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Executive Summary 

 

The Underbanked Financial Services Forum has become a bellwether for 
the industry serving the underbanked. Judging by this year’s Fourth Annual 
Forum, presented by SourceMedia with the Center for Financial Services 
Innovation (CFSI), the industry is strong. Despite challenging times for the 
broader financial services industry, turnout was robust and the audience 
was highly engaged. As the financial services landscape shifts, attention 
continues to focus on improving the quality and quantity of financial 
products and services and expanding opportunities for saving and asset 
acquisition.  
 
The forum is unique in its ability to bring together a full spectrum of 
stakeholders for substantive conversation about opportunities to serve 
underbanked consumers with affordable and appropriate market-driven 
products. Nearly 450 participants took part, representing banks and credit 
unions, nonprofits, investors, technology and service companies, 
researchers, regulators, retailers, and other providers.  
 
Since the establishment of the Underbanked Financial Services Forum in 
2006, the conversation at each successive forum—and in the industry as a 
whole—has become increasingly sophisticated. Scale is a frequent topic, 
and there is more agreement about who the underbanked customer is.   
 
At this year’s forum, discussions focused on the latest research on 
underbanked consumers, innovative collaborations, products and services 
in the underbanked space, and the implications of ongoing changes in the 
financial services industry and the country as a whole. As in past years, 
innovative cross-sector collaborations and a wide range of models, 
products, and strategies to serve the underbanked were represented. 
Perspectives from work with the underbanked outside the United States, in 
both developing and developed countries, also helped shape a discourse 
that increasingly crosses borders. 
 
Key themes that emerged from the three-day event were: 
 

1) The Voice of the Underbanked Consumer 
Those who wish to design, market, and deliver financial products 
and services to tap the potential of the underbanked market must 
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gain a better understanding of underbanked consumers’ 
perspectives.  

2) Innovative Products 
Forum participants are developing an array of products to serve 
consumers better and move them toward prosperity. Areas of 
particular innovation include savings, prepaid cards, and consumer 
credit.  

3) Responsible Financial Products and Regulation Designed 
Around Consumers 
Not everyone in the industry agrees what it means to provide 
consumer credit and other financial services responsibly, or what 
regulatory changes the sector needs. A pragmatic consumer 
perspective must be a factor in any effective regulatory scheme.  

4) Renewed Thinking about Financial Education 
Challenging times have heralded a return to thinking about how to 
deliver appropriate, time-sensitive financial advice, and a more 
sophisticated conversation is evolving around financial education.  

5) Incorporating a Global Perspective 
While the U.S. and international conversations have not yet 
converged, there is a growing awareness that the industry would 
benefit from sharing ideas across borders.  

 
Figure 1: Registered Forum Participants 
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1) The Voice of the Underbanked Consumer 

Those who wish to design, market, and deliver financial products and services to tap the 
potential of the underbanked market must listen to underbanked consumers. The best 
products and services, from both consumer and industry perspectives, are grounded in 
an understanding of the consumer. A number of forum participants are engaging 
underbanked consumers in conversations to inform their innovative strategies.  
 
CFSI premiered its first video at the forum, “CFSI: Innovation in Action.” The 
presentation profiled three consumers telling their own stories as they used prepaid 
cards, small-dollar loan products, check-cashing services, and second-chance bank 
accounts. Innovators showcased in the film included KeyBank, NetSpend, and 
Progress Financial. Many forum participants shared their appreciation for the 
opportunity to hear from underbanked consumers, whose voices are all too often absent 
at industry gatherings.  
 
Keynote speaker Dean Karlan of Innovations for Poverty Action and stickK.com, 
drawing on the lessons of behavioral economics, reminded participants that 
underbanked consumers make decisions that are rational for them, but also—like all 
people—make mistakes. Karlan emphasized that saving and borrowing are not isolated 
decisions, but exist in the context of consumers’ lives. Understanding how non-monetary 
factors—including default settings, commitment incentives, and timing—influence 
consumers’ decisions can be a powerful and pragmatic tool for nudging consumers 
toward decisions that will help them reach prosperity.  
 
