
                                                                                                                                                                
 

CFSI Consumer Financial Health Study Survey Instrument 
 
Survey #11 
 
[DISPLAY] 
The Center for Financial Services Innovation (CFSI) is a non-profit organization with a mission to 
advance consumer financial health in America by shaping a more robust and innovative financial services 
marketplace with higher quality and more accessible products and services. They are interested in 
understanding how Americans manage their money day-to-day and for longer-term financial security, as 
well as how they interact with financial service providers.  Information collected in this survey will be used 
for research and analysis to help improve the products and services that financial services companies 
provide.   
 
Your answers will remain anonymous, and your personal information will remain confidential and will not 
be released to CFSI.  We appreciate your participation.   
 
 
S- SCREENER 
[DISPLAY] 
To begin, we are going to ask you a few questions about the financial products and services you use.  
Through the survey, when we use the term “banks”, we are including both banks and credit unions, but 
use the single word “banks” for simplicity. 
 
[ASK ALL, PROMPT][SINGLE-SELECT PER ROW] [RANDOMIZE LIST] 
S1: During the last 30 days, have you done or not done each of the following financial activities?  
 

Went to a bank and made a transaction in person with a teller ................................. Yes No 
Went to a grocery store or big box store to make a financial transaction in person 
with a customer service representative ..................................................................... Yes No 
Used an ATM ............................................................................................................. Yes No 
Used internet banking2  ............................................................................................. Yes No 
Used mobile banking3  ............................................................................................... Yes No 
Used a non-bank online financial service4 ................................................................. Yes No 
Used the camera on your mobile phone to take a picture of a check and add the 
funds to your checking or prepaid account  ............................................................... Yes No 
Received an SMS/text alert from a financial services provider .................................. Yes No 
Received an email alert from a financial services provider  ....................................... Yes No 
Called a bank to make a transaction ......................................................................... Yes No 
Called a non-bank to make a transaction .................................................................. Yes No 

 
  

1 The survey was deployed in two 18-minute halves to reduce survey fatigue and boost data quality. Respondents who 
completed the first half of the survey were invited to take the second half five days later. The two sets of responses for each 
individual respondent were joined together for analysis; only responses from consumers who completed both halves of the 
survey are included in the study.  
2 For various terms throughout the survey, definitions were supplied via pop-ups when hyperlinked term were clicked.  Internet 
banking definition: Using a personal computer, laptop, or tablet to access your bank or credit union account. 
3 Mobile banking definition: Using a mobile phone to access your bank or credit union account. This can be done either by 
accessing your bank's web page through the web browser on your mobile phone, via text messaging, or by using an application 
downloaded to your mobile phone. 
4 Non-bank online financial service definition: Using any electronic device with an internet connection to access a financial 
service provided by an entity that is not a bank. 
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[ASK ALL, PROMPT][SINGLE-SELECT PER ROW] [RANDOMIZE LIST] 
S2: Which of the following tasks have you have done in the past 12 months? 
 

Purchased a money order at a bank.......................................................................... Yes No 
Purchased a money order at a non-bank location ..................................................... Yes No 
Sent money to a friend or family member using a non-bank provider ....................... Yes No 

 
 
[ASK ALL, PROMPT][SINGLE-SELECT PER ROW] [RANDOMIZE LIST, ANCHOR DON’T KNOW] 
S3. Do you [show if marit status = 1 or 6 and your spouse or partner] currently have any of the 

following financial products?5  
 

Checking account at a bank ...................................................................................... Yes No 
Savings account at a bank ........................................................................................ Yes No 
Prepaid  card6 ............................................................................................................ Yes No 
Payroll card7 .............................................................................................................. Yes No 
Don’t know ................................................................................................................. Yes No 

 
 

 
  

5 Those invited to take the survey were disqualified if they indicated that they did not know if they (and/or their spouse) had a 
checking account, savings account, prepaid account or payroll account. Disqualification occurred only if they responded “don’t 
know” to all four products.    
6 Prepaid Card definition: A card on which funds are loaded or added (that is, you can re-load the card) and you cannot spend 
more than the amount on the card.  You can access the funds with the card number or by swiping the card.  It may carry a 
MasterCard, Visa, or American Express logo or the logo of another interbank network. A prepaid card can be used at ATMs and 
at many service providers for a wide range of purposes and may be referred to as a debit card. A prepaid card is NOT a credit 
card.  In this context, a prepaid card is also NOT a gift card. 
7 Payroll Card definition: A type of general purpose reloadable prepaid card issued by an employer instead of a paycheck that 
enables employees to access their pay at ATMs or point-of-sale terminals. The employer adds the value of the employee’s pay to 
the card electronically. 
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A- GENERAL MONEY MANAGEMENT 
 
[DISPLAY] 
In this section, we will ask a few questions about your household income including the source of income 
and any tools you use to manage your income.  
 
 “Household” includes you and others living with you, who either contribute financially to the home or for 
whom you are at least partially financially responsible. [ask if s3=3][Single-select per row][randomize list, 
anchor other] 
 
A1: You indicated that you have a prepaid card.  Is each of the following a reason or not a reason that 
you use a prepaid card?  

 
Prepaid cards are accepted almost everywhere ........................................................ Yes No 
Prepaid cards give me options for where and how I can buy things (for example, 
buying online) ............................................................................................................ Yes No 
Prepaid cards are less expensive than a checking account ...................................... Yes No 
With a prepaid card, I can only spend money that I have .......................................... Yes No 
It helps me with budgeting ......................................................................................... Yes No 
It is a secure way to make purchases without exposing my other account numbers Yes No 
I can get a prepaid card without a credit check ......................................................... Yes No 
It is easy to get a prepaid card................................................................................... Yes No 
I don’t have to provide as much personal information to get a prepaid card as I 
would have to provide to open a checking account ................................................... Yes No 
I can use a prepaid card to help me build savings ..................................................... Yes No 
It gives me quick access to my paycheck via direct deposit ...................................... Yes No 
I can load money from a check onto a prepaid card from my mobile device or at a 
non-bank financial service provider location .............................................................. Yes No 
Other reason (please specify)....................................................................................  Yes No 

 
[ASK IF S3=4][SINGLE-SELECT PER ROW][RANDOMIZE LIST, ANCHOR OTHER] 
A2: You indicated that you have a payroll card.  Is each of the following a reason or not a reason why you 
use a payroll card?  

