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1.0 INTRODUCTION 

In response to the dearth of banking services options for the low-income households it serves, 

FINANTA applied for and received a grant from the Barra Foundation to explore alternative 

financial services delivery options, conduct a financial services needs assessment, and produce a 

feasibility study to weigh approaches. The report that follows defines the focus areas analyzed 

and then presents and narrates information on the demographic, economic, and housing 

characteristics in those focus areas.    

1.1 DEFINING THE FOCUS AREAS 

ESI identified two FINANTA focus areas within the City of Philadelphia for this study, one in North 

Philadelphia and the other in Southwest Philadelphia. Working with FINANTA, ESI established 

the North Philadelphia focus area following the same boundaries as had been created for the 

organization’s previous draft application to the National Credit Union Association (NCUA). Those 

boundaries encompass census tracts as far south as Vine Street and north to West Godfrey 

Street. The western boundaries go no further than Broad Street while the eastern boundaries 

primarily follow North Front Street. The Southwest focus area, a community that FINANTA has 

begun to work closely with since 2011, was defined as census tracts within the boundaries of the 

19142 and 19143 zip codes.  

 

 
Source: ArcMap (2018), ESI (2018) 
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2.0 DEMOGRAPHICS 

2.1 INTRODUCTION 

This demographic analysis is an important and foundational part of understanding the financial 

needs of FINANTA’s focus areas, in that it provides background information on the households 

served by FINANTA in terms of race/ethnicity, income level, and homeownership status. ESI 

used the boundary definitions described in Section 1 to analyze demographic and economic 

indicators at the census tract level, using data from the U.S. Census 5-Year American Community 

Survey (2011-2015). These indicators were also mapped using ESRI ArcMap to understand the 

spatial distribution of demographic and economic trends in the focus areas. 

2.2 DEMOGRAPHIC OVERVIEW  

The first FINANTA focus area encompasses 35 census tracts in North Philadelphia with more 

than 143,000 people, or about nine percent of Philadelphia’s total population. However, the area 

differs from Philadelphia as a whole in numerous important ways. The median household income 

and median home value are both lower, while the poverty rate and unemployment rate are both 

higher than the city average. Residents are much more likely to be Latino, and more likely to have 

limited English proficiency (approximately 20 percent of the population has limited or no English 

proficiency compared to the city’s 10 percent estimate) (see Table 2.1).   

 

The second FINANTA focus area in Southwest Philadelphia covers 20 census tracts with a total 

population of approximately 82,000. In this area, median household income, median home value, 

the unemployment rate, and to a lesser extent the poverty rate is comparable to that of the North 

Philadelphia focus area. The Southwest focus area, however, has a predominantly African and 

African American population with very few Latino residents. Limited English proficiency is much 

less of an issue in the Southwest focus area than in North Philadelphia focus area.  
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TABLE 2.1 – FINANTA FOCUS AREAS1 DEMOGRAPHICS  

Metric 
N Philadelphia 

Focus area 

SW 
Philadelphia 

Focus area 

City of 
Philadelphia 

Total Population 143,096 82,240 1,555,072 

Number of Households 46,261 37,354 581,050 

Median Household Income $27,031 $29,700 $38,253 

Percent of Population in Poverty 39.8% 32.9% 26.4% 

Civilian Unemployment Rate 20.4% 19.7% 8.3% 

Percent Owner-Occupied 46.9% 51.3% 52.6% 

Percent Renter-Occupied 53.1% 48.7% 47.4% 

Median Home Value $86,500 $77,900 $145,300 

Race & Ethnicity  

White Alone 25.1% 11.3% 41.7% 

Black Alone 41.8% 80.4% 42.8% 

American Indian Alone 0.9% 0.3% 0.3% 

Asian Alone 6.8% 4.4% 6.9% 

Pacific Islander Alone 0.6% 0.0% 0.1% 

Some Other Race Alone 21.4% 0.6% 5.6% 

Two or More Races 3.4% 3.0% 2.7% 

Latino Origin (Any Race) 42.2% 2.6% 13.4% 

Foreign-Born Population 13.0% 12.0% 12.7% 

Percent of Population with Limited English Proficiency 19.5% 5.2% 10.2% 
Source: 5-Year American Community Survey (2011-15) 

 

 

These demographic metrics vary across different parts of the focus areas. For example, the 

southern portion of the North Philadelphia focus area includes parts of Northern Liberties, which 

has gentrified in recent years, and has a different demographic profile than other parts of the 

focus area. Broken into four, equal-sized distributions, the following maps show that there are 

clear differences in the demographic context between the Northern, Central, and Southern 

sections of the North Philadelphia focus area. We have applied those same quartile ranges for 

each metric to the rest of Philadelphia. Note that the grayed-out census tract in the North 

Philadelphia area on the maps represents Hunting Park, which has no residents.  

2.3 LATINO AND FOREIGN-BORN POPULATION  

In the North Philadelphia focus area, the greatest concentration of Latino residents is right in the 

center, with lower proportions as you move to the southern and northern boundaries (see Figure 

2.1).   

                                                
 
1 As described in the boundaries of the proposed federal credit union. 
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FIGURE 2.1 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS: PERCENTAGE OF POPULATION LATINO 

 
Source: 5-Year American Community Survey (2011-15) 

 

 

The Southwest focus area is predominantly African and African American and a very small 

percentage of its population identifies as Latino (see Figure 2). 