D2D Fund used the Zaltman Metaphorical Elicitation Technique (ZMET) to “unpack the 
unconscious” of low-income consumers to learn what even consumers themselves 
cannot put into words. Each 90-minute session with an interview subject results in the 
creation of a summary digital image with the assistance of a computer graphics artist. 
Findings have been applied to improve credit union savings campaigns, which have 
traditionally used imagery that was too literal or irrelevant to attract low-income 
consumers’ attention. The ZMET research indicates that more emotionally provocative 
images may be more effective. Overall, D2D’s work indicates a clear need to review how 
all customer-facing actions—not just savings campaigns, and not just marketing 
materials—are perceived by low- and moderate-income consumers, and to base new 
approaches in knowledge of the consumer.  
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Figure 2: D2D Fund uses the Zaltman Metaphorical Elicitation Technique to understand 
underbanked consumers’ unconscious ideas about saving and borrowing, as 
represented by a digital artist’s rendering. 

 
 
The MIT Media Lab’s Center for Future Banking is rethinking the “human financial 
experience” by analyzing rich observations of real consumers interacting with the 
physical space of bank branches. The center draws on social network analysis, 
architecture, and behavioral economics, among other disciplines. Using cognitive 
architecture, bank branches in the future may be able to self-transform and configure 
themselves to create a smart retail experience based on individual consumers’ social 
networks and financial goals. The center’s ambitious goal is to rebuild the trust that has 
been lost in banking relationships as the community banking sector has dwindled.  
 
Self-Help conducted extensive market research, including on-the-street observations 
and in-depth interviews with check-cashing customers, to inform its upcoming micro-
branch launch strategy. The credit union’s pilot program in California will serve un- and 
underbanked Latino immigrants in a modestly sized outlet with the look and feel of a 
check casher, convenient location, and convenient hours. Micro-branches will provide 
transactional products, such as check cashing, alongside traditional credit union 
products, such as depository share accounts and loans. Self-Help’s research found that 
consumers choose check cashers because of convenience, friendliness, and service—
all of which they rated as more important than price and product offerings. The new 
micro-branches will build on these strengths of check cashers, while incorporating high-
touch credit union services, to both meet consumers’ current needs and offer a pathway 
to increased confidence in the future.  
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New Market Partners, which was a partner in Self-Help’s research, has developed its 
signature “street research” approach to learning about underbanked Latino consumers 
largely because formal data about this market is often limited. In a recent study 
conducted on behalf of five community banks, the organization identified consumer 
subgroups, based on observed behavioral patterns, which form a continuum along which 
individual consumers tend to move throughout their lives. About 50% of the Hispanic 
market is unbanked, and many in this group are recent immigrants. Another 30% can be 
considered underbanked, a category that includes many settled families and small 
business owners. The organization has defined benchmarks to measure banks’ progress 
on financial education, transactional services access, and migration to depository 
accounts. Migrating Latino consumers along the banking continuum is desirable 
because there is a relatively untapped market for credit access, and Hispanic small 
business owners tend to borrow funds to expand already successful enterprises.   

 

2) Innovative Products 

Based on what they know about underbanked consumers, forum participants are 
developing an array of products to serve consumers better and move them toward 
prosperity. Products presented at the forum were clustered largely in three areas of 
innovation (with a great deal of overlap): savings, consumer credit, and prepaid cards.  
 
Saving 
A renewed emphasis on saving, already beginning to be evident last year, was in full 
force at this year’s forum. While this development is partly driven by the macroeconomic 
context, it also indicates the maturation of the underbanked industry and an increasing 
focus on retaining consumers for the long term. Questions remain about whether the 
trend toward saving will last, or whether consumers are simply too nervous to spend in 
uncertain times. Turning the current momentum into real longer-term savings behavior is 
both a challenge and opportunity. 
 