Payroll cards are accepted everywhere            ...Yes  No 
Payroll cards give me more options for where and how I can buy things (for 
example, buying online) ............................................................................................. Yes No 
Payroll cards are less expensive than a checking account ....................................... Yes No 
With a payroll card, I can only spend money that I have  .......................................... Yes No 
It helps me with budgeting ......................................................................................... Yes No 
I can get a payroll card without a credit check ........................................................... Yes No  
It is easy to get a payroll card .................................................................................... Yes No 
My employer gave me the choice to get a payroll card ............................................. Yes No  
I don’t have to provide as much personal information to get a payroll card as I 
would have to provide to open a checking account ................................................... Yes No 
I can use a payroll card to help me build my savings ................................................ Yes No 
It gives me quick access to my paycheck via direct deposit ...................................... Yes No 
Other reason (please specify).................................................................................... Yes No 
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[ONLY ASK IF S3 CHECKING ACCOUNT OPTION = NO ][SINGLE-SELECT] 
A4: You indicated that you do not currently have a checking account.  Have you [show if marit status = 
1 or 6 and your spouse or partner] ever had a checking account? 

Yes .............................................................................................................................. 1 
No ................................................................................................................................ 2 

 
 
[ONLY ASK IF S3 CHECKING ACCOUNT OPTION = NO][SINGLE-SELECT PER ROW][RANDOMIZE LIST, ANCHOR 
OTHER AND DON’T KNOW] 
A5: Is each of the following a reason or not a reason that you [show if marit status = 1 or 6 and your 
spouse or partner] do not have a checking account? 

         
 Yes No 
Previously had an account but the bank 
closed it  

  

Can’t open an account due to ID 
requirements,  

  

Can’t open an account due to credit history 
or banking history problems  

  

Bank account fees or minimum balance 
requirements are too high 

  

Banks do not offer the products or services 
I need 

  

Don’t like dealing with banks    

Don’t trust banks    

Don’t have enough money    

Don’t know how to open or manage an 
account  

  

Don’t need or want an account    

My family never used banks growing up   

Had a bad experience with a bank in the 
past 

  

Employees at the banks don’t speak my 
language 

  

Other (Specify)    
 
 
[Only ask to users who answered “yes” in A5 to more than one item.  Use “yes” answers from A5 
to populate the chart below.] [Single-select] 
A6: Which of the reasons you selected is the main reason that you [show if marit status = 1 or 6 and 
your spouse or partner] do not have a checking account? 
 
 Main Reason  

(select one) 
POPULATE WITH RESPONSES FROM  A5, UP TO 14  
(INCLUDE OTHER BUT DO NOT INCLUDE ‘DON’T KNOW’)  
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[Ask if s3=1, 3 or 4] [Single-select] [Populate with “checking” if s3=1; populate with “prepaid 
card” if s3 ≠ 1 and s3 =3; populate with “payroll card” if s3 ≠ 1 and s3 ≠ 3 and s3=4] 
A7: How frequently do you check the balance of your <insert per logic> account?  

One or more times a week   5 
Every week or two    4 
Once a month     3 
Every 2-3 months    2 
Never      1 

 
 
[ASK S3=1, 2, 3][MULTI-SELECT][RANDOMIZE LIST] 
A8: Thinking about the last time you opened a checking, savings, or prepaid account for you or a 
household member, did you use any of these sources of information before deciding which account to 
open? 

 
 Used  Did not use Don’t remember 
Information sent in the mail    
Information picked up in a bank 

branch 
   

Information found on the internet    

Newspapers and magazines    

Displays, packaging or ads in stores 
that sell prepaid cards 

   

Information gathered in-person from 
staff at the location where 
the product was sold  

   

Recommendation from financial 
adviser or broker 

   

Advice of friends/relatives not 
working in the financial 
services industry 

   

Advice of friends/relatives who work 
in the financial services 
industry 

   

Television or radio advertisements    

Employer    

Called around to banks and financial 
providers 

   

Lawyer    

Past experience    
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[ASK ALL, PROMPT][MULTI-SELECT]  
A9: During the past 12 months, did you or other members of your household receive income from each of 
these sources?  
 

Wages/salaries from your employer(s) ...................................................................... Yes No 
Wages/salaries from your spouse’s or partner’s employer(s) .................................... Yes No 
Wages/salaries from other family members’ employer(s) .......................................... Yes No 
Self-employment earnings ......................................................................................... Yes No 
Retirement benefits, including pensions, Social Security, IRAs, 401Ks .................... Yes No 
Interest, dividends, and capital gains from non-retirement savings and assets ......... Yes No 
Tax refunds or earned income tax credit (ETIC) ........................................................ Yes No 
Alimony/child support ................................................................................................ Yes No 
Rental income or royalties ......................................................................................... Yes No 
Government cash benefits, such as Social Security disability, unemployment, and 
Temporary Assistance for Needy Families (TANF) ................................................... Yes No 
Government in-kind benefits, such as Supplemental Nutrition Assistance Program 
(SNAP), Special Supplemental Nutrition Program for Women Infants and Children 
(WIC), and housing vouchers  ................................................................................... Yes No 
Cash from family and friends ..................................................................................... Yes No 
Bonuses and commissions ........................................................................................ Yes No 

 
[ASK ALL, PROMPT][MULTI-SELECT ACROSS, MULTI-SELECT DOWN] [POPULATE THE GRID BELOW WITH THE 
“YES” ITEMS FROM A9. SINGLE ANSWER CHOICE PERMITTED PER ROW IN COLUMNS 1-5.  ONLY ONE “YES” 
PERMITTED IN COLUMN 6, “MAIN SOURCE”.] 
A10: How often does your household receive these sources of income and which one is your household’s 
main source of income.  
 
 Receive 

daily 
Receive 
weekly 

Receive 
every other 
week 

Receive 
monthly 

Receive 
irregularly 

Is this the 
main 
source? 

Fill with       Yes  No 
Responses      Yes  No 
From A9      Yes  No 
Up to 10 
sources 

     Yes  No 

 
 
[ASK ALL, PROMPT] [MULTI-SELECT ACROSS, MULTI-SELECT DOWN] [RANDOMIZE LIST][POPULATE A11 WITH 
ONLY THE “YES” ITEMS FROM  A9. SINGLE ANSWER CHOICE PERMITTED PER ROW.] 
A11: How does your household usually receive your sources of income?  
 