 

 

FIGURE 2.2 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS: PERCENTAGE OF POPULATION LATINO 

 
Source: 5-Year American Community Survey (2011-15) 
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The percentage of the population that is foreign-born in the North Philadelphia focus area does 

not fully correlate with the percentage of the population that is Latino. The area with the largest 

percentage of foreign-born residents within the boundaries of this focus area is the northwest 

portion (Figure 2.3). 

 

FIGURE 2.3 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

PERCENTAGE OF POPULATION WHO ARE FOREIGN-BORN 

 
Source: 5-Year American Community Survey (2011-15) 

The higher proportions of the foreign-born population of the Southwest focus area’s census tracts 

are in the southern region (see Figure 2.4). 

 

FIGURE 2.4 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

PERCENTAGE OF POPULATION WHO ARE FOREIGN-BORN 

 
Source: 5-Year American Community Survey (2011-15) 
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We define limited English proficiency as people who, according to the American Community 

Survey, speak English less than “very well.” Figure 2.5 shows a notable concentration of 

residents with limited English proficiency in the middle of the North Philadelphia focus area. 

 

 

FIGURE 2.5 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

PERCENTAGE OF POPULATION WHO SPEAK ENGLISH LESS THAN “VERY WELL” 

 
Source: 5-Year American Community Survey (2011-15) 
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In Figure 2.4 we see a higher proportion of the foreign-born population in the southern region of 

the focus area, which potentially correlates with the clustering of census tracts with a higher 

proportion of the limited English proficiency population in the southern region as well (see Figure 

2.6). 

 

FIGURE 2.6 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

PERCENTAGE OF POPULATION WHO SPEAK ENGLISH LESS THAN “VERY WELL” 

 
Source: 5-Year American Community Survey (2011-15) 
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2.4 INCOME AND EMPLOYMENT  

Median household income follows much the same grouping as the poverty rate in the North 

Philadelphia focus area (see Figure 2.7).   

 

FIGURE 2.7 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

MEDIAN HOUSEHOLD INCOME 

 
Source: 5-Year American Community Survey (2011-15) 

 

 

Median household income for the Southwest area remains lower than the city’s median 

household income of $38,253. More than half of the 20 area tracts’ median household income is 

less than $30,300 (see Figure 2.8). 
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FIGURE 2.8 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

MEDIAN HOUSEHOLD INCOME 

 
Source: 5-Year American Community Survey (2011-15) 

 

Poverty rates in the North Philadelphia area show wide variation, ranging from 5 percent to 65 

percent depending upon the particular census tract (see Figure 2.9). 

 

FIGURE 2.9 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

PERCENTAGE OF POPULATION IN POVERTY 

 
Source: 5-Year American Community Survey (2011-15) 
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Poverty rates in the Southwest Philadelphia area vary from 11.5 percent to 53 percent. Of the 20 

census tracts in this area, more than half of the area tracts’ poverty rate is above the city’s 

poverty rate of 26.4 percent (see Figure 2.10). 

 

FIGURE 2.10 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

PERCENTAGE OF POPULATION IN POVERTY 

 
Source: 5-Year American Community Survey (2011-15) 

The unemployment rates in the North Philadelphia area are generally higher than the surrounding 

neighborhoods. The census tracts located in the center of the area have particularly high 

unemployment rates of over 54 percent (see Figure 2.11). 

 

FIGURE 2.11 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

UNEMPLOYMENT RATE 

 
Source: 5-Year American Community Survey (2011-15) 
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The unemployment rates in the Southwest Philadelphia area are generally lower than the North 

Philadelphia area.  However, the unemployment rates in many census tracts within this area are 

higher than those of the surrounding neighborhoods (see Figure 2.12). 

 

FIGURE 2.12 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

UNEMPLOYMENT RATE 

 
Source: 5-Year American Community Survey (2011-15) 

 

2.5 HOMEOWNERS AND HOUSE UNITS  

The distribution of median home value shows perhaps the strongest clustering in the North 

Philadelphia area, showing significantly lower home values right in the center of the area (see 

Figure 2.13). While the median home value across the North Philadelphia area is greater than in 

the Southwest area, that value is skewed by the high home values associated with the southern 

portion of the area. Despite these high home values across the southern portion, the 

concentration of homes with an estimated value less than $58,600 shows a wide range in the 

home values in this area.  
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FIGURE 2.13 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

MEDIAN HOME VALUE 

 
Source: 5-Year American Community Survey (2011-15) 

 

There is also a cluster of median home value in the central and south regions of the Southwest 

area that is less than $76,800. While the overall median home value is less than in the North 

Philadelphia area, there is less variability in home values in this area (see Figure 2.14). 

 

FIGURE 2.14 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

MEDIAN HOME VALUE 

 
Source: 5-Year American Community Survey (2011-15) 
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The percentage of occupied housing units that are owner-occupied in the North Philadelphia area 

has less clustering than other demographic variables (see Figure 2.15). 