Peter Tufano of D2D Fund and Harvard Business School provided an overview of the 
spectrum of approaches that government, employers, and social networks can use to 
encourage saving, from forcing consumers to save to making saving fun, and everything 
in between. Because every saver is different, no one approach is enough on its own. 
Tufano argued that the importance of short-term saving has been underemphasized 
relative to saving for long- and medium-term goals (e.g., retirement and home 
purchases). Short-term saving for ordinary expenses—life events such as weddings, 
unexpected bills, and “rainy days”—is particularly important for underbanked consumers 
and those who live paycheck to paycheck.  
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Figure 3: D2D Fund and Harvard Business School 
The Spectrum of Savings Interventions1 
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SmartyPig is a free online savings service that aims to reverse the credit card–fueled 
mindset of buying now and paying later. Members of the site set a specific savings 
goal—for a down payment, a television purchase, or a vacation, for example—and make 
automated contributions to an interest-bearing FDIC-insured account until their goal is 
reached. Savers can make their accounts public so that friends and family can contribute 
toward the goal, and an online application is available to link with other social networking 
sites. Partnerships with retailers offer a cash boost for consumers who choose to have 
their completed balance loaded onto retail store gift cards.  

                                                 
1 See P. Tufano and D. Schneider, “Using Financial Innovation to Support Savers: From Coercion to Excitement” in Insufficient 
Funds, ed. R. Blank and M. Barr (Russell Sage, 2009).  
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H&R Block Bank offers several mechanisms for tax customers to save part or all of 
their annual refunds, taking advantage of tax season as a unique time each year when 
many consumers have cash available to save. A savings account can be linked to the 
bank’s Emerald Card prepaid product. An Easy IRA with a low $300 minimum 
investment is available for customers with longer-term saving goals. H&R Block also 
facilitates the free purchase of U.S. Savings Bonds with the proceeds of customers’ tax 
refunds.  
 
Meanwhile, prepaid card providers like Meta Bank and NetSpend offer linked savings 
accounts to their customers. For consumers, these linked accounts extend the 
functionality of prepaid cards to approximate a traditional bank relationship. For card 
providers, they are an important tool for retaining customers.  

FEATURE:  
Industry Announcement at the Forum 

 
MPOWER Ventures announced a new investment in Gratio Capital, an asset 
management company creating investment and asset-building products that 
significantly lower the cost of participation and make investing easy to understand. 
In recognition of the fact that the people who are most vulnerable in the current 
economic crisis are those with the fewest options for saving or investing their 
money, Gratio aims to create innovative asset-building products that are 
economically and conceptually accessible and to deliver them profitably and 
responsibly to underserved consumers. It will introduce its first products this year. 
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Prepaid Cards 
Another product area that is generating significant innovation and significant interest is 
general-purpose reloadable prepaid cards. Conference chair Jennifer Tescher of CFSI 
unofficially declared 2009 the “Year of Prepaid” in recognition of the high level of industry 
interest in prepaid card products evident at the forum. There is growing optimism about 
this product category, and positive momentum is building.  Not only were prepaid cards 
the planned subject of several sessions, but they also permeated the discussion in many 
other workshops.  
 
A new and growing perspective is that a prepaid card account is equivalent to, or is a 
substitute for, a bank account. Indeed, as prepaid cards increasingly incorporate saving 
and borrowing features, they approximate the bundle of services included in a traditional 
banking relationship.  Still, there is no consensus about whether prepaid cards are a 
destination in and of themselves, whether they are merely a stopping point along the 
way to a traditional depository account, or whether they are both, depending on the 
individual consumer.  

FEATURE:  
Industry Announcement at the Forum 

 
Green Dot Corporation, a major prepaid card provider, announced that it would 
reduce its up-front card purchase fees for all customers, and begin waiving its 
monthly maintenance fees for consumers who use their cards regularly. The new 
pricing structure is designed to encourage regular use of the card account, rather 
than penalizing frequent users with transactional fees. Green Dot’s announcement 
came in the wake of several other widely publicized fee reductions by prepaid card 
providers, leading industry analysts to speculate about whether such developments 
indicate increased competition and better prospects for the prepaid card industry as 
a whole. 
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PROFILE:  Prepaid Cards at the CFSI Underbanked Financial Services Forum: Key Players and 
Themes 

Prepaid Themes 

Consumer Perspective 

 
CFSI shared the results of its in-depth interview-based study of prepaid card 
users.  
 
CFSI and the Network Branded Prepaid Card Association shared the 
results of their survey of 400 prepaid card users.  
 

Logistics: Distribution and 
Processing 

 
AccountNow described its customer service-oriented strategy tailored to 
exceed the expectations of prepaid card customers. 
 