 Cash Check Direct 

deposit8 into a 
bank account 

Direct deposit 
onto a 
prepaid card 

Direct deposit 
onto a payroll 
card 

Direct 
deposit into 
another 
account 

Fill with       
Responses       

From A9       

Up to 10       

8 Direct deposit definition: A form of payment by which an organization (such as an employer or a government agency) pays 
funds (such as pay or benefits) via an electronic transfer.  The funds are transferred directly into a consumer’s account. 
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 [ASK IF NO DIRECT DEPOSIT ANSWERS IN A11] [SINGLE-SELECT] 
A12: Is direct deposit offered by your employer [show if marit status = 1 or 6 or your spouse or partner’s 
employer] or benefits provider? 

Yes .............................................................................................................................. 1 
No ................................................................................................................................ 2 
Don’t know ................................................................................................................... 3 

 
[ASK IF A12=1][SINGLE-SELECT] [RANDOMIZE LIST] [ANCHOR OTHER] 
A13: What is the main reason you are not using direct deposit? 

 
Prefer check  ............................................................................................................... 1 
Prefer cash .................................................................................................................. 2 
Don’t have an account to deposit into.......................................................................... 3 
Don’t like dealing with banks ....................................................................................... 4 
Don’t trust banks .......................................................................................................... 5 
Want to keep control over my money .......................................................................... 6 
Tried to set it up but had difficulty ................................................................................ 7 
Security concerns ........................................................................................................ 8 
Other (please specify)___ ........................................................................................... 9 

 
 
 [ASK ALL][MULTI-SELECT][RANDOMIZE LIST][ANCHOR OTHER AND I DON’T EVER] 
A14: During the last 12 months, did you cash a check at any of these locations and receive immediate 

access to the check funds?  By “cash a check” we mean converting a check into cash or funds on a 
prepaid or payroll card that can be used immediately (often for a fee); we are not referring to 
depositing a check into your account and waiting for the funds to clear.   

 
Your bank .................................................................................................................. Yes No 
A bank at which you do not have an account ............................................................ Yes No 
Check casher or currency exchange ......................................................................... Yes No 
Big box retail store (for example, Walmart, Target, K-Mart) ...................................... Yes No  
Grocery store ............................................................................................................. Yes No 
Drug store .................................................................................................................. Yes No 
Liquor store ................................................................................................................ Yes No 
Convenience store ..................................................................................................... Yes No 
Employer ................................................................................................................... Yes No 
Your bank’s mobile app ............................................................................................. Yes No 
Your prepaid card’s mobile app   ............................................................................... Yes No 
Friend or family member ............................................................................................ Yes No 
Other (please specify)____ ....................................................................................... Yes No 
I don’t ever cash checks ............................................................................................ Yes No 
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[ASK ALL, PROMPT][SINGLE-SELECT] 
A15: About how much money do you and your household have right now in checking, savings, money 
market accounts, stocks, and bonds? Please do not include any money in formal retirement funds such 
as Individual Retirement Accounts (IRA), 401k’s, Roth IRA’s or company retirement funds. 
 

Less than $1,000 ......................................................................................................... 1 
$1,000 - $4,999 ........................................................................................................... 2 
$5,000 - $9,999 ........................................................................................................... 3 
$10,000 – $19,999 ....................................................................................................... 4 
$20,000 - $29,999 ....................................................................................................... 5 
$30,000 - $49,999 ....................................................................................................... 6 
$50,000 – $74,999 ....................................................................................................... 7 
$75,000 - $99,999 ....................................................................................................... 8 
$100,000 – $249,999 ................................................................................................... 9 
$250,000 or more ....................................................................................................... 10 

 
 
B-BUDGETING/FUTURE PLANNING 
[DISPLAY] 
Now we’d like to ask you some questions about your plans for spending and saving. 
 
[ASK ALL][SINGLE-SELECT] 
B1: Does your household have a budget or spending plan that you use to guide how your money gets 
spent each month? 

Yes .............................................................................................................................. 1 
No ................................................................................................................................ 2 
Don’t know ................................................................................................................... 3 

 
[ASK ALL][SINGLE-SELECT] 
B2: Does your household plan ahead to make sure you have the money to pay for large irregular 

expenses (for example, bills not due each month, such as insurance, property taxes, car registration, 
etc.)? 

 
Yes, my household plans ahead for large expenses  .................................................. 1 
No, my household doesn’t plan ahead for large expenses  ......................................... 2 
We would plan ahead if we could ................................................................................ 3 
We do not need to plan ahead because there is always enough money in the bank 
account to pay for large expenses  .............................................................................. 4 
Don’t know  .................................................................................................................. 5 
Other (please specify)  ................................................................................................ 6 
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[ASK ALL][SINGLE-SELECT] 
B3: When you plan for your household’s day-to-day living expenses, which of these time frames is most 
important to you?  

Next few weeks 
Next few months 
Next year 
Next few years 
Next 5-10 years 
Longer than 10 years 
None of the above 

 
[ASK ALL][SINGLE-SELECT] 
B4: When you think about saving money for the future, which of these time frames is most important to 
you? 

Next few weeks 
Next few months 
Next year 
Next few years 
Next 5-10 years 
Longer than 10 years 
None of the above 

 
 
[ASK ALL][SINGLE-SELECT] 
B5: Which one of the following statements comes closest to describing your [show if marit status = 1 or 
6 and your spouse’s or partner's] saving habits? 
 

Don't save - usually spend more than income ............................................................. 1 
Don't save - usually spend about as much as income ................................................. 2 
Save whatever is left over at the end of the month - no regular plan   ........................ 3 
Save income of one family member, spend the other ................................................. 4 
Spend regular income, save other income9 ................................................................. 5 
Save regularly by putting money aside each month .................................................... 6 

 
 
[ASK IF NO SAVINGS ACCOUNT IN S3] [SINGLE-SELECT] 
B6: You indicated that you do not currently have a savings account.  Have you [show if marit status = 1 
or 6 and your spouse or partner] ever had a savings account (not including any retirement accounts you 
may have)? 

Yes .............................................................................................................................. 1 
No ................................................................................................................................ 2 
Don’t know ................................................................................................................... 3 

 
 

  

9 Definition: Regular income include wages, salaries, pensions and other income you receive on a regular ongoing basis (e.g. 
rent, if you rent out a house or apartment).  Other income includes bonuses, gift money, occasional investment income, tax 
refunds, etc. 
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[ASK ALL][SINGLE-SELECT][RANDOMIZE] 
B7: Does your household save money in any of the following ways?  

