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Hello, Boss!

Looking back on 2021, the word 
that comes to mind is resiliency.  
Together, the members and the 
staff of Great Basin Federal Credit 
Union showed enormous grit and 
we are starting to see some signs of 
“normalcy” again.

What does normal at Great Basin 
Federal Credit Union look like?  It 
looks like welcoming local branches 
with passionate employees who 
take your financial situation very 
personally. It looks…simple. A simple 
loan application process where you 
can apply and receive your funds 
completely online.  Simple ways to 
communicate with us through online 
chat, texting, or a personal phone 
call, answered by local staff who 
knows you.  Simple options to do 
your banking with remote deposits, 

live drive-up video tellers, or in-
branch locations where empowered 
staff are ready to assist you.

In 2021, we continued to support 
the community we love so much 
by donating to:

We also added new ways to serve 
YOU by offering free credit and 
identity monitoring with Identity-
IQ. We installed NEW live drive-up 
tellers at the Northwest Branch so 
you can enjoy the same personal 
banking experience you’re used to 
in our branches from the comfort of 
your vehicle.

From our monthly educational 
webinars to remodeling our 
branches, we continuously strive 
to provide you with the very best 
products, services, and experiences, 
because that’s what you deserve. 

We love our members and we see a 
very bright future ahead.  Our vision 
to expand our branches into new 
areas in Washoe County and beyond 
will be a reality that we look forward 
to sharing with you this time next 
year.  Thank you for your continued 
regular feedback - we are listening. 

Remember you can reach me 
anytime at 

justaskjennifer@greatbasin.org.

Jennifer Denoo 
President/CEO

A Message from the President: 

We were proud to be named 

Advocate Credit Union of the 

Year by the California and 

Nevada Credit Union Leagues



A Message from the Board Chairman: 
 

|  Hello Members  |

The financial statements included in this report speak for themselves. We experienced 
another year of successful growth in all key areas: deposits, assets, loans, and 
membership. Additionally, Great Basin Federal Credit Union continues to be well-
capitalized. The management and team continue to respond pragmatically and 
positively to the many challenges experienced over the past two years. Everyone is 
hopeful that the return to a more normal life continues.

Another important factor in the success of Great Basin are the volunteers that serve 
on the Board and Supervisory Committee. The direction and oversight provided by 
these dedicated individuals is important for the continued success of your credit 
union. I want to thank them for their support.

You know us and trust us for savings, checking, and loans, but are you aware of the 
various other value-added services provided by Great Basin?  For example:

 • On-site Financial Consultant

 • Identity Theft Protection & Credit Monitoring (IDIQ)

 • Free Credit Score (updated daily in your mobile app and online banking)

 • Money Management (online budgeting, goal setting, and account aggregation)

 • Insurance (auto, home, life, AD&D, payment protection)

 • Card Controls (for your Visa credit and debit card)

 • Co-Op Shared Branching & ATM Network (over 5,000 shared branches and 
   25,000 fee-free ATMs nationwide)

 • Convenience Services such as drive-up Video Tellers, Mobile Banking, 
  Remote Check Deposit, Live Chat

 • Free Financial Coaching

 • Free Financial Education (seminars, webinars, GBFCUniversity free video courses, 
  credit score simulation tools) 

 • Fraud detection and dedicated 
  fraud department (Please note 
  the additional information in this 
  report regarding fraud.

This is just a portion of the perks Great Basin provides 

to our valued members. Check out our website or talk 

with a team member for the full scope of member 

benefits and to take advantage of these additional 

services.

Thank you all for your continued support of your 

member-owned credit union.

Jan Gilbert,

Board Chair

SOUTH RENO 
9770 S. Virginia St. 

Reno, NV 89511

NORTHWEST RENO
9600 S. McCarran Blvd. 

Reno, NV 89523

SPARKS CROSSING 
295 Los Altos Pkwy., Suite 

105 Sparks, NV 89436
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Member Owned. MEMBER L   VED.
 

We have been proudly serving Washoe County since January 11, 1951. What began as a 50-member credit union for 
Reno-Bell Phone Company employees has grown to the largest Washoe County-Based credit union serving over 
21,000 members. We live here, work here, and play here just like you. 

|  Our Core Values  |

n Culture: We nurture creativity, personal growth, and 
belonging.

n Empowerment: We empower people to take control 
of their lives.

n Relationships: We value our relationships and 
cultivate them in order to achieve common goals and 
mutual loyalty.

n Education: We are committed to enriching the lives 
of others through education. 

n Community: We actively support our community 
through leadership, participation, and financial 
commitment. 

n Knowledge: We know our members and community 
so well, we anticipate their needs and deliver 
incredible value when, where, and how they want it.

|  We Promise To:  |

n Act with integrity and professionalism.

n Be knowledgeable, accurate, and efficient.

n Take ownership. Find a solution. Follow through.

n Do more than expected. Impress someone.

n Show appreciation.

n Step in someone else’s shoes. Be aware of their 
feelings and understand their perspective.

