2019 ANNUAL REPORT
A brief recap of the
Credit Union’s Year

BOARD CHAIR MESSAGE
Dear Mazuma Members,
I would like to share with you on behalf of our Board of Directors that Mazuma Credit Union,
YOUR Credit Union, remains strong!
2019 was a successful year for Mazuma! Deonne Christensen our CEO, the Executive
Leadership Team, and all Mazuma staff are doing excellent work in making Mazuma a great
financial institution and a great community partner. Constant work is being done with you in
mind to provide cutting edge services to you, our Members, while keeping Mazuma safe and
strong. The Board of Directors has been active in guiding the strategic direction of Mazuma
and advocating for credit unions nationally.
This year 2020, Mazuma Credit Union has been faced with some challenging times as has
been the case with everyone. We at Mazuma understand that it is difficult and challenging
for many of our Members. I want to take this time to thank Deonne, the Executive
Leadership Team and all Mazumans for working very hard to ensure consistent, valuable and
timely service to you, our Members.
Thank you for being a member of Mazuma! Thank you for allowing me to serve as your
Board Chair, it is an absolute pleasure! Please stay safe, you are valuable to us and we will
get through these difficult times together.
Russ Petry
Board Chair
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CEO MESSAGE
Dear Valued Mazuma Members,

priority is and always will be to serve you
and your families during good times, as

I would like to start off by saying

well as challenging ones, and we can’t say

thank you for a great year! 2019 was

thank you enough for joining with us to

meaningful in so many ways however

make Kansas City a Better Place to Live,

before we dive into the specifics, it

Work, and Bank.

is important to take a moment and
reflect on the fact that as a Member
of our Credit Union, you are not only
strengthening your own financial
foundation but are allowing us to make

2019 STRATEGIC PRIORITIES
Mazuma Experience
The experiences that we create for our

a significant difference in the lives of

Team, Members and Communities are

others. You are a part of something

at the forefront of all that we do and

big and we are honored to be in this

although our progress is measured in

together!

a multitude of ways throughout this
report, I would love to celebrate a few

DEONNE CHRISTENSEN
PRESIDENT/CEO

Credit Unions were formed as not-for-

things here! In 2019, your Mazuma

is offered by other Financial Institutions

solid set of audits and exams, the launch

Although 2020 is unfolding to be one

profit financial cooperatives to fulfill a

Team expanded to more than 200 Team

of additional digital offerings for our

very important social purpose and need

further emphasizes the Credit Union

Members to better serve and support

and operate under a “People Helping

you through all our various delivery

People” philosophy. As you may know,

Financial Performance

Members, and more enhancements

of the most challenging times that our

difference. Our financial strength will

channels. Your Credit Union Family

Our Financial Performance is a key

there is a very important and distinct

has also grown to more than 70,000

indicator as to whether or not we are

difference between a credit union

Members across our local Kansas City

best fulfilling our purpose of People

and a bank. Although we both may

Community! And our Community Give-

Helping People and 2019 was a shining

offer the same products and services,

Back reached new heights including

example of that as we ended the year

our business model is fundamentally

unprecedented donations from our

with tremendous success, as can be

different. Unlike banks who work hard to

Mazuma Foundation, thousands of

seen in our 2019 Financial Highlights!

profit their shareholders, Credit Unions

volunteer hours worked under our 40

The ways in which we were able to meet

exist solely to serve you, our team and

Hours for Good Program, and dozens of

our Members lending and savings needs

process improvement efforts and

our local communities that we call home.

events hosted in our Community Rooms

was inspiring and the value we were able

operational capabilities are continuously

being done to create the amazing Credit

Deonne Christensen

We are your Credit Union Family whose

and throughout our great city!

to provide to our Members over what

improving paid off with an incredibly

Union that we all get to be a part of.

President/CEO

also allow us to weather any and all
upcoming challenges that our Team,
Members and Community may be faced
with as we navigate through unchartered
times together.