 
Storing money at home ............................................................................................. Yes No 
Saving as part of a group10 ........................................................................................ Yes No 
Storing savings in a checking or prepaid account ..................................................... Yes No 

 
 
[ASK ALL][RANKING TO NUMBERS 1-3 AND PROMPT] [RANDOMIZE, ANCHOR OTHER AND WE DON’T SAVE] 
B8: People have different reasons for saving, even though they may not be saving all the time. What are 
your household’s 3 most important reasons for saving? Please indicate the most important reason with a 
1, the second most important with a 2, and the third most important with a 3. 
 

Education for children or other family member ............................................................ 1 
Education for myself .................................................................................................... 2 
Buying a house ............................................................................................................ 3 
Buying a car ................................................................................................................. 4 
Home improvements and repairs................................................................................. 5 
For vacations and travel  ............................................................................................. 6 
To start my own business ............................................................................................ 7 
For weddings, Bar Mitzvahs, Quinceñeras, and other ceremonies ............................. 8  
To have children or a family......................................................................................... 9 
Buying durable household goods (furniture, appliances) ............................................ 10 
For funeral and burial expenses ................................................................................. 11 
For retirement ............................................................................................................. 12 
To have an emergency fund ....................................................................................... 13 
For irregular bills like insurance and taxes ................................................................. 14 
For medical and health care expenses ....................................................................... 15 
For a vacation home, second home, or other investments ......................................... 16 
For personal goals (clothing, sports equipment, etc) .................................................. 17 
Other (Please specify)______________ .................................................................... 18 
We don’t save ............................................................................................................. 19 

 
[ASK ALL][SINGLE-SELECT, PROMPT] 
B9:  If you added up the money you and your household have in retirement funds you own (401k’s, IRAs, 
etc.) about how much would you estimate you have? Please do not include money you expect from 
employer pensions or Social Security. 
 

Less than $1,000 ......................................................................................................... 1 
$1,000 - $4,999 ........................................................................................................... 2 
$5,000 - $9,999 ........................................................................................................... 3 
$10,000 – $19,999 ....................................................................................................... 4 
$20,000 - $29,999 ....................................................................................................... 5 
$30,000 - $49,999 ....................................................................................................... 6 
$50,000 – $74,999 ....................................................................................................... 7 
$75,000 - $99,999 ....................................................................................................... 8 
$100,000 – $249,999 ................................................................................................... 9 
$250,000 or more ....................................................................................................... 10 

 
 
  

10 A savings group is small number of people who save together by making regular (weekly or monthly) contributions and then 
take small loans from the group’s savings when needed, according to the group’s rules. 
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[ONLY ASK IF INDICATED IN GFK PROFILE DATA NOT RETIRED (PPWORK NE 5)][SINGLE-SELECT] 
B10: When you retire, do you [show if marit status = 1 or 6 and your spouse or partner] expect to 
receive a pension in addition to Social Security? 

Yes .............................................................................................................................. 1 
No ................................................................................................................................ 2 
Don’t know ................................................................................................................... 3 

 
  
[ASK ALL][SINGLE-SELECT] 
B11: Do you or others in your household have life insurance?  Please include individual and group 
policies, such as policies provided through your employer. 

 
Yes .............................................................................................................................. 1 
No ................................................................................................................................ 2 
Don’t know ................................................................................................................... 3 

 
 
 
[ASK ALL][SINGLE-SELECT] 
B12: Are you or others in your household covered by any type of public or private health insurance? 

Yes .............................................................................................................................. 1 
No ................................................................................................................................ 2 
Don’t know ................................................................................................................... 3 

 
[ASK ALL][SINGLE-SELECT] 
B13: Which of the following statements comes closest to the amount of financial risk that you [show if 
marit status = 1 or 6 and your spouse or partner] are willing to take when you save or make 
investments? 
 

Take substantial financial risks expecting to earn substantial returns ......................... 1 
Take above average financial risks expecting to earn above average returns ............ 2 
Take average financial risks expecting to earn average returns ................................. 3 
Not willing to take any financial risks ........................................................................... 4 

 
 
[ASK ALL][SINGLE-SELECT ACROSS, MULTI-SELECT DOWN] 
B14: In the last 5 years, have you asked for any advice from a financial professional about any of the 
following? (Select an answer for each) 
 
 Asked Did not 

ask 
Don’t 

remember 
Debt Counseling    
Savings or Investments    

Taking out a mortgage or 
loan 

   

Insurance of any type    
Tax Planning    
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C- FINANCIAL TECHNOLOGY 
 
[DISPLAY] 
In this section, we will focus on your attitudes toward financial products, services and companies. 
 
[IF S1 NE 1 FOR ITEMS 5,7, OR 8 OR A14 NE 1 FOR ITEMS 10,11] [MULTI-SELECT] [RANDOMIZE – 
EXCEPT OTHER AND “I ACTUALLY DO ” SHOULD BE LAST] 
C1: In previous questions, you did not indicate that you use mobile financial services.11  Please indicate 
whether each of these is a reason that you do not use mobile financial services. 

 
I’m concerned about security  .................................................................................... Yes No 
My needs are being met without mobile  ................................................................... Yes No 
The mobile phone screen is too small ....................................................................... Yes No 
I don’t have a smartphone ......................................................................................... Yes No 
My bank charges a fee for using mobile services ...................................................... Yes No 
It’s too difficult to use mobile...................................................................................... Yes No 
I don’t know how ........................................................................................................ Yes No 
Other (please specify) ____________ ....................................................................... Yes No 
I actually do use mobile financial services ................................................................. Yes No 

 
 
 [ASK ALL] [SINGLE-SELECT ACROSS, MULTI-SELECT DOWN][RANDOMIZE] 
D1. On a scale of 1 to 5, where 1 is strongly disagree, 3 is neither agree nor disagree, and 5 is strongly 
agree, how much do you agree or disagree with the following statements? 
 
