retained earnings, substantially restricted  $          257,495  $           235,022 

Accumulated other comprehensive income

Net unrealized holding gain on available for sale securities  (2,818)  (1,451)

Defined benefit pension liability  (8,277)  (6,538)

Total accumulated other comprehensive income  (11,095)  (7,989)

Total Members' Equity  246,400  227,033 

Total liabilites and Members' Equity  $       2,587,206  $        2,378,632 

As of December 31,
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*Assessments for the National Credit Union Share Insurance Fund recapitalization and the Corporate Credit Union Stabilization Fund.

STATEMENTS OF INCOME
(dollars in thousands) 

2016 2015

INTEREST INCOME
Interest and fees on loans  $            73,522  $             66,803 

Interest on investments 7,172  $8,537 

Total Interest income              80,694              75,340 

INTEREST EXPENSE
Interest expense on share accounts               17,343               16,610 

Interest expense on borrowings  10  13 

Total Interest expense                17,353                16,623 

Net Interest Income               63,341                 58,717 

PROVISION FOR LOAN LOSSES                 6,217                 6,065 

Net interest income after provision for loan losses                57,124  52,652 

NON-INTEREST INCOME  18,596  17,646 

 75,720  70,298 

NON-INTEREST EXPENSES
Compensation  18,695  17,400 

Employee benefits  6,126  5,938 

Office occupancy  4,949  4,910 

Office operations  4,306  4,227 

Plastic card 5,642  5,148 

Member service  7,975  7,198 

Marketing and membership development  3,845  3,938 

General and administrative  1,709  1,513 

53,247  50,272 

NET INCOME  $            22,473  $             20,026 

As of December 31,



BOARD OF DIRECTORS 
George P. Plevretes, JD, MBA, Chairman of the Board

Dr. George J. Papaioannou, First Vice Chair

Dr. Esmeralda O. Lyn, Second Vice Chair

Dr. William J. Russo, Secretary

George Zweier, Treasurer

Madeleine Sewell, Assistant Treasurer

Catherine T. Banigo, Director

Louis Fiore, Director

William F. Youngfert, Director

Matthew McDonough, Associate Member

Francis A. De Mita, Chairman Emeritus

BRANCHES  
Bay Shore - 2 East Main Street - 24-Hour ATM

Commack - 6514 Jericho Turnpike - 24-Hour ATM

Franklin Square - 648 Hempstead Turnpike - 24-Hour ATM

Greenvale - 90 Northern Boulevard - 24-Hour ATM

Huntington Station - 721 East Jericho Turnpike - 24-Hour ATM 

Massapequa - 5455 Merrick Road - 24-Hour ATM

New Hyde Park - 1636 Marcus Avenue - 24-Hour ATM     

Plainview - 525 Old Country Road - 24-Hour ATM

Rockville Centre - 556 Merrick Road - 24-Hour ATM

Syosset - 103 Jackson Avenue - 24-Hour ATM

Valley Stream - 264 East Merrick Road - 24-Hour ATM

Wantagh - 1157 Wantagh Avenue - 24-Hour ATM

Westbury - 1000 Corporate Drive - 24-Hour ATM

SUPERVISORY COMMITTEE
Harry Peltz, Chairperson

Suzanne Boehmcke, Vice-Chair

Eileen Aliani, Secretary

Arthur Cole, Member

Victor Patino, Member

Michael Ippolito, Associate Member

Claude Joseph, Associate Member

Kamille Wolff Dean, Associate Member

MANAGEMENT 
Edward P. Paternostro, President & CEO

John De Ieso, Executive VP, Chief Operating Officer

Eileen Nolan, Executive VP, Chief Marketing & Sales Officer

Michele Dean, Senior VP, Chief Lending Officer

Kristin DeJesus, Senior VP, Chief Human Resources Officer

JoJo Seva, Senior VP, Chief Information Officer

Michael Shonborn, Senior VP, Chief Financial Officer

Susan Becker, Senior VP, Internal Audit

Laureen Straub, Senior VP, Sales Management

Fadia Al-Najjar, Senior VP, Operations

Eric Oterson, Senior VP, Channel Development

Robin Block, Senior VP, Organization Process Management

Patricia Arena, VP, Consumer Sales

Valerie Garguilo, VP, Marketing & Community Relations

Charles Giuliano, VP, Business Lending

Chuck Price, VP, Lending

Taijram Rampersaud, VP, Operations

Michael Goins, AVP, Core Technologies

Teresa O’Donoghue, AVP, Servicing & Compliance, NCCO

William Phillips, AVP, Organizational Development

Raymond Schwetz, AVP, Business Services

Jaime Herrera, AVP, Controller

Sylwester Godlewski, AVP, Human Resources
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