 

FIGURE 2.15 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

PERCENTAGE OF OCCUPIED HOUSING UNITS THAT ARE OWNER-OCCUPIED 

 
Source: 5-Year American Community Survey (2011-15) 

 

There appears to be some variation in homeownership proportions in the Southwest area, as 

there is a mix of some census tracts with lower and higher proportions of homeownership (see 

Figure 2.16). 
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FIGURE 2.16 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

PERCENTAGE OF OCCUPIED HOUSING UNITS THAT ARE OWNER-OCCUPIED 

 
Source: 5-Year American Community Survey (2011-15) 

 

2.6 CONCLUSION  

A demographic overview of the focus areas served by FINANTA in North Philadelphia and 

Southwest Philadelphia underscore the high poverty of these parts of the city, although there is 

considerable variation in household income, unemployment rates, and house values within these 

areas. Both areas have high minority populations, predominantly Latino in North Philadelphia and 

predominantly African and African American in Southwest Philadelphia. These data points, at a 

high level and also at a granular level, are an important base of information from which to 

understand present banking needs as well as potential banking solutions. 
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3.0 BANKING ANALYSIS 

3.1 INTRODUCTION 

The demographic analysis from the previous section demonstrates the underlying challenges and 

opportunities that the focus areas have. The banking analysis that follows is a complementary 

and foundational part of the financial services needs assessment in that it provides background 

information on home lending activity, business lending activity, and branch locations in the 

neighborhoods served by FINANTA.  .    

3.2 METHODOLOGY 

Home lending was analyzed using 2016 Home Mortgage Disclosure Act (HMDA) data obtained 

from the Federal Financial Institutions Examination Council (FFIEC), which collects data annually 

from lenders. Detail about each home loan application in the City of Philadelphia was collected in 

order to compare the selected focus areas to Philadelphia.  

 

Business lending was downloaded from the FFIEC website. The Community Reinvestment Act 

aggregated public data on small business lending by census tract and financial institution was 

used to analyze the business lending in the FINANTA focus areas.  

 

Bank location data, available from the Federal Deposit Insurance Corporation (FDIC), is used to 

locate all bank locations within Philadelphia, and more specifically, within FINANTA focus areas 

in North Philadelphia and Southwest Philadelphia. 

 

3.3 HOME LENDING 

HMDA Loan information shows that the residents within the FINANTA focus areas experience 

higher denial rate than citizens in the rest of the city, and this is true across all racial and ethnic 

categories. Also, fewer residents in these areas are applying for loans. The loan application 

average is 18 per 1,000 households within North Philadelphia and 19 per 1,000 households in 

Southwest Philadelphia, compared to the city’s 29 applications per 1,000 residents average (see 

Table 3.1).  
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TABLE 3.1 – FINANTA FOCUS AREAS2 BANKING METRICS  

Metric 
N Philadelphia 

Focus  Area 
SW Philadelphia 

Focus  Area 
City of 

Philadelphia 

Applications 1,746 1,072 31,976 

Denials 529 395 7,698 

Denial Rate 30.3% 36.8% 24.1% 

Loans Originated 831 433 17,029 

Prime Loans 765 384 15,920 

Subprime Loans 66 49 1,109 

Total Loan Amount ($M) $176.1  $121.4  $3,360.0  

White Denial Rate 16.7% 19.6% 16.4% 

Black Denial Rate 37.2% 43.7% 34.1% 

Latino Denial Rate 37.0% 28.6% 26.9% 

Asian Denial Rate 29.7% 30.8% 22.3% 

Source: Home Mortgage Disclosure Act (HMDA) data (2016) 

 

 

The number of home loans per 1,000 households ranges from 0 to 102 in the census tracts in the 

North Philadelphia focus area. The number of home loans is highest in the census tracts closest 

to Center City, while fewer than five home loans per 1,000 households were made to residents in 

the middle of the North Philadelphia focus area, which is more predominantly Latino than the 

northern or southern parts (see Figure 3.1).   

 

FIGURE 3.1 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS: HOME LOANS PER 1,000 HOUSEHOLDS 

 
Source: Federal Financial Institutions Examination Council (2017) 

                                                
 
2 As described in the boundaries of the proposed federal credit union. 
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In the Southwest Philadelphia focus area, the number of home loans was highest in the census 

tracts closest to University City. There was slightly less home loan activity in the Southwest focus 

area than the North Philadelphia focus area (see Figure 3.2). 

 

FIGURE 3.2 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS: HOME LOANS PER 1,000 HOUSEHOLDS 

 
Source: Federal Financial Institutions Examination Council (2017) 

 

The home loan denial rate ranged from 8 to 75 percent in the North Philadelphia focus area but 

was lowest in the census tracts closest to Center City (see Figure 3.3). 
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FIGURE 3.3 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS: HOME LOAN DENIAL RATE 

 
Source: Federal Financial Institutions Examination Council (2017) 

 

 

Within the Southwest Philadelphia focus area, the denial rate ranged from 0 to 63 percent, and 

was lower in areas near University City. (see Figure 3.4). 

 

FIGURE 3.4 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS:  

HOME LOAN DENIAL RATE 

 
Source: Federal Financial Institutions Examination Council (2017) 
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3.4 BUSINESS LENDING  

Another key metric in analyzing banking activity within a neighborhood is the number of business 

loans per 1,000 households. Business lending activity was highest in the census tracts closest to 

Center City, where between 68 and 195 business loans were approved for every 1,000 

households (see Figure 3.5). 

 

FIGURE 3.5 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS: BUSINESS LOANS PER 1,000 HOUSEHOLDS 

 
Source: Federal Financial Institutions Examination Council (2017) 

 

In the Southwest Philadelphia focus area, the results showed that the areas with the lowest 

median income and highest home loan denial rate had the largest number of business loans per 

1,000 households (see Figure 3.6). 
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FIGURE 3.6 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS: BUSINESS LOANS PER 1,000 HOUSEHOLDS 

 
Source: Home Mortgage Disclosure Act (HMDA) data (2016) 

 

 

3.5 FDIC LOCATIONS 

Mapping all FDIC banks across the City of Philadelphia shows that there are 14 branch locations 

within the North Philadelphia focus area. That results in 0.10 bank branches per 1,000 residents. 