 1 

Strongly 
disagree 

2 
Disagree 

3 
Neither 

agree nor 
disagree 

4 
Agree 

5 
Strongly 

agree 

My finances cause me significant stress      
I am highly satisfied with my present financial 

condition 
     

I worry all the time about being able to meet 
monthly living expenses 

     

I always find myself living paycheck to 
paycheck 

     

I am confident that I can meet my long-term 
goals for becoming financially secure 

     

I am confident that I can meet my short-term 
saving goals 

     

I am confident that I will have the skills I will 
need for the kinds of jobs I want in ten 
years  

     

I have little control over the things that happen 
to me 

     

I like to be among the first to try the latest new 
technology 

     

11 Mobile Financial Services definition: Using a mobile phone to access any financial services account. This can be done either 
by accessing your bank's web page through the web browser on your mobile phone, via text messaging, or by using an 
application downloaded to your mobile phone.  It also includes using mobile remote deposit capture to cash or deposit a check 
using your smartphone. 
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I have too much debt right now      

I am good at dealing with day-to-day financial 
matters 

     

I am comfortable having some debt if it allows 
me to accomplish other goals 

     

I have the skills and knowledge to manage my 
finances well 

     

Friends and family rely heavily on me to help 
with their finances 

     

I use technology to manage my money far more 
than other people I know 

     

I prefer to pay as few fees as possible, even if it 
means trading off a level of service or 
benefits 

     

Once I find a product or service I like, I tend to 
be very loyal and don’t like to switch 

     

I prefer to be able to talk to a live person if I 
need customer service   

     

I am always looking for new financial services 
products or providers 

     

I prefer to limit the number of financial service 
providers I deal with 

     

 
 
[DISPLAY] 
Thank you for your participation in this survey; we may have some additional questions to ask in another 
survey regarding this topic.  Please keep an eye for part two of this survey; you should receive a 
notification about it in approximately one week.  Thank you again for your participation. 
 

END OF SURVEY #1 
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Survey #2 
 
[DISPLAY] 
Thank you for taking our survey.  You may remember taking a survey about your finances about a week 
ago; we have a few additional questions for you.  Just a reminder that your answers will remain 
anonymous, and your personal information will remain confidential and will not be released.  We 
appreciate and value your participation.   
 
Please note: Throughout the survey, when we use the term “banks”, we are including both banks and 
credit unions, but use the single word “banks” for simplicity.  Additionally, “Household” includes you and 
others living with you, who either contribute financially to the home or for whom you are at least partially 
financially responsible.  
 
You will also see blue text throughout the survey.  If you click on any word shown in blue you will see the 
definition. 
 
E- CREDIT CARD INFORMATION 
[DISPLAY] 
First, we have some questions about the products you use to spend money and pay your bills. 
 
[ASK ALL][SINGLE-SELECT] 
E1: Do you [show if marit status = 1 or 6 and your spouse or partner] have any credit cards?12 

 
Yes .............................................................................................................................. 1 
No ................................................................................................................................ 2 
Don’t know ................................................................................................................... 3 

 
[ASK IF E1=1][SINGLE-SELECT ACROSS, MULTI-SELECT DOWN][RANDOMIZE][PROMPT IF ROW LEFT BLANK] 
E2:  Thinking about the past 12 months, which of the following describes your [show if marit status = 1 
or 6 and your spouse or partner’s] experience with credit cards? (Select an answer for each) 

 
[if marit status=1 or 6 show “we”, otherwise show”I” ] 

Yes No Don’t 
Know 

I/we always pay my/our credit cards in full. 
   

Generally I/we pay more than the minimum payment, but I/we carry 
over a balance and pay interest. 

   

Generally I/we make the minimum payment only.    

Occasionally I/we was/were charged a late fee because I/we forgot to 
pay my/our bill. 

   

In some months, I/we was/were charged a late fee  because I/we did 
not have the money to pay on time. 

   

In some months, I/we was/were charged an over-the-limit fee for 
exceeding my/our credit line. 

   

In some months, I/we used the card for a cash advance.    

I/we have sometimes left a balance on my/our credit card instead of 
using savings to pay off the balance. 

   

12 Credit card definition: Definition: A credit card is a card that lets you purchase goods and services at a variety of places without 
paying in full at the time of purchase. You receive a monthly bill and you usually have option to carry a balance from one month 
to the next, with interest charges. Credit card usually carry an American Express, Discover, MasterCard or Visa logo. 
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[ASK IF E1=2][SINGLE-SELECT] 
E3: Have you had a credit card in the past?   

 
Yes .............................................................................................................................. 1 
No ................................................................................................................................ 2 
Don’t know ................................................................................................................... 3 

 
 
[ASK IF E3=2][ MULTI-SELECT DOWN, SINGLE-SELECT ACROSS][RANDOMIZE][ANCHOR OTHER, PROMPT IF YES 
SELECTED AND TEXT BOX LEFT BLANK][PROMPT IF ROW LEFT BLANK] 
E4: Is each of the following a reason or not a reason why you don’t have a credit card?   

 
I don’t need or want one ............................................................................................ Yes No 
I’ve heard that credit cards can get you into trouble .................................................. Yes No 
I don’t think I would qualify for a credit card ............................................................... Yes No  
I don’t have good enough credit to get one ............................................................... Yes No 
I don’t have the necessary identification needed to get a credit card ........................ Yes No 
I don’t know how to go about getting a credit card .................................................... Yes No 
I applied for a credit card but was rejected  ............................................................... Yes No 
Other (please specify)_________________ .............................................................. Yes No 

 
 
[ASK IF E3=1][MULTI-SELECT DOWN, SINGLE-SELECT ACROSS][RANDOMIZE][ANCHOR OTHER, PROMPT IF YES 
SELECTED AND TEXT BOX LEFT BLANK][PROMPT IF ROW LEFT BLANK] 
E5: Is each of the following a reason or not a reason why you no longer have a credit card?    

 
I did not use it when I had it ....................................................................................... Yes No 
It was in the name of another person who I no longer share an account with ........... Yes No 
I had trouble making payments and don’t want to use it any more ............................ Yes No 
It was lost or stolen .................................................................................................... Yes No 
I was a victim of credit card fraud and stopped using the card .................................. Yes No 
I had a dispute with the credit card company ............................................................ Yes No 
The card was shut off or cancelled for lack of payment  ............................................ Yes No 
Other (please specify) _____________________ ..................................................... Yes No 
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F- MANAGING PAYMENTS/DEBT 
 
[ASK ALL][SINGLE-SELECT ACROSS, MULTI-SELECT DOWN][PROMPT IF ROW LEFT BLANK, PROMPT IF (F1=5-2) 
SELECTED FOR OTHER AND TEXT BOX LEFT BLANK] 
F1: How often does your household use each of the following methods for buying things? 
 