Operational Excellence
Our focus in ensuring that our programs,

made to our systems. We will continue
to place priority on the areas that are
most important to you and thank you
for responding to our surveys asking for

Country, Credit Union and Members
have faced in a long time, if ever, we are
strong and are here to help in whatever
ways we can!

your feedback!
In closing, I cannot express enough
gratitude to our Team, our volunteer
Board of Directors, our Members and
our Community Partners for all that is

Warm Regards,

Deonne Christensen
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MAZUMA EXPERIENCE – TEAM
Mazuma truly is a special organization. With our not-for-profit model and focus on
making Kansas City a Better Place to Live, Work, and Bank, the unique personalities,
backgrounds and experiences that each of our Team Members bring to Mazuma can
not be recreated anywhere. Mazuma has an awesome culture, focused on serving
our Members and each other in and we know that we have to keep prioritizing and
nurturing it for it to remain that way. The past several years have been significant for
our Team and culture. To rewind back to 2013, the Mazuma Board and Team cast a
new vision which allowed us to grow into the vibrant culture we have today. A culture
takes years to evolve and we have supported that growth in many ways including our
Culture Crew, Talent and Culture Team, and a Leadership Team and Board of Directors
that truly understand the value of a strong culture and all that goes into it.

MICHELLE WOOD

Mazuma Band

Mazumans making KC better!

From celebrating accomplishments,
providing updates on Mazuma
Strategic Priorities, playing interactive
games like the Mazuma Price is Right
and Family Feud to reviewing our
Financial Performance and Operational
Excellence, Mazuma All Team Meetings
are like no other company’s and help
keep us growing together as a team for
our Members and Community.

The Mazuma Band was officially
established in 2019!!! They’ve been
rockin’ Mazuma All Team Meetings
for awhile and are now bringing fun
and tunes to our Members and the
Community. We love jammin’ with our
Mazuma Band!

Mazumans are passionate about making
Kansas City a better place to live, work,
and bank and roll up their sleeves in
many ways to do just that all year long.
A full list of all of the ways that our
Teams gave back to our Communities
throughout 2019 can be found in the
Annual CSR Report.

CHIEF CULTURE OFFICER

Mazuma Staffing Levels Over Time
220
76.25%

70.05%

72.5%

Mazuma Retention

60.9%

Over the next several years with our Purpose, Core Values, Vision, and Strategic Plan
as our guiding light, we worked hard to transform and improve for our Members,
growing into what we know is possible for Mazuma and truly helping as many Kansas
Citians as possible. We recognized many opportunities to improve our infrastructure
and have focused our attention on changing out almost all of our systems and adding
new resources and technology to meet the ever changing needs of our Members and
Credit Union. Changing the tires of the car while we are driving is extremely difficult
to say the least as we have been growing through one of the most difficult phases of
any financial institution as we get closer to cresting the $1 billion mark in assets. It
has not been easy. In fact, it has been messy and stressful however our culture has
helped us get through some of the hardest of times. In 2016, we approached 40%
turnover but have steadily improved in Team Member Retention in the years since
with 2019 marking the highest level of retention even in the midst of a time of very low
unemployment which puts pressure on companies to stay fully staffed. It is clear from
our activities, events and surveys that Mazumans care deeply about our Members and
each other and the ability to laugh, keep a positive and fun attitude and work together
as a Team have been our saving grace. With all of this said, 2019 was a great year for
our Team and we thank you for the care, support and understanding you provided
along the way!

All Team Meetings
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* Data as of 12/31/2019
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MAZUMA EXPERIENCE – MEMBERS
Our top priority is to deliver the most meaningful experiences
as we can to our Members and to ensure that the service is
exceptional through all of our delivery channels including our
Branches, Phone, Mobile, Website, and ATM network.
We also strive to continuously explore ways to offer more
value, convenience and appreciation to our Members and the
families that we get to serve. 2019 gave us the opportunity to
serve, grow, engage with and celebrate our Members in the
following ways and with the following results:

Mazuma Experience
One of the ways that we gain feedback, measure how we
are doing and align our focus and resources in the areas of
most importance to you, is through our Member Experience
Surveys. In 2019, we ended the year with a MXP Score of
4.71 with 3124 total surveys completed. While this is under
our goal of 4.75, we are celebrating the Year over Year
improvements as can be seen below.
Year

# of surveys

Total
Individual

Total
Experience

2017

2,471

4.48

4.54

2018

2,387

4.73

4.69

2019

3,124

4.77

4.71

It is also important to note that our total individual Team
Member score landed at 4.77 which shows not only the focus
on Member Experience with our Teams and their positive

interactions, but that we are working hard on the right things
behind the scenes in taking deeper dives into our processes,
delivery channels and ways to decrease member wait times
and effort in 2020. Thank you so much for all of the feedback
and know that it has helped to direct the efforts we are
making to become the best that we can for you!