In contrast, the city’s average is approximately double that, at 0.18 branches per 1,000 residents. 

For the Southwest Philadelphia focus area, there are 3 branch locations, or an even lower 

penetration rate of 0.04 bank branches per 1,000 residents (see Figure 3.7).   
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FIGURE 3.7 – FDIC LOCATIONS IN THE CITY OF PHILADELPHIA 

 
Source: Federal Deposit Insurance Corporation (2016) 

 

 

 

Table 3.2 shows a further breakdown of the types of banks that are located in each respective 

focus area, and bank deposits as of June 30, 2017. In the North Philadelphia Focus Area, there 

are seven unique FDIC banks in the area, where the top two banks with largest sum of deposits 

are PNC Bank and Wells Fargo. In the SW Philadelphia Focus Area, there are three unique FDIC 

banks, where the bank with the highest sum of deposits is Beneficial Bank. 
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TABLE 3.2 – TOTAL DEPOSITS OF BANKS BY FOCUS AREAS AS OF 6-30-17 

Bank 
Number of Bank 

Branches 
Total Sum of Deposits as 

of 6-30-17 ($M) 

North Philadelphia Focus Area 14 $640.8 

PNC Bank 5 $311.1 

Wells Fargo Bank 3 $138.4 

Hyperion Bank 1 $70.6 

Santander Bank 2 $44.3 

Royal Bank America 1 $30.8 

TD Bank 1 $29.6 

Branch Banking and Trust Company (BB&T) 1 $16.0 

SW Focus Area 3 $67.9 

Beneficial Bank 1 $47.9 

Santander Bank 1 $14.4 

Manufacturers and Traders Trust Company 1 $5.7 

Total 17 $708.8 

Source: Federal Deposit Insurance Corporation – Branch Office Deposits Dataset (2017) 

 

3.6 CONCLUSION 

Publicly available FFIEC and FDIC data enables a review of home lending, business lending, and 

branch location activity throughout the city. By isolating activity in the focus areas, we can see 

clearly that these communities are underserved in these ways. Of particular interest is the 

significant disparity in home loan applications – 18 per 1,000 households in North Philadelphia 

and 19 per 1,000 households in Southwest Philadelphia, as opposed to 29 per 1,000 households 

citywide – which suggests not only a gap in banking activity but also a need for supportive 

services to help households participate more fully in accessing credit and building wealth.  

 



 
 

 

  

Econsult Solutions   |   1435 Walnut Street, 4th floor |   Philadelphia, PA 19102   |   215.717.2777   |   econsultsolutions.com 

 

 

 
 23 FINANTA| FINANCIAL SERVICES NEEDS ASSESSMENT | REPORT 

 

 

4.0 CASE STUDIES 

4.1 INTRODUCTION 

Research into best practices and case studies of how other organizations serve similar 

populations in other locations is an important and foundational part of that work, in that it provides 

context for how other institutions are filling the financial services gaps in their communities and 

offers lessons for how FINANTA should address the needs of their community.  

 

4.2 INTENTIONS 

As FINANTA determines the type of financial services that are best suited for its focus areas, ESI 

sought to gain an understanding of organizations similar to FINANTA and the type of financial 

services it offers to its focus areas. Specifically, we wanted to gain a deeper understanding of 

alternative financial services delivery models. ESI looked into why these organizations were 

established and why they chose to offer specific financial services such as personal microlending 

or deciding to establish a credit union. We also wanted to learn specifically the barriers they faced 

in establishing and delivering their financial services, and the major barriers their focus area 

population faces in accessing any type of financial services.  

 

4.3 METHODOLGY 

ESI selected the four case studies through an initial list of organizations provided by FINANTA. 

We then sought to gain an understanding of how these organizations are similar to FINANTA in 

services offered, and if they have services that FINANTA did not provide, such as established 

banking partnerships for financial services or personal microlending services. If the organization 

is a credit union, ESI also looked into the year the credit union was established, since more 

restrictions on chartering a credit union were placed after the 2007 recession.  

In order to select the case studies, ESI developed a rubric to determine which organizations best 

exemplify the type of services and partnerships that FINANTA is seeking to establish or if they 

were similar to FINANTA in the type of services it offers. These criteria include: 

● Established banking partnerships for financial services 

● Personal microlending 

● Similar to FINANTA in services offered: 

o Credit building 

o Technical assistance 

o Business training 
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o Homeownership counseling 

o Incubator space 

● Year organization was founded  

● Empowerment Zone (Y/N) 

● Credit union (Y/N) 

 

In addition to the rubric that was developed, ESI looked into whether these organizations were 

intentional about offering bilingual services, as FINANTA’s North Philadelphia focus area is 

mostly Spanish speaking.  

Based on the rubric and organizations that FINANTA requested ESI to look into, we selected four 

case studies: Capital Good Fund, West End Neighborhood House, CommunityWorks, and 

Community Check Cashing. These organizations were chosen to showcase the variety of 

financial services including: a credit union established after the 2007 recession (Community 

Works), personal microlending services (Capital Good Fund and Community Check Cashing), 

and established banking partnerships (West End Neighborhood House). These case study 

organizations are also intentional about offering bilingual services to its service populations or 

partnering with social service organizations to provide bilingual services. 