H&R Block shared its human resources strategy for distributing its signature 
Emerald card at tax time. 
 
Western Union shared its approach for distributing and reloading prepaid 
cards in stores. 
 
Green Dot described the opportunities and challenges of distributing prepaid 
cards via kiosks in store aisles. The company also discussed finding ways to 
process prepaid card payments economically.  
 

Data and Credit 

 
Meta described how its iAdvance short-term credit product for prepaid card 
customers is driven by data analytics. 
 
Lexis Nexis is beginning to use prepaid data to predict the credit risk of 
consumers with no credit file or thin files.  
 
Mastercard Worldwide is using prepaid card cash flow information to identify 
customers and offer a bridge to credit products.  
 
Ready Financial is seeking expansion capital to offer prepaid cards with 
debit, credit, and savings features driven by data analysis.  
 

Savings 

 
NetSpend’s National Savings Program meets customers’ aspirations of 
saving for a rainy day by linking prepaid debit accounts to interest-bearing 
savings accounts.  
 
Meta offers a savings account linked to prepaid cards as part of a suite of 
products aimed at long-term relationship building.  
 

Direct Deposit 

 
The U.S. Department of Treasury outlined the Direct Express card’s benefits 
for distributing federal benefits. 
 
PreCash shared its strategies, informed by internal research, for encouraging 
customers to utilize its free direct deposit feature. 
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Consumer Credit  
With the ongoing debate about responsible lending and a shifting regulatory 
environment, the question of how to provide appropriate and affordable consumer credit 
products remains a hot topic. As at previous forums, a great deal of innovation is evident 
in this area. Real opportunities remain for lenders to find the right formula to meet 
consumer demand for short-term credit. A new credit topic at this year’s forum was auto 
lending, which deserves more recognition as an opportunity for depository institutions to 
provide a vital financial service for underbanked consumers, who depend on their cars 
for access to employment, housing, and services.  
 
 Short-Term, Small-Dollar Credit 

Depository institutions continue to refine their short-term, small-dollar credit 
products. Prepaid provider Meta’s feedback from its iAdvance users indicates 
that consumers use the product because of its simplicity, convenience, and 
credit-building features. Some banks, such as US Bank, offer similar short-term 
credit products linked to checking accounts for customers who are enrolled in 
direct deposit.  

 
Two lenders are working to offer small-dollar credit at APRs of 36% or less. 
BBVA Bancomer USA participates in the FDIC’s small-dollar credit program. So 
far, the bank has loaned out over a half million dollars, but the program has 
struggled to turn a profit and requires long processing times. The nonprofit 
Mountain Association for Community Economic Development (MACED) 
recently implemented a short-term employer-based credit product in conjunction 
with a local credit union, which includes an automatic savings component and 
mandatory payroll deductions for repayment. MACED is currently working to 
build scale with the program and to achieve profitability.  

 
Auto Lending 
CFSI Fellow Corey Stone outlined the relevance of automobile lending to 
underbanked consumers. Car ownership expenses represent 18% of the 
average U.S. household budget, and nearly 12% of household debt. Reducing 
the cost of loans for consumers through better underwriting, risk reduction, and 
steering toward better-priced direct loans is an important way to build prosperity 
for underbanked consumers.   
 
RateGenius targets consumers who have already entered into unfavorable auto 
loans and offers them the chance to post a request for refinancing on the 
company’s website. From there, lenders can bid to buy the loan and refinance it 
with better terms for the consumer. 
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-- 

PROFILE: Automobile Lending, an Opportunity to Better Serve Underbanked Consumers 

 
Cars are a critical means of access to jobs, services, and housing. Buying a first car is a financial 
milestone, but first-time buyers are the most disadvantaged in financing these purchases. Over 
75% of car loans are obtained at the dealer, where buyers with poor credit or thin credit files are 
likely to receive expensive financing. 
 
Depository institutions have some advantages that could lead to an opportunity to take back 
market share ceded to indirect lenders. Online and mobile banking can serve as new origination 
points for these loans, and institutions can benefit from the ability to use internal information about 
existing customers (e.g., direct deposit and bill payment information) to assess risk. 