Membership Growth
We are celebrating the growth and expansion of our Member
Family to over 70,000 in 2019 and look forward to learning
more about how we can be here for you and the rest of our
Members as we go!
80000

As a Mazuma Family we strive to serve others whether it’s building and
strengthening our community or partnering with Members to meet their
financial goals. Thanks to all our Members who have provided us feedback
in 2019. We appreciate your input and are implementing exciting changes

70000

60000

to better serve you and the Kansas City Community. We look forward to
2016

2017

2018

2019

another year of growing and delivering positive Member Experiences.
SERRI HELM CHIEF MEMBER OFFICER
Member Engagement

Member Value

We greatly increased engagement with our Members in 2019
through a multitude of efforts including our new quarterly
Member Newsletters, new monthly Member Appreciation
Events at all of our Branch locations, our Operation Snowball
Give-Back Event, and by our support of our Members who
were impacted by the Government Shutdown in 2019.

We were able to continue to provide top of market deposit
rates and extremely competitive loan rates throughout the
year in addition to maintaining a lower fee structure than
our competitors and are committed to continuing to explore
additional products and services that can also further enhance
your experience with Mazuma.
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Mazuma hosted the first multi-regional Center for Advanced
Professional Studies (CAPS) event at our HQ. This event
allowed nearly 70 students from seven different KC CAPS
programs the opportunity to come together to collaborate
and tackle real world challenges that consumers and financial
institutions are facing. It proved to be such a valuable event
that we are looking forward to hosting it again!

MAZUMA EXPERIENCE – COMMUNITY
This year was monumental as it pertained to the efforts and
impact that Mazuma had in all of these areas and throughout
our Communities as we worked to do good through our
Corporate Social Responsibility program.

CSR Monetary Give-Back - Mazuma Foundation
The Mazuma Foundation Account exceeded $1M for the first
time in history and allowed us to grant $90k (highest dollar
amount since the inception of the Foundation) to more local
501(c)(3) organizations than in any previous year.
Year

# of Grants

Amount Given

2016

8

$25,000

2017

9

$45,000

2018

6

$30,000

2019

10

$90,000

Multiple Mazumans and Leaders attended the Bowl for Kids
Sake, Rooftop Crawl, Match Holiday Party, and other events
associated with this wonderful organization.

40 Hours for Good Volunteer Program
We think it’simportant to do more than just write a check, and
that’s why we get hands on. Through our 40 Hours For Good
initiative, we give our Team Members 40 paid hours each year
to give back to local organizations of their choice.
Total Hours Volunteered

6000
5000

4,254

4000

5,485

3,972

91
EVENTS HOSTED
These events took place in our community room at no cost to
the organizers or attendees

3000
2000

We know how much the arts add to the richness and vibrancy
of our communities which is why Mazuma has been a
supporter of ArtsKC and all that they do for Kansas City. That’s
also why we were so honored to have been chosen to receive
the ArtsKC Business Partnership Award this past February!

1000
0

2017

2018

2019

This is just a sampling of the fantastic groups we partner with and look forward to highlighting more as we go!
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FINANCIAL HIGHLIGHTS

FINANCIAL REPORT
Mazuma had another incredible year in 2019, thanks to our Members and Team Members. In 2019, Mazuma exceeded 70,000
Members and approached $700 Million in assets which are two significant milestones to celebrate. While growth was on par with
our peers in 2019, our loan production was incredibly strong and allowed for Mazuma to run at the highest level of efficiency in
the last decade. The success we have enjoyed in lending has also allowed us to more than double the give back to our members
over the last two years, with $6.7 million paid in dividends and interest in 2019.
As Mazuma enters 2020, we continue to see economic uncertainty in international markets and now within the United States.
While this will indeed have a significant impact to our economy, we are very well positioned with capital that exceeds 10% of
assets and continues to grow. As the growing market uncertainty begins to take effect, we anticipate interest rates falling in 2020
but Mazuma will continue to be near the top of the market for many of our deposit products. We look forward to serving our
members in the year to come and expect 2020 to be another strong year for Mazuma Credit Union and our Members!