ESI then emailed these organizations to request an interview to learn more about them. From 

November 2017 to December 2017, ESI staff conducted a 30-minute phone interview with each 

organization to learn about why the organization was established, why they offered these types of 

financial services, barriers they faced in establishing services, major barriers their focus area 

population face, and how they advertise and reach out to their focus area despite these barriers. 

For most of the organizations, ESI spoke to the founding persons of the organizations or key staff 

that were critical in establishing the services within the organization. ESI interviewed the following 

staff from their respective organization: 

● Capital Good Fund: Andy Posner, Founder/CEO 

 

● West End Neighborhood House: Paul Calistro, Executive Director 

 

● CommunityWorks: Deborah McKetty, President and CEO, Kerri Smith, Manager of 

CommunityWorks Federal Credit Union 

 

● Community Check Cashing: Daniel Leibsohn, Founder/CEO 

 

4.4 PROFILED ENTITIES 

Capital Good Fund (CGF) is a CDFI that provides a number of personal loan products that 

ranges from emergency loans, immigration, auto, and weatherization, as an alternative affordable 

lender to payday lending.  CGF also provides financial coaching to help people develop pathways 



 
 

 

  

Econsult Solutions   |   1435 Walnut Street, 4th floor |   Philadelphia, PA 19102   |   215.717.2777   |   econsultsolutions.com 

 

 

 
 25 FINANTA| FINANCIAL SERVICES NEEDS ASSESSMENT | REPORT 

 

 

out of poverty. It is based in Rhode Island and has since expanded its financial services to 

Massachusetts, Florida, and Delaware. 

 

West End Neighborhood House (West End) is a non-profit based in Wilmington, Delaware, that 

helps low to moderate-income individuals achieve self-sufficiency and economic independence. 

West End achieves this mission through partnering with a number of partnerships with local and 

state organizations.  

 

CommunityWorks (CW) is a CDFI and Community Development Federal Credit Union based in 

Greenville, South Carolina. Its mission is to serve underserved families and communities through 

financial education, lending, and investing.  

 

Community Check Cashing is a check cashing service developed from the non-profit 

Community Development Finance based in Oakland, California. It serves as an alternative 

payday lender by providing affordable interest rates to payday loan and minimal fees in cashing 

checks. It also provides financial coaching for its personal lending services. 

 

FIGURE 4.1 – PROFILED ENTITIES 

 
Source: Econsult Solutions (2017) 

 

 

 



 
 

 

  

Econsult Solutions   |   1435 Walnut Street, 4th floor |   Philadelphia, PA 19102   |   215.717.2777   |   econsultsolutions.com 

 

 

 
 26 FINANTA| FINANCIAL SERVICES NEEDS ASSESSMENT | REPORT 

 

 

4.5 CAPITAL GOOD FUND 

BACKGROUND 

Capital Good Fund was founded by Andy Posner after the 2008 financial crisis to provide 

equitable financial services in order to create economic opportunity for low-income Americans 

and attempt to break the cycle of poverty. Specifically, Posner recognized a heavy presence and 

negative effects of predatory lending while he was studying at Brown University and sought to 

provide better financial services to create pathways out of poverty. He built Capital Good Fund off 

of the business microlending model started by Muhammad Yunus. However, as Posner began to 

work more with the Latino community in Rhode Island and other nonprofit organizations, he saw a 

need for more personal loan products, specifically, lending to cover the cost of immigration and 

citizenship applications. Capital Good Fund started in Rhode Island but expanded to 

Massachusetts, Florida and Delaware in 2016 as part of their scaling efforts. CGF provides small 

loans (as an alternative to payday loans) and financial coaching heavily targeting predatory 

lending with a focus on immigrant populations.  

LESSONS LEARNED 

As Capital Good Fund expands its online lending services to other states, it faces many 

regulatory hurdles that are set by each state. For instance, CGF decided not to expand to 

California, due to the high cost and lengthy time it takes to become a lender in this particular 

state. Rather, Capital Good Fund focuses on states that have minimal regulations to 

compete with payday lenders in the area.  

Due to setting best practices of establishing lending guidelines from the screening process to loan 

deployment, CGF has been able to minimize its costs of screening potential applicants, allowing 

them to spend time on working with applicants to get their loan applications approved. As part of 

its business model, CGF also takes advantage of the minimal regulations set in the states where 

they lend in, by setting interest rates on the size of the loan. They are unable to do this in states 

where this is prohibited.  

Capital Good Fund’s model serves the underbanked, thus the barriers it seeks to address are 

different from barriers the unbanked population faces. Andy Posner, CEO of Capital Good Fund, 

stated that convenience, cost, and comfort are major barriers their target market faces in 

accessing personal lending products. In addition, since Capital Good Fund only has an online 

presence in the three states it expanded to, their target market generally must have access to the 

internet and a computer. Therefore, its model works in competing in the volume and speed of 

processing personal loans with payday lenders, but does not address unbanked populations or 

populations with limited access to technology.   
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4.6 WEST END NEIGHBORHOOD HOUSE/FRANKLIN MINT 

BACKGROUND 

West End Neighborhood House is a social service organization whose mission is to “help 

individuals achieve self-sufficiency, reach and maintain their maximum potential, and live 

responsibly and harmoniously in a healthy community and complex world.”  As a social service 

organization, West End achieves economies of scale through numerous partnerships in order to 

facilitate its many programs. West End offers more than just financial services programs; their 

offerings include programs in education, employment, and housing. Since its mission is to help 

individuals in its focus area achieve self-sufficiency, financial empowerment is one tool that West 

End uses to advance its mission.  