 
Advantages of Direct Auto Loans 
For the consumer: 

 Negotiate over car and price, not monthly payment 
 Applying for a loan provides a chance to plan a budget for car ownership in 

advance  
 Rate is likely to be lower than dealer offer (excluding manufacturer incentives) 

For the lender: 
 Lower default rates for direct loans 
 Can use information about existing customers to better assess risk  
 Expands share of wallet, loyalty, relationship profitability 

 
Opportunities to Innovate 

 Use better tools for assessing lender risk 
 Alternative credit data and scores, with bill and rental payment 

history supplementing existing trade lines 
• Examples: PRBC, Desert Schools FCU, Lexis/Nexis, 

eBureau, L2C, FICO (Expansion Score) 
 

 Reduce or transfer default risk from lenders 
 Payroll deduction payments 

• Examples: Eisenhower Bank, Air Force FCU, MILES (Military 
Installment Loan and Education Service) 

 Lenders’ insurance 
• Example: CUNA Mutual Lenders Protection 

 
 Migrate borrowers to direct loans 

 Direct loans offered by banks and credit unions 
 Loan refinancing services 

• Example: RateGenius 
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3) Responsible Financial Products and Regulation Designed Around Consumers 

Responsibility in lending and other financial services was a frequent discussion topic. 
Participants at the forum did not necessarily agree fully on the meaning of the term 
“responsible,” and even less clear were the implications of this discussion for regulatory 
policy. As in the broader public dialogue, participants did not reach consensus about the 
kind of regulatory changes needed to balance consumer protection and innovation.  
 
Jennifer Tescher of CFSI argued that discussion about financial regulation should focus 
not only on safety and soundness, but also on meeting consumer needs. CFSI found in 
a recent study, for instance, that prepaid card users care primarily about safety, 
reliability, and knowing how to resolve any problems that arise with their cards—not 
about regulators and institutional form. A consumer-oriented regulatory framework 
should recognize the critical roles played across the financial services supply chain by 
banks and non-banks, and create a more uniform system of regulations that 
acknowledges financially underserved consumers’ needs. Such a change is needed now 
more than ever as the composition of the industry itself is in flux and mega-banks, 
community banks, credit unions, and non-banks all face their own challenges.  
 
The discussion about regulation and responsibility came alive at the forum in a panel 
discussion about consumer credit regulation, moderated by Ellen Seidman, a former 
director of the Office of Thrift Supervision, now with the New America Foundation and 
ShoreBank. Steve Zuckerman of Self-Help advocated for restrictions on predatory 
lending practices, calling for a 36% interest rate cap on short-term, small-dollar loans. 
He believes that regulation is necessary to prevent bad actors from preying on 
underbanked consumers. James Gutierrez of Progress Financial, on the other hand, 
opposes the notion of an interest rate cap on the basis that it could restrict the ability of 
the underbanked to access credit. He is concerned that regulators may go too far by 
stifling the ability of well-intentioned, innovative companies to serve the underbanked 
and grow to scale.  
 
As a compromise, Zuckerman suggested that limiting the number of short-term credit 
transactions per year could be a viable alternative to interest rate caps. He also pointed 
out that rationalizing regulatory schemes, which currently vary widely on a state-by-state 
basis, would eliminate the problem of firms going “regulatory shopping” for states with 
favorable environments. Gutierrez recommended that, rather than implementing interest 
rate caps, the federal government should provide seed capital for lenders who can prove 
that they offer innovative, needed products for the underbanked. He theorized that 
interest rates will decline naturally, via market mechanisms, when lending operations 
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grow to scale. Zuckerman, on the other hand, pointed out the opportunity for abuse in 
such a program.  
 
Overall, the argument that the structure of a credit product is more important than its 
APR was gaining traction at the forum. Errol Damelin of UK-based online lender Wonga 
operates on the principle that a loan is responsible when it is underwritten for repayment, 
not default—regardless of specific fee amounts and annual interest rates. Additionally, 
for Wonga, responsible lending means ensuring that consumers are empowered with the 
knowledge and information to make decisions, and that they are in control of their 
borrowing experience. Meta Bank’s iAdvance prepaid card credit product has a similar 
definition of responsibility, with the goal of creating knowledgeable customers in control 
of their own borrowing decisions.  
 