 

5 
Always 

4 
Often 

3 
Sometimes 

2 
Occasionally 

1 
Never 

Don’t 
Know 

Cash  
      

Paper checks        

Credit cards       

A debit card tied to a 
bank account  

      

A prepaid card        

A payroll card       

Money orders        

SNAP/WIC/state benefits 
card 

      

Digital payments 
products, like 
PayPal or Google 
Wallet 

      

Other:_____________       
 
 
[ASK IF RESPONDENT ANSWERED 4 OR 5 FOR ANY ITEM IN F1][SINGLE-SELECT FOR EACH ROW] 
[RANDOMIZE][PROMPT IF ROW LEFT BLANK] 
F2: Is each of the following a reason or not a reason why you use [fill in item from F1 for which 
respondent answered 4 or 5] to pay when buying things? 
  
 Yes No 
It is the most convenient option (quick, easy to use)   
It helps me track how much I spend   

I can use it in most places   

It is the most cost effective option   

It doesn’t let me spend more than I have   

I’m most comfortable using this   

I get rewards (like cash back or redeemable points) for using this 
payment method 

  

I don’t have access to bank products [Do not show if F1 answer 
asked about = paper check, credit card, or debit card] 

  

I feel most secure using this method   
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[ASK IF RESPONDENT ANSWERED 4 OR 5 TO MORE THAN ONE ITEM IN F1] [SINGLE-SELECT FOR EACH ROW] 
[RANDOMIZE][PROMPT IF ROW LEFT BLANK] 
F3: Is each of the following a reason or not a reason why you use [fill in item from F1 not already 
asked about in F2] to pay when buying things? 
 
 Yes No 
It is the most convenient option (quick, easy to use)   
It helps me track how much I spend   

I can use it in most places   

It is the most cost effective option   

It doesn’t let me spend more than I have   

I’m most comfortable using this   

I get rewards (like cash back or redeemable points) for using this 
payment method 

  

I don’t have access to bank products [Do not show if F1 answer 
asked about = paper check, credit card, or debit card] 

  

I feel most secure using this method   
 
 
[ASK ALL][SINGLE-SELECT ACROSS, MULTI-SELECT DOWN][RANDOMIZE BUT ANCHOR OTHER][PROMPT IF ROW 
LEFT BLANK] 
F4: How often does your household pay your bills (for example utility bills, credit card bills, rent or 
mortgage, car payments, etc.) in the following ways? 
 
 

5 
Always 

4 
Often 

3 
Sometimes 

2 
Occasionally 

1 
Never  

Don’t 
know 

In person 
      

By mail        

By phone       

Online       

With automatic bill 
payment  

      

Other       
 
 
[ASK ALL][SINGLE-SELECT] 
F5: Which one of the following statements best describes how well your household is keeping up with 
your bills and credit payments at the moment? 
 

Keeping up with all bills and payments without any difficulties  ................................... 1 
Keeping up with all bills and payments, but it is a struggle from time to time  ............. 2 
Keeping up with all bills and payments, but it is a constant struggle  .......................... 3 
Falling behind with some bills or credit payments  ...................................................... 4 
Falling behind with many bills or credit payments  ...................................................... 5 
Don’t know  .................................................................................................................. 6 
Don’t have any bills or credit payments  ...................................................................... 7 
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[ASK ALL] [SINGLE-SELECT] 
F6: How often do you have to juggle which bills get paid when? 

Always   5 
Most of the time 4 
Sometimes  3 
Seldom  2 
Never   1 

 
 
[ASK IF F6=3, 4, 5][SINGLE-SELECT ACROSS, MULTI-SELECT DOWN][RANDOMIZE][PROMPT IF ROW LEFT 
BLANK] 
F7:  On a scale of 1 to 5 where 1 is not at all important and 5 is extremely important, please rate the 
importance of the following when you have to juggle bills.   

 
 

Not at all 
important 

1 

Not very 
important 

2 

Somewhat 
important 

3 

Moderately 
important 

4 

Extremely 
important 

5 

Pay bills with high late fees 
     

Pay utilities that can get shut off      

Pay bills that have high interest payments      

Avoid problems that might lower my credit 
score  

     

Pay bills that might have serious 
consequences, such as eviction, 
foreclosure or repossession 

     

Avoid being hassled by collections agents      
 
[ASK ALL][SINGLE-SELECT] 
F8: In the past 12 months, how often has your household run out of money before the end of the month, 
including when you had to use credit to get by? 

 
Every month ................................................................................................................ 5 
Most months ................................................................................................................ 4 
Some months .............................................................................................................. 3 
Only a few months ....................................................................................................... 2 
Never ........................................................................................................................... 1 
Don’t Know ................................................................................................................. 99 
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[ASK ALL][SINGLE-SELECT][PROMPT] 
F8a: If you added up the money you and your household owe in student debt, about how much would you 
say you owe? 
 

$0 
$1-$999 
$1,000-$2,499 
$2,500-$4,999 
$5,000-$7,499 
$7,500-$9,999 
$10,000-$12,499 
$12,500-$14,999 
$15,000-$17,499 
$17,500-$19,999 
$20,000-$24,999 
$25,000-$29,999 
$30,000-$39,999 
$40,000-$49,999 
$50,000-$59,999 
$60,000-$69,000 
$70,000-$79,000 
$80,000 or more 
Don’t know 

 
 
[ASK ALL][SINGLE-SELECT][PROMPT] 
F8b: Do you and your household have any past-due medical bills or medical bills that are being paid over 
time? 

Yes .............................................................................................................................. 1 
No ................................................................................................................................ 2 
Don’t know ................................................................................................................... 3 

 
[ASK IF F8B = 1] [SINGLE-SELECT] [PROMPT] 
F8B_A: About how much do you and your household owe in past-due medical bills and medical bills that 
are being paid over time?  If unsure, please provide your best estimate. 

$____________ 
 □ Don’t know 

 
[ASK ALL][SINGLE-SELECT][PROMPT] 
F9: If you add up the money you and your household owe in total on credit cards, loans (not including 
your mortgage or student loans), and any past-due bills (not including medical bills), about how much 
would you say you owe? 
 