Founded in 1883, West End Neighborhood House helps Delawareans become financially self-

sufficient and supports local business owners and entrepreneurs. The organization provides 

services for education, employment, youth and families, financial services, and housing through 

numerous programs including its $tand By Me Program, Family Resources Program, and Loan 

Programs. Major funding partners include United Way of Delaware, Bank of America, Citizens 

Bank, FHL Bank, HSBC, JP Morgan Chase, and Wells Fargo Regional Foundation. Certain 

partners play key roles in the facilitation of West End’s many programs. The EPA Environmental 

Job Training Program is a product of a partnership between West End Neighborhood House, 

Delaware Technical Community College, BrightFields Environmental Services, the Delaware 

Department of Natural Resources and Environmental Control, and the City of Wilmington. 

LESSONS LEARNED 

West End Neighborhood House is a very well established nonprofit in the neighborhood, so it has 

a deep understanding of the needs of their particular community. It recently began formalizing its 

financial services four to five years ago after seeing the growing need for capital and technical 

assistance for businesses and people in its community. West End relies on the strategic use of 

partnerships to deliver its financial services. It also uses the high density of financial institutions in 

Wilmington to its advantage to seek partnerships and funding.  

The Executive Director of West End emphasizes the process of establishing high quality 

partnerships, which includes ensuring that partnerships are mutually beneficial and 

mission aligned. This also includes establishing clear and definitive roles for each partner 

involved with the particular program. Similar to the other case studies, West End cites 

convenience as a barrier its community faces, as people would rather pay the high fees of check 

cashing services to access their funds immediately. West End helps to address this barrier by 

offering financial coaching services and personal lending to compete with payday lenders through 

the $tand By Me Program and Statewide Loan Deposit Program.  
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West End’s model works to distribute the burden of implementing and funding programs through 

partnerships. While it is not specifically a financial services organization, it has a long standing 

relationship with the community and an established presence, so it is able to seek out quality 

partnerships. Most of the partnership building has been done through the Executive Director, so 

this model relies on having leadership that is able to seek out and develop quality partnerships.   

 

4.7 COMMUNITYWORKS  

BACKGROUND 

CommunityWorks (CW) is a CDFI based in South Carolina. It was first established as Greenville 

Housing in 2008, a local housing trust fund created from a partnership between United Way of 

Greenville County, Greenville County Redevelopment Authority, and the city of Greenville. The 

original focus of the organization was to create affordable housing in Greenville’s low-income 

communities. It expanded to further support communities through education, lending, and 

investing in 2010 in response to people affected by the 2007 recession, and recently chartered a 

Credit Union in 2014.  

Community Works established the first federally chartered credit union in over 15 years in South 

Carolina. The creation of a federal credit union came from their 2014-17 Strategic Plan, after 

conducting a community needs and resources analysis – the analysis supported the case for a 

regional CDFI in the area. It is also a Community Development Federal Credit Union (CDCU), 

specializing in helping people meet their financial goals regardless of their financial history. The 

credit union serves as an alternative to predatory lenders and helps transition families back into 

formalized banking services. 

LESSONS LEARNED 

CommunityWorks faced many regulatory hurdles in chartering a credit union post-recession, but 

had a number of factors that contributed to its successfully chartering. CommunityWorks had a 

key partnership with United Way, where United Way provided funding and support for the 

chartering. The Board also provided support and resources. As mentioned before, 

CommunityWorks also found that in their strategic plan, it was needed in the community, so there 

was strong evidence to have a credit union in South Carolina. 

The major challenge CW faces in running a credit union is managing the operations, which 

requires having staff with institutional knowledge on how credit unions operate. The credit union 

also initially faced great restrictions when it began, where the NCUA restricted the amount people 

can have in the savings account, and how much CW can lend. Through consistent 

communication and regular on-site meetings with staff from the NCUA, CW was able to get out of 

the restrictive terms. CW also mentioned that the business lending services it provides outside its 
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credit union do not compete with the personal lending services it provides in the credit union, as 

they are different markets. Instead, the minimal regulatory landscape of South Carolina does not 

work in CW’s favor, as it has to compete with payday lenders that have greater capacity and 

volume to deploy payday loans.  

The CEO mentioned that in hindsight, it would have been easier to partner with an existing 

large credit union such as Self Help, to provide the services they sought to develop. 

However, CommunityWorks’ advice to organizations seeking to charter a credit union is to: 

 Go in strong and well-funded through grants and other funding support 

 

 Develop a three to five year break even period for the credit union 

 

 Develop a consistent grant/funding support. 

The major barriers that CommunityWorks cited for its focus area are debt, poor credit, and an 

abundance of predatory lending. The credit union was established in response to these barriers, 

in order to help local residents enter into formalized banking services and establish credit to break 

out of poverty. CommunityWorks’ model works if it is determined that there is a strong need for a 

credit union in the area, and if the organization is well-funded and equipped to handle the 

regulatory hurdles to charter a credit union. CommunityWorks began well-funded and had the 

support it needed to charter a credit union in its area. If that is not feasible, CommunityWorks also 

expressed a desire to partner with a credit union instead to develop financial services to provide 

back office support due to the large operational challenges of managing credit unions. 