In his remarks at the conclusion of the forum, Bob Jones of Old National Bank 
predicted that twin trends of increased consolidation and increased regulation in the 
banking sector would lead to fewer opportunities for underbanked consumers to gain 
access to financial products and services. Jones advocates a “return to banking basics” 
in response. Community banks have a renewed role to play in serving the underbanked 
market, a role that makes sense for institutions focused on long-term viability and 
community vitality rather than short-term earnings.  Innovation is required to serve this 
market effectively. One of Old National Bank’s strategies has been its leadership role in 
Bank On Evansville, a public-private initiative to increase bank account ownership 
among financially underserved consumers in the city.  

 
4) Renewed Thinking about Financial Education 

Challenging times have heralded a return to thinking about how to deliver appropriate, 
time-sensitive financial advice. A more sophisticated conversation is evolving around 
financial education as consumers demand more resources and tools for navigating their 
financial lives.  
 
Keynote speaker Dean Karlan called for more research using randomized controlled 
experiments to establish whether there is a true causal connection among financial 
education, financial literacy, and financial prosperity. Such research would be timely in 
the context of renewed interest in financial education and planning.  
 
HealthPartners described its work in collaboration with a consortium of regional 
employers in the Financially Fit Minnesota initiative, which recognizes the role that 
employers can play in improving communities’ financial health. As a member of the 
initiative’s pacesetter group, the company has committed to improving employee 
participation rates in the basic workplace financial services of direct deposit and 401(k) 



Highlights from the 4th Annual Underbanked Financial Services Forum 16 
 

 
15 

retirement savings plans, with the ultimate goal of improving the region’s economic 
stability.  
 
Other topics discussed at the forum ranged from whether prepaid cards are an 
appropriate destination for consumers to whether informed consumers should have the 
option to borrow money at a relatively high cost. Such topics similarly set the context for 
a reconsideration of traditional financial education aimed at underbanked consumers. 
The ongoing discussion about responsible lending is also relevant to the discussion 
about financial education, with companies like Wonga and Progress Financial arguing 
that responsible lenders should provide just-in-time education and transparent credit 
terms to empower consumers with the information necessary for borrowing decisions.   

 

5) Incorporating a Global Perspective 

Figure 4: Geography Served by Forum Participants 

Statewide
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19.3%

Nationally
47.1%
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This year the forum gave more attention to international examples of improving the 
supply of financial products and services for the underserved. While there is not yet a 
convergence of the U.S. and international conversations in the field, awareness is 
growing that a global perspective can strengthen the industry by encouraging the 
sharing of ideas across borders. The spread of the current financial crisis around the 
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world underscores the relevance of thinking beyond national borders about many 
aspects of financial services. And the continuing volume of international remittances—
the “largest poverty alleviation program in the world,” as Nexxo Financial Corporation’s 
Dave Alvarez described them—is another reminder of the interconnectedness of 
financial services globally.   
 
David Porteous of Bankable Frontier pointed out that the discussion at the forum has 
echoes around the world. Ongoing conversations in Bangladesh and Mexico about 
regulating and licensing microlenders have much in common with the debate on short-
term credit regulation in the United States. Conditional cash transfers are in use both 
domestically and in developing countries. Mobile banking is gaining popularity in the 
United States but is already in wide use in countries like Kenya.  
 
The industry is thinking about how it can adapt learnings from abroad. Many of the 
participants in the forum already represent organizations with global reach.  
 
Citi Microfinance has recently applied its international model for investing in 
microfinance with ACCION Texas, its first such U.S. partner. Citi’s approach is to 
acquire a portfolio of microloans, sharing risks and profits with the microlender, which 
continues to service the loans and originate new ones. ACCION is able to meet more of 
the strong demand for its loan products with the infusion of bank funds. The model has 
the potential to provide a new funding source for community-based lenders nationwide, if 
more partnerships of this type can be brokered in the United States.  
 
Bansefi, the federal development bank of Mexico, has rolled out a nationwide network of 
agents at Diconsa retail stores, offering depository account services for the 26% of 
households who currently do not have access to basic financial services. Customers 
who open savings accounts can receive remittances from abroad with lower fees. 
Meanwhile, the cost to the government of distributing benefit payments has been 
lowered by using the electronic system.  
 