$0 
$1- $999 ...................................................................................................................... 1 
$1,000 - $4,999 ........................................................................................................... 2 
$5,000 - $9,999 ........................................................................................................... 3 
$10,000 – $19,999 ....................................................................................................... 4 
$20,000 - $29,999 ....................................................................................................... 5 
$30,000 - $49,999 ....................................................................................................... 6 
$50,000 – $74,999 ....................................................................................................... 7 
$75,000 - $99,999 ....................................................................................................... 8 
$100,000 or more ........................................................................................................ 9 
Don’t know .................................................................................................................. 10 
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[ASK ALL] [OPEN ENDED RESPONSE][RANGE=1-1000000] [PROMPT][SHOW F10 AND F11 ON THE SAME 
SCREEN] 
F10: If you added up the monthly payments on the items bulleted below, about how much would those 
be in total?  
 

• car loans or leases 
• student loans 
• installment loans 
• medical debt 
• credit cards that you are paying off over time  

 
If unsure, please provide your best estimate. 
 

$____________ 
 □ Don’t know 
 
 
[ASK ALL] [OPEN ENDED RESPONSE][RANGE=1-1000000] [PROMPT] 
F11: What is your monthly mortgage or rent payment? 
 
If unsure, please provide your best estimate. 
 

$____________ 
□ Don’t know 
□ Don’t pay rent or have a mortgage payment 

 
 [ASK ALL][MULTI-SELECT DOWN, SINGLE-SELECT ACROSS][RANDOMIZE, ANCHOR LAST 2 STUBS (BEGINNING 
WITH ‘OTHER’)][PROMPT IF ROW LEFT BLANK] 
F12: In the past 12 months, have you and your household used any of the following to borrow money?  
 

Mortgage loan (including payments on a current mortgage) ..................................... Yes No 
Home equity loan or line of credit .............................................................................. Yes No 
Home improvement loan ........................................................................................... Yes No 
Cash advance on a credit card .................................................................................. Yes No 
Line of credit (not a credit card) ................................................................................. Yes No 
Loan to buy a vehicle  ................................................................................................ Yes No 
Small business loan ................................................................................................... Yes No 
Salary advance or deposit advance from a bank ....................................................... Yes No 
Advance on your tax refund ....................................................................................... Yes No 
Payday loan or payday advance from a payday lender ............................................. Yes No 
Pay advance from employer ...................................................................................... Yes No 
Pawn loan .................................................................................................................. Yes No 
Auto title loan ............................................................................................................. Yes No 
Secured credit card ................................................................................................... Yes No 
Friends, family or co-workers..................................................................................... Yes No 
Overdrew a checking account intentionally  .............................................................. Yes No 
Rent to own ............................................................................................................... Yes No 
Other installment or personal loan ............................................................................. Yes No 
Other secured loan .................................................................................................... Yes No 
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[ASK IF F12=8,10 OR 11] [OPEN ENDED RESPONSE][RANGE 1-5000] 
F13: On average, how much do you borrow when you take out a payday loan, salary advance, or deposit 
advance? 
If unsure, please provide your best estimate. 
 

$____________ 
 □ Don’t know 
 
 
G- FINANCIAL STABILITY 
[DISPLAY] 
Now we’d like to ask you about some financial circumstances that households sometimes face. 
 
[ASK ALL][SINGLE-SELECT] 
G1: On a scale from 1 to 5, where 1 is very easy and 5 is very difficult, how easy is it for you to  predict 

next month’s income for your household?   
 

1 – Very easy ............................................................................................................... 1 
2 – Somewhat easy ..................................................................................................... 2 
3 – Neither easy nor difficult ........................................................................................ 3 
4 – Somewhat difficult ................................................................................................. 4 
5 – Very difficult ........................................................................................................... 5 

 
[ASK ALL][SINGLE-SELECT] [if marit status=1 or 6 show “we”, otherwise show “I” ] 
G2.  In the past 12 months, how often have you and your household had an unexpected expense crop 
up? 
  

At least a couple times each month ............................................................................. 1 
At least once a month .................................................................................................. 2 
Once every 2-3 months ............................................................................................... 3 
Once every 4-5 months ............................................................................................... 4 
1-2 times a year ........................................................................................................... 5 
I/we haven’t had any unexpected expenses ................................................................ 6 

 
[ASK ALL][SINGLE-SELECT] 
G3: How confident are you that you could come up with $2,000 if an unexpected need arose within the 
next month? 
 

Very confident .............................................................................................................. 4 
Somewhat confident .................................................................................................... 3 
Only slightly confident .................................................................................................. 2 
Not at all confident  ...................................................................................................... 1 
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[ASK ALL][RANDOMIZE, ANCHOR I WOULDN’T BE ABLE TO, OTHER, AND DON’T KNOW][SINGLE-
SELECT][PROMPT IF OTHER IS SELECTED BUT NOT SPECIFIED] 
G4: If you had one week to pay $600 for an emergency expense, such as a car repair or medical bill, 
where would you turn first to get the money?  
 

Put it on my credit card and pay it off in full at the next statement .............................. 1 
Put it on my credit card and pay it off over time ........................................................... 2 
Money currently in my checking or savings account, or on my prepaid or payroll 
card, or with cash ........................................................................................................ 3 
A bank loan or line of credit ......................................................................................... 4 
Borrowing against my home ........................................................................................ 5 
Borrowing from a friend or family member ................................................................... 6 
Use a payday loan, deposit advance, or overdraft ...................................................... 7 
Sell  some assets or investments ................................................................................ 8 
Pawn an item ............................................................................................................... 9 
Try to get a second job or more work hours ............................................................... 10 
Try to arrange to pay in installments ........................................................................... 11 
I wouldn’t be able to pay for the expense right now .................................................... 12 
Other (Please specify):___________________________ ......................................... 13 
Don’t know .................................................................................................................. 14 
 

[ASK IF G4 ≠ 12 OR 14] [OPEN ENDED][ IF SELECTED 13 PLEASE SHOW THE TEXT THEY 
SPECIFIED][PROMPT] 
G5: Why would [insert answer from G4] be the first place you turn? 
 
[ASK ALL][SINGLE-SELECT][PROMPT] 
G6: How long could your household make ends meet if you faced unemployment, a longer-term illness, 
job loss, economic downturn, or other emergency that caused a drop in income? 
 