Balance Sheet as of December 31, 2019 (highlighted areas)

2016

2017

2018

2019

Loans to Members

Assets

$399,861,348

$471,092,240

$484,851,974

$530,732,620

Investments

$108,133,595

$84,954,899

$104,113,177

$96,987,696

Fixed Assets

$27,146,308

$27,203,123

$27,813,066

$28,185,248

Other Assets

$47,615,260

$43,594,955

$44,350,869

$39,837,066

Total Assets

$582,756,511

$626,845,217

$661,129,086

$695,742,630

2016

2017

2018

2019

Liabilities

Liabilities and Equity

$52,563,203

$59,057,770

$68,782,063

$66,881,892
$557,086,106

Deposits

$478,790,096

$511,647,971

$528,222,471

Equity

$51,403,212

$56,139,476

$64,124,552

$71,774,632

Total Liabilities and Equity

$582,756,511

$626,845,217

$661,129,086

$695,742,630

63,038

62,209

64,650

70,168

2016

2017

2018

2019

$19,396,079

$21,978,097

$25,793,050

$28,054,798

$1,486,302

$1,684,065

$1,847,204

$2,734,276

Other Income

$17,879,591

$17,180,341

$18,861,856

$15,489,320

Total Income

$38,761,972

$40,842,503

$46,502,110

$46,278,394

2016

2017

2018

2019
$32,131,349

Members

700

Income Statement Year Ended December 31st, 2019

600

Income

500

Loan Income
Investment Income

400
300
200

Expenses

100

Operating Cost

0
2015

2016

2017

Assets

2019

2018

Loans

Deposits

$31,882,648

$33,053,084

$33,286,297

Dividends and Interest

$2,531,376

$3,281,670

$5,040,774

$6,701,564

Total Operating Cost

$34,414,024

$36,334,754

$38,327,071

$38,832,913

Net Income

$4,347,948

$4,507,749

$8,175,039

$7,445,481

*2019 are unaudited due to the earlier nature of the Annual Meeting
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OPERATIONAL EXCELLENCE

WHAT’S TO COME

In addition to completing the final remodel of all of our
Branches, continuing to place heightened priority on making
improvements to our Phone Banking System and dedicating
Teams to further streamline processes to make it easier for
you to bank with Mazuma, we also made wonderful strides
in enhancing our digital banking platforms. 2019 marked
the launch of our new website and better Online Banking
Experience and the introduction of additional mobile features
including Card Controls which allows our Members the ability
to manage their debit and credit cards through our Mobile app
if lost, stolen or needing to be replaced! We also continued to
invest a lot of time and energy ensuring that all of our systems
were as safe and secure as possible in the midst of an era
filled with Cyber Security challenges and that we have all of
the most current technologies and teams in place to keep us
strong! These efforts culminated in a year marked by strong
audit and exams!

•

Credit Unions were founded on the principle of People Helping People, and our cooperative movement has
shined throughout some of the most challenging times in history. The commitment to Credit Union Members
and the Communities that we are here to serve was highlighted during the Great Depression, amidst the
market crash of 1987, throughout the Great Recession, and through multiple government shutdowns. We exist
to serve our Members in both good times and hard times. Mazuma has stepped forward in the past to assist
Members and are here to do this in as many ways as we can again during this time.

•
•
•
•
•

•

•

Gladstone Branch Grand-Reopening and Member Appreciation Event – Once our branch lobbies
reopen, we are excited to celebrate the completion of our long awaited remodel!
Member Appreciation Events – Keep an eye out for invitations to our Member Appreciation Events
to be held later this year!
New Mazuma Mobile Launched – We are excited to add to events throughout Kansas City with our
Event Truck & Trailer and Mazuma BBQ Team!
Branch 2020 – Due to Member requests, we are happy to announce the opening of our 12th Branch
in Kansas City later this year!
New Financial Education Program – We have expanded our Financial Education Program offerings
to deliver a whole host of topics to our various community groups and business partners!
Small Business Banking Enhancements – Our Small Business Banking Program will be rolling out
additional products and services throughout the year including a separate Mobile Banking app and
other services to serve small and local KC Businesses!
Member Assistance Options – We are here and actively rolling out options to serve our Members
throughout the current Pandemic. Please visit our website for more information or call us to find out
which options may best fit your situation.
Continued Improvements to our Phone Banking Experience and Account Opening Processes!

CONTACT US
Address:
7260 W 135th St.
Overland Park, KS 66223
E-mail/Web:
membersupport@mazuma.org
www.mazuma.org
Phone:
913.574.5000

Check out the digital version!