James and Susan H.

Rolene and Michael L.

David R.

Janet B.

Debra D. and Lynn S.

Gary and Patricia F.

Colleen and Lloyd P.

J and Elizabeth R.

Diana H.

Thank you and congratulations 
to our members celebrating 
50 years with Great Basin!

|  Our Mission  |

To provide an honest, fair, and personal banking 
experience

|  Our Vision  |

To be member-loved.



Fraud Prevention Report

Fraud Reports by Month

In 2021, the credit union enhanced its fraud-prevention efforts. As a Fraud Prevention Analyst, Jill has led our staff 
and member education efforts. In addition, Jill also mitigates losses for both members and the credit union. Great 
Basin, as well as our members are thankful for the work Jill has done over the past few years, and members are glad 
they have a friendly point of contact to walk them through and questions or concerns they may have. 

Thank you, Jill! 

We saw consistent reports of fraud throughout the year last year with a spike in December. This spike can likely be 
attributed to the holiday season and scammers taking advantage of increases in online shopping and charitable 
giving.

By reporting fraud and being diligent, with your help, we’ve prevented 

more than $2,683,932 in potential losses!

Here are some ways you can prevent scams and fraud:

• Visit GreatBasin.org/Fraud for common types of fraud and scams and how to avoid them.

• Never share your sensitive information (like account or social security numbers) with anyone. 
• Never click on unknown links in texts or emails.
• Utilize Card Management in online and mobile banking.
• Come to our FREE SHRED DAYS. Shred your documents so they don’t fall into the wrong hands.
• Monitor your credit score and report for FREE in online and mobile banking. If you see something odd, report it!
• Sign up for identity monitoring with Identity IQ.

If you have any questions or concerns, please feel free to reach out to Jill or myself, we’d be happy to help. 

 

All the best,
Jay Mendoza
Internal Audit/Risk Manager

Most common 
fraud type of 2021: 
social engineering

Use Jill’s Photo and add: 
Jill Teachout
Fraud Analyst



2021 Financials
STATEMENT OF FINANCIAL CONDITION 2020 2021  
ASSETS
Cash on Hand & on Deposit $ 4,460,541 $ 4,416,597  
Personal Loans $ 142,222,336 $ 157,109,174  
Business Loans $ 9,872,029 $ 12,170,962  
Allowance for Loan Losses $ (1,199,423) $ (1,417,664)  
Investments $ 69,468,192 $ 87,702,774  
Fixed Assets $ 3,473,420 $ 3,661,520  
Other Assets $ 8,703,202 $ 11,369,689  
Total Assets $ 237,000,297 $ 275,013,052  

 
LIABILITIES  
Other Liabilities $ 2,168,561 $ 2,732,908  
Notes Payable $ 0 $ 0  
Total Liabilities $ 2,168,561 $ 2,732,908  

 
EQUITY  
Shares held by Members $ 213,335,270 $ 249,462,578  
Regular Reserve $ 1,730,725 $ 1,730,725  
Undivided Earnings $ 19,687,283 $ 21,159,769  
Unrealized Gains (Losses) $ 78,458 $ (72,930)   
Total Equity $ 234,831,736 $ 272,280,143    

 
TOTAL LIABILITIES &  
EQUITY $ 237,000,297 $ 275,013,052  

 

 

1

STATEMENT OF EARNINGS 2020 2021
INCOME
Loan Interest Income $6 ,378,646 $6 ,655,168 
Income from Investments$ 454,998 $ 251,906 
Other Income $1 ,888,991 $2 ,345,965 
Total Income $8 ,722,635 $9 ,253,040 

EXPENSE
Operating Expense$ 6,921,580 $7 ,168,113 
Provision for Loan Losses$ 688,621 $ 476,230 
Interest/Borrowed Money $0  $ 0 
(Inc.)/Exp. Sale FixedA ssets$ 0 $0
Non Operating Expense / (Income) $( 137,084) $( 77,831)
Gain/Loss Sale of Investments$ 0 $0
Gain From Bargain Purchase$ 0 $0
Total Expense$ 7,473,117 $7 ,566,512 

NET INCOME $1 ,249,518 $1 ,686,528 

DISTRIBUTION OF NET INCOME
Dividends to Members$ 253,760 $ 214,042 
To Reserve & Undivided Earnings $ 995,758 $1 ,472,486 



Message from the Chief Experience Officer

In the world of member feedback and satisfaction, survey responses indicated that every 
team consistently provided exceptional experiences all year long.