 

4.8 COMMUNITY CHECK CASHING 

BACKGROUND 

Community Check Cashing, established in 2009, is a part of Community Development Finance 

based in Oakland, California. The mission of Community Development Finance is to assist low-

income and very low-income household, communities, and businesses with increased access to 

capital and financial literacy by offering below-market rate financial services and products to 

underserved and unbanked people in those communities. Its mission is also to create new 

partnerships and assist other institutions in increasing access to capital in these neighborhoods.  

The founder of Community Development Finance, Daniel M. Leibsohn, started this non-profit in 

1998, after working with low-income neighborhoods. He spent over a decade analyzing non-bank 

financial service markets, e.g., check cashing and payday lending, and created a business plan 

for a non-profit alternative.  
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“The operation started slowly, with just check-cashing and wiring money. We didn’t have the 

financial capacity to take on the risk,” Leibsohn said. When the lending began, Leibsohn paired it 

with what he calls financial coaching, requiring it for larger installment loans. “We walk somebody 

through a detailed budget, to create a cash flow for people to determine payment,” Leibsohn 

explained. “People say, ‘I never knew what was going on.’ This coaching is built into the 

underwriting of the loan, meaning that it would likely comply with the new CFPB rules.”  

“One of the things we’ve found is people understand it’s a bargain, and if they mess up they’re 

not going to have access to it,” Leibsohn said. “It’s not because we’re so wonderful, although I’d 

love to think so.” 

LESSONS LEARNED 

Community Check Cashing was developed from decades of research conducted by the founder, 

and was specifically created in response to the focus area’s distrust of banks. The founder cited 

that people would rather pay higher fees to cash checks than use a bank, due to fear and distrust 

of using banks. Community Check Cashing’s physical presence in the neighborhood helps 

to build trust in the community to access and use these services. The founder cited that in-

person communication is critical to building trust in having people use its financial services either 

through financial coaching or other services. 

The key issues that founder Daniel Leibsohn faced in setting up the organization were location, 

volume, and competition. He focuses heavily on making enough loans and cashing enough 

checks to maintain financial sustainability. He also developed unique revenue streams in making 

the business sustainable such as having a bitcoin ATM at the store, and contracting with low-

income housing developments to provide financial coaching.  

The success of the Community Check Cashing model is dependent on the volume of loans. Since 

Community Check Cashing has only one physical location, it struggles to have the volume of 

loans it needs and has to rely on multiple revenue streams in order to make the business 

sustainable. The model also works to help build trust in the community by focusing on in-person 

financial coaching, but does not appear to address the issue/barrier of helping people enter into 

formalized banking services. 

 

4.9 CONCLUSION 

Each of the case studies we examined was attempting to fill slightly different niches within their 

communities, but all with the ultimate goal of improving financial literacy and introducing their 

targeted audience to a greater familiarity with traditional financial services. For example, 

Community Check Cashing offers a service that its community is already familiar with—check 

cashing—but offers lower rates and also creates an opportunity for the institution to build trust 

with its users and introduce them to other more long-term financial services. On the other hand, 
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the Capital Good Fund offers more transactional services (with heavy marketing to online users) 

with the goal of allowing its underbanked target audience to be in the best position possible to be 

approved for a loan. The CommunityWorks Credit Union model has been a success because of 

strong support from neighboring community institutions such as United Way, but its CEO 

acknowledged the high barrier to entry means that other options such as strong partnerships with 

existing financial services may be a better option for many organizations.   

All of these models could be applicable to some portion of the residents who FINANTA serves. 

There are important lessons to be learned from each model regarding the importance of a 

physical presence to build community trust, how to broaden reach through online presence, and 

the role of partnerships with other financial institutions and community-based organizations in 

creating a successful program. The menu of options outlined in these case studies, paired with 

the demographic and banking analyses, as well as the results of the community stakeholder 

survey, will inform which types of services we will ultimately recommend in the gap analysis and 

how FINANTA might offer those services. 
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5.0 HOUSEHOLD SURVEY RESULTS3 

5.1 INTRODUCTION 

The following section includes the data and relevant findings which will contribute to the 

subsequent financial services gap analysis, feasibility study and RFP that ESI will develop will 

inform FINANTA about the financial services needed, the most efficient delivery mechanism, and 

the development of strategic program plans.  These results will also help FINANTA to mobilize 

and coordinate the most effective way to fill the void of financial services for the targeted 

population, thus increasing their financial well-being by providing an opportunity to exercise safe, 

smart, everyday banking services.   
 

This part of the FINANTA community financial services assessment was a collaboration between 

Econsult Solutions, Inc. (ESI), Temple University, School of Social Work (TUSSW) and 

International Women Consultants Partnership (IWCP), collectively referred to in this memo as the 

“Consultants.” The purpose of the assessment was to evaluate the specific needs of residents of 

the north Philadelphia region in relation to accessible, affordable, appropriate and client-facing 

financial services that increase their capacity to reach their financial goals. The assessment 

included focus groups and key informant interviews.   
 

This collaborative survey process was developed under the understanding that FINANTA was 

considering three potential approaches for the financial services delivery mechanism within North 

Philadelphia and Southwest Philadelphia: 

 
1. To charter a credit union to replace Borinquen Federal Credit Union (BFCU), effectively 

providing the community with a financial hub to access affordable services.   

 

2. To work with an existing depository financial institution to design a shared branch model 

that would cater to the same constituency and ensure a client-centered delivery supported 

by our community driven services and expertise.   