Less than or equal to one week ................................................................................... 1 
More than one week but less than or equal to one month ........................................... 2 
More than one month but less than or equal to three months ..................................... 3 
More than three months but less than or equal to six months ..................................... 4 
More than six months but less than or equal to twelve months ................................... 5 
More than twelve months ............................................................................................ 6 
Don't know ................................................................................................................... 7 
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[ASK ALL][MULTI-SELECT DOWN, SINGLE-SELECT ACROSS] [RANDOMIZE][ANCHOR OTHER PROMPT IF YES 
SELECTED AND TEXT BOX LEFT BLANK][PROMPT IF ROW LEFT BLANK] 
G7: During the past 5 years, has your household experienced any of the following significant major life 
changes or financial events?  
  

You lost a job ............................................................................................................. Yes No 
You had your work hours and/or pay reduced ........................................................... Yes No 
Your spouse/partner lost a job ................................................................................... Yes No 
Your spouse/partner had their work hours and/or pay reduced ................................. Yes No 
Received an eviction or foreclosure notice ................................................................ Yes No 
Had to sell your home for less than what you owed on the mortgage ....................... Yes No 
Stopped making mortgage payments even though you could afford them, simply 
because your home became a bad investment (sometimes called walking away or 
a strategic default) ..................................................................................................... Yes No 
A business you owned had financial difficulty ............................................................ Yes No 
Had a health emergency ........................................................................................... Yes No 
Divorce ...................................................................................................................... Yes No 
Had a baby ................................................................................................................ Yes No 
Death of primary breadwinner ................................................................................... Yes No 
Had to use some of your savings to pay for bills and expenses ................................ Yes No 
Filed for bankruptcy ................................................................................................... Yes No 
Got married ................................................................................................................ Yes No 
Left home for the first time ......................................................................................... Yes No 
Had a child leave home ............................................................................................. Yes No 
Other (Please specify): _________________  .......................................................... Yes No 

 
[ASK ALL][SINGLE-SELECT ACROSS, MULTI-SELECT DOWN] 
G8: How do you feel about your financial situation in each of the following time frames? 
 
 Better The 

same 
Worse Don’t 

know 
How would you describe your current financial 
situation compared with one year ago? 

    

What do you expect your financial situation will 
be like one year from now? 

    

What do you expect your financial situation will 
be like five years from now? 
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[ASK ALL] [PROGRAM AS A GRIB, MULTI-SELECT DOWN SINGLE-SELECT ACROSS][PROMPT IF ANY ROW LEFT 
BLANK] 
 
G9: Suppose that someone were to offer you a certain payment today in return for doing something and a 
different amount if you waited six months to receive payment.  Which would you prefer for each of the 
following choices? For each pair of numbers below, state whether you would like the earlier, smaller 
payment or the later, larger payment. 
 
Please answer each combination by selecting one  box for each choice. 
 
Would you like to receive ____$75 today or ____$80 in six months 
Would you like to receive ____$70 today or ____$80 in six months 
Would you like to receive ____$65 today or ____$80 in six months 
Would you like to receive ____$60 today or ____$80 in six months 
Would you like to receive ____$50 today or ____$80 in six months 
Would you like to receive ____$40 today or ____$80 in six months 
Would you like to receive____ $30 today or____ $80 in six months 
 
[ASK ALL][SINGLE-SELECT] 
G10: Your credit score is a number that tells lenders how risky you are as a borrower.  It combines 
information from your credit record on whether you pay your bills on time, how much open credit you 
have, and your current credit use, such as car loans or a mortgage.   
Using a scale of 1 to 5 where 1 is “Very Poor” and 5 is “Excellent”, where do you think your credit score 
falls? 

1 – Very poor ............................................................................................................... 1 
2 – Poor ....................................................................................................................... 2 
3 – Fair ........................................................................................................................ 3 
4 – Good ...................................................................................................................... 4 
5 – Excellent ................................................................................................................ 5 
Don’t know ................................................................................................................... 9 
Didn’t know I had a score ........................................................................................... 99 

 
DEMOS 
[Display] 
There are just a few questions left.  Please keep in mind all answers are confidential. 
 
[ASK ALL][SINGLE-SELECT] 
X1: Were you born in the U.S.?      

 
Yes  ............................................................................................................................. 1 
No  ............................................................................................................................... 2 

 
 

[ASK IF I1=2][OPEN ENDED NUMERIC, RANGE 1-PPAGE] 
X2: How long have you lived in the U.S.?   

 
___ years 

 
[ASK ALL] 
X3: Are you [show if marit status = 1 or 6 or your spouse] serving in the Armed Forces, including the 
Reserves or National Guard?    

Yes  ............................................................................................................................. 1 
No  ............................................................................................................................... 2 
Don’t Know .................................................................................................................. 3 

 
                                   Page 24 of  25 
 



                                                                                                                                                                
 

 
CREDIT SCORE CONSENT 
 
This survey is being conducted on behalf of The Center for Financial Services Innovation (CFSI), a non-
profit organization with a mission to advance consumer financial health in America by shaping a more 
robust and innovative financial services marketplace with higher quality and more accessible products 
and services. They are interested in understanding how Americans manage their money day-to-day and 
for longer-term financial security, as well as how they interact with financial service providers.  The data 
collected in this survey will be used for research and analysis to help improve the products and services 
that financial services companies provide.  
 
To reach these objectives, we would like to link credit score data with the survey data to further enhance 
our learnings. Pulling your credit score range will not impact your credit score at all, and all data will 
remain anonymous; no personally identifiable information will be released.   Please also note that we will 
obtain your credit score range, not your actual credit score. 
 
As an extra thank you, we would like to provide an extra 10,000 survey points if you allow us to obtain 
your credit score range and related information today. 
 
If you choose to give consent, only your name, address and date of birth will be provided to LexisNexis 
Risk Solutions Bureau LLC and Experian in order to pull credit score data, after which all personally 
identifiable information will be eliminated from the data file prior to its return to GfK.   
 
Please check here to provide your consent to pull your credit score range, subject to the terms and 
conditions below:  □  
 

 
Yes  ............................................................................................................................. 1 
No ................................................................................................................................ 2 

 
 
Terms & Conditions 
I hereby authorize each of LexisNexis and Experian  to pull a report containing or using my “nonpublic 
personal information” as that term is defined under the Gramm-Leach-Bliley Act (15 U.S.C. § 6801, et 
seq.).  
 
Your privacy is important.  All data from this survey will be used in accordance with the current Privacy 
Statement for KnowledgePanel® Members available at http://join.knpanel.com/privacy2.html.   
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