Our branch satisfaction scores reached record highs near the end of 2021 and our other channels outperformed peer 
groups quarter over quarter. Managers followed up with members on 127 surveys, closing the communication loop, 
and ensuring members feel heard and their issues are resolved. Any score of 6 or less triggers a follow-up alert; we 
also respond to any member if their comments indicate we can clarify, fix, or improve something, even if they gave 
positive scores! 

The Leadership Team reads every single survey response. We utilize your feedback to identify barriers and opportunities. 
Your feedback can lead to fixed processes, revised policies, investments in new technologies or solutions, coaching 
and appreciation for employees, or even tells us if we need to just keep doing what we’re doing – your feedback leads 
to remarkable member experiences.

Your satisfaction is a moving target, and we are dedicated to always improving. But we could not do that without YOU!  
Week after week, we are so in awe of our members’ engagement, thoughtful feedback, constructive suggestions, and 
kind words shared about the employees helping them. Happy members equate to happy employees. And vise versa. 
We are all winning, and I’m just so grateful for this community - this FAMILY - we share here at Great Basin Federal 
Credit Union. Thank you all for taking your membership seriously and participating in this wonderful cooperative 
we’ve got going here. 

Most sincerely,

Elisabeth Hadler,  
Chief Experience Officer



We Appreciate Your Feedback 

| Overall Satisfaction (OSAT) Summary |

Last Year: Overall Satisfaction

| Transactional OSAT |

Last Year

0 10

Same Period  
Year Ago: 
9.38

9.36
Branch OSAT

9.61
New Member 

OSAT

9.52

Digital OSAT

9.20
New Product 
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9.45

Contact Center 
OSAT

8.99
Thank you for 
your feedback!

Your feedback is not only a gift, but what we use to gauge what products and services we 
offer, how we offer them, and how we’re measuring up to you - our members.  

In 2021, we received a record-number 2,034 Satisfaction Survey responses!

2,034
Responses Received

2021



Feedback from New Product Survey:

Feedback from a New Account Survey:

Feedback from a Digital Survey:

Feedback from a Call Center Survey:

Feedback from a Branch Survey:

After my horrific experience with a big bank company that I was with for ten years. Even with my bad credit, and 
what had happened with the bank. So far, I was able to open an account for my three kids, myself. My husband 
opened an account. I have a credit card with you. In a few months my husband’s hoping to also get a credit card. 
In six months were hoping to refinance our vehicle through Great Basin. Hopefully someday our home. I am so 
thankful that I was able to get this loan. It’s going to change our lives. It would not have happened if it weren’t for 
Great Basin. 

I love the online application and document submit process. Making this no-touch enables me to do this on my 
schedule, from home, and quickly. All that was done without losing the human interaction as my loan processor 
and the loan department reached out promptly to me during a promotion, which was surely busy for them.

It gets better and better! I really like the Credit information! Bill Pay has been made so easy to navigate...

We called to report that our account was possibly hacked and y’all immediately locked our account. We could 
not thank y’all enough for your quick action to prevent what could have been a financial disaster. Thank you. Y’all 
opened a new account for us in a flawless manner. Again, thank you very much for your quick action.

I may not know everyone’s name, but everyone knows mine. That feeling of being welcomed is just lovely. 
THANK-YOU everyone for your kindness, professionalism and smiles, there is no better place to bank.

Want to share your Great Basin 
experience? Review us on



Looking Back on 2021

Every quarter, we are proud to donate to deserving 
organizations that are working hard to make a difference in 
the community. These funds come from our employees who 
donate a portion of their paychecks, not because they have to, 
but because they want to.EMPL   YEES GIVE BACK

|  Employee Participation  |

Q1
2021

Q2
2021

Q3
2021

Q4
2021

54% 51% 50%

Thanks to our employees, we’ve been able to make an impact in our community with donations to organizations like:

Northern Nevada Hopes

The Journey Within

Give Hope Foundation

Ronald McDonald House

Reno Jaycees

Youth Empowerment Services

Safe Embrace

Nevada Humane Society

Veterans Guest House

Eddy House

Thank you, Gera!

48%

None of this would be possible without the coordination and 
efforts of our Northwest Branch Manager and Employees 
Give Back Program Director, Gerardina Rodriguez. We 
cannot wait to see how the Program grows over the next 
year and beyond. 

“As director of the Employees Give Back Program, I really 
enjoy supporting our partners and advocating to make a 
difference in our community. Here at Great Basin, we all give 
a damn! We are all very passionate about living out our Credit 
Union’s Core Values both in and out of the branch. We are 
here to make a difference in our Washoe County community 
not because we have to, but because we want to. ”



Looking Back on 2021