 

3. To expand FINANTA’s consumer-lending programmatic activities and loan portfolio to 

compete with the small dollar high interest lending, while collaborating with a depository 

financial institution for other affordable services we are not able to provide, such as 

checking and saving accounts, and debit cards. 

 

                                                
 
3 This section of the report was initially a memo prepared in collaboration with Dr. Marsha Crawford, Temple University School of Social Work, and Heidi Paredes, 
International Women Consultants Partnership. ESI partnered with Dr. Crawford and Ms. Paredes on the community based participatory research and subsequent 
analysis for this study. All quotations included throughout this section are attributable to their work in stakeholder interviews and focus groups. 
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5.2 METHODOLOGY 

The method employed a community-based participatory approach (CBPA). Community-based 

participatory assessment at the community level is a concept that refers to a process in which 

individuals in communities, program managers, program personnel, and other decision makers 

perform an integral function in the implementation activities. Working side by side with community 

stakeholders in the assessment, we recognized that local participants’ knowledge of their 

community improved the relevance and insight of the assessment process.  

 

Community-based participatory assessment is not simply a matter of asking stakeholders to take 

part. Involving everyone affected changes the whole nature of a project from something done for 

a group of people or a community, to a partnership between the beneficiaries and the project 

implementation team. Rather than immobilized people who are acted on, beneficiaries become 

the co-pilots of a project, making sure that their real needs and those of the community are 

recognized and addressed. Professional evaluators, project staff, project beneficiaries or 

participants, and other community members all become colleagues in an effort to improve the 

community's quality of life. This approach to planning, assessment, and evaluation would not be 

possible without mutual trust and respect.  
 

This process was supported by the Consultants’ strong understanding of the political, cultural and 

social environment in the targeted community. Therefore, our respect for individuals and their 

knowledge and skills will go a long way towards promoting long-term trust and engagement. 
 

The key characteristic of the assessment methodology was its commitment to obtain information 

from multiple sources and to integrate both quantitative and qualitative data through tri-

angulation. Methods triangulation between sources ensured that the results of the assessment 

are comprehensive and broadly accurate. The aim of the assessment was to be as collaborative 

as possible, inviting the contributions of stakeholders at all levels; businesses; community 

members; faith-based leaders; community advocates; non-profit leaders; FINANTA clients, and 

other concerned citizens who express an interest in participating.  

ASSESSMENT DATA COLLECTION 

The multi-method assessment provides a comprehensive understanding of the needs of the 

target populations. The Consultants anticipated that the outcome of this effort would include: 

strengths, gaps, challenges of financial services delivery, greater understanding and learning for 

the development of strategic next steps, and other recommendations for the next phase.  The 

assessment recommendations also include tools that could support the current efforts and be 

flexible enough to be built into the next phase.  The primary components of the assessment are 

described below. 
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ASSESSMENT PROCEDURES 

I. Instrument Development 
 

The development of the standardized survey transpired over a two month period and included the 

following five phases: 
 

o Phase one: Questions related to satisfaction with financial services in the area, 

perceived barriers to financial services, financial goals for self and/ or a business 

owner were drafted. These questions were gathered from multiple sources, 

including related research that had been conducted in the North Philadelphia area.   

 

o Phase two: The draft survey was shared with FINANTA for feedback and 

comment, and input obtained was incorporated into the second draft. 

 

o Phase three: At this point in time the survey was shared with FINANTA staff using 

a focus group format to learn and understand the strengths and challenges of the 

instrument, as well as their perspective on comfortability of community members in 

taking the survey.  The survey was provided for review in Spanish and English. 

 

o Phase four: The staff focus group feedback were incorporated into the semi-final 

instrument that was piloted with the provider agency focus groups for feedback, 

prior to instrument finalization.   

 

o Phase five:  Slight modifications were made to the final instrument based on the 

pilot process.  ESI then created an electronic version in English and Spanish in 

SurveyMonkey, and TUSSW created the hardcopy version.  It should be noted that 

the instrument was also made available in French in hardcopy after the Southwest 

focus group. 

 

The final instrument is a closed-ended tool, with a few questions open for comments:  

 

 Demographic characteristics: gender, age, living situation, language most 

comfortable speaking, race, ethnicity, employment status, number of people living 

in household, income earners in household, who pays bills, financial decisions, 

neighborhood, ZIP code, length of time in ZIP code, household situation 

description.   

 

 Household finances: access to bank financial services, access to non-bank 

financial services, satisfaction with financial services, challenges experienced with 

bank services, pre-paid card use, check cashing services, receive or transfer 

funds, late fee charges, monthly spending, difficult financial situation steps, and 

financial goals and strategies. 
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 Credit Union: knowledge and understanding. 

 

 FINANTA: knowledge and services used. 

 

 Business Finances: financial services used and finance business.  

 
II. Focus Groups 

 

Focus groups were conducted in the North/east and Southwest Philadelphia. In preparation, a list 

of open-ended, unbiased questions designed to elicit information about the formal and informal 

financial services in their community.  All questions were designed to solicit responses from the 

participants, which included residents, provider staff, and other stakeholders, about their present 

situation in their geographic area vis-à-vis the topic of discussion and their opinion of which 

additional services, programs, etc. might be needed to better the existing condition of community 

residents.  A diverse group of participants from the targeted area took part in 12 focus groups (70 

participants in total).  
 

Key informants interviews were conducted with stakeholders who either work and/or live in either 

the North/east or Southwest Philadelphia. In preparation, a list of open-ended, unbiased