Not all innovations, however, are easily applied across borders. Regulatory differences 
are one barrier. For example, prize-linked savings accounts are ubiquitous in the United 
Kingdom, but gambling regulations have limited this product’s U.S. implementation to 
credit unions. Microfinance programs in the developing world often serve businesses in 
the informal economy, which is more strictly regulated in the United States and other 
developed countries. Customer identification requirements and regulations also vary, 
posing challenges for risk assessment and underwriting. Another barrier to sharing 
innovations across national boundaries is the global variation in the structure of the 
financial services and telecommunications industries. Some countries’ financial services 
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sectors are much less competitive than others, for example, and the usage of mobile 
phone- and internet-based banking varies widely from country to country, making an 
innovative idea in one country infeasible or unprofitable in another.  
 
More analysis is needed to better understand where the common points of application 
are, while recognizing the barriers that exist. There is also an opportunity to inform U.S. 
regulatory decision-making by better understanding how differences in regulation impact 
the financial services landscape in other countries.  

 
Conclusion 

This year’s Fourth Annual Underbanked Financial Services Forum attracted an increasingly 
diverse industry comprising innovative players throughout the financial services landscape. 
Participants showed a high level of interest and engagement about serving the underbanked 
market, as the nation and the world grapple with turmoil in the broader financial services field.  
 
Gaining a firm understanding of underbanked consumers’ perspectives is an absolute 
requirement for those who wish to tap the potential of the multidimensional underbanked 
market. Products that succeed are based on an understanding of what underbanked consumers 
need to acquire assets, be self-sufficient, and move toward greater prosperity.   
 
Product innovation continues as the industry responds to today’s economic environment. Saving 
has returned to the forefront of the discussion, with several innovative products and tools that 
may help to turn the trend of today’s skittish spenders into a true pattern of tomorrow’s 
committed savers. Innovative experiments in offering short-term small-dollar credit continue, 
and automobile lending may represent another opportunity for financial services providers to 
better serve consumers. Prepaid cards are incorporating features for both saving and 
borrowing, and are increasingly part of the discussion about meeting the needs and desires of 
underbanked consumers.   
 
As business leaders, politicians, and advocates work to ensure that financial products are 
delivered responsibly and implement new regulations for the financial services industry, keeping 
a focus on underbanked consumers’ perspectives will be of the utmost importance. A pragmatic 
recognition of how banks and credit unions, nonprofit organizations, vendors and service 
providers, money services businesses, government, regulators, and others collaborate as 
stakeholders in the underbanked sector should inform policies, regulations, and business 
practices.  
 
Lessons from developing and developed countries around the world are relevant to the ongoing 
discussion about ensuring that financially underserved consumers have sufficient opportunities 
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to meet their current and future financial needs in a global economy. Meanwhile, challenging 
times are shaking up old ideas about how to deliver appropriate, time-sensitive financial advice.  
 
Increased attention to saving, credit building, and financial planning are good trends that have 
the potential to be turned into real opportunities with a more holistic approach focused on 
building prosperity. Saving, credit-building, and planning should be embedded into all financial 
services, including those targeted to consumers just setting out on the so-called credit path. The 
industry, broadly defined, must envision the future it wants—both for underbanked consumers 
and for itself—and then work toward this vision collaboratively.  
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Appendix 
 
Speakers at the Fourth Annual Underbanked Financial Services Forum 
 
Dave Alvarez   Nexxo Financial Corporation 
Manuel Alvarez  Latino Tax Software 
Karen Andres   Center for Financial Services Innovation  
Robert Annibale  Citi Microfinance 
Nora Arpin   Comerica Bank 
Ron Averett   IPP of America  
Raymundo Aviles  BBVA Bancomer USA 
Kathy Barney   H&R Block Bank  
Janie Barrera   ACCION Texas 
Chris Britt   Green Dot Corporation 
Chris Brown   RateGenius 
Barrett Burns   VantageScore Solutions, LLC 
Jim Christiansen  LexisNexis Risk and Information Analytics 
Joseph Claricurzio  Bank of America 
Scott Crawford  GoalSpring Financial 
Andrew Crowe  Meta Payment Systems 
Errol Damelin   Wonga 
Sarah Davies   VantageScore Solutions, LLC  
Paul DeSaulniers  LexisNexis Risk and Information Analytics 
Laura DeSoto   Experian  
Mike Ferrari   SmartyPig 
Joe Ganly   helpwithmycredit.org 
Sarah Gordon   Center for Financial Services Innovation  
Jaime González Aguadé Banco del Ahorro Nacional y Servicios Financieros S.N.C. 
James Gutierrez  Progress Financial  
Christina Hachikian  Center for Financial Services Innovation  
Michael Hafer   Western Union Financial Services 
Matt Harris   Village Ventures 
Paul Harrison   Fiserv 
Patty Hasson   CCCS of Delaware Valley  
Amir Hemmat   SABEResPODER 
George Hodges  New Market Partners 
Robert Hunt   Federal Reserve Bank of Philadelphia 
Bob Jones   Old National Bank 
Dean Karlan   Innovations for Poverty Action 
Matt Kohler   Green Dot Corporation 
Melissa Koide   New America Foundation  
Alexander A. Liu  Mastercard Worldwide 
Justin Maxon   MACED 
Nick Maynard   D2D Fund 
John Metz   Wal-Mart  
Matt Montes   Account Now 
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Haydee Moreno  Self Help 
Dan Nemec   JPMorgan Chase 
David Porteous  Bankable Frontier  
John Ricci   Green Dot Corporation  
Amy Roberts   H & R Block Bank 
Deb Roy   Center for Future Banking, Massachusetts Institute of Technology 
Rachel Schneider  Center for Financial Services Innovation  
Arjan Schutte   Center for Financial Services Innovation  
Ellen Seidman   New America Foundation  
Brett Smith   U.S. Department of the Treasury 
Trent Sorbe   Meta Bank / Meta Payment Systems  
Roy Sosa   MPower Ventures 
Will Sowell   Green Dot Corporation 
Corey Stone   Center for Financial Services Innovation  
Steve Streit   Green Dot Corporation 
Elizabeth Swanson  HealthPartners 
Randy Templeton  PreCash 
Jennifer Tescher  Center for Financial Services Innovation 
Brandon Thompson  NetSpend 
John Thompson  Advent Financial Services  
Mark Troughton  Green Dot Corporation 
Kirsten Trusko   Network Branded Prepaid Card Association 
Peter Tufano   Harvard Business School  
Will Tumulty   Ready Financial Group 
Tim Walsh   Ready Credit Corporation 
Kevin Wright   US Bank  
Steve Zuckerman  Self-Help 
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Voices from the Forum 
 
“It was jam-packed with great information. I was appreciative of all of the networking 
opportunities as well.”  
 
“I think this was the best one yet.” 
 
“It was a great group of people and the substance seemed fascinating.” 
 
“This was my second one, and it continues to be one of those rare events where I actually 
attend every session and pay close attention.”  
 
“…very relevant, exciting, collaborative conference…” 
 
“Probably one of the best I have attended, and I can let you know that I am not big on going 
to conferences.”  
 
“You've built a highly valuable organization with CFSI that is the clear thought leader on 
sustainable and innovative products and services serving the underbanked.”  
 
“It continues to be an opportunity to get invigorated by the possibilities of what can be done 
in the underbanked space. The combination of great speakers, a diverse audience and the 
networking opportunities within that audience remains excellent.”  
 
“I enjoyed attending the event and learning more about the issues. You must be very proud 
of the accomplishments of your organization, especially the new video, which tells a very 
compelling story.”  
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About CFSI  
 

The Center for Financial Services Innovation is the nation’s leading authority on financial 
services for underbanked consumers. Since 2004, its programs have focused on informing, 
connecting, and investing – gathering enhanced intelligence, brokering and supporting 
productive industry relationships, and fostering best-in-class products and strategies. A non-
profit affiliate of ShoreBank Corporation, CFSI works with leaders and innovators in the 
business, government and non-profit sectors to transform the financial services landscape. 
For more on CFSI, go to http://www.cfsinnovation.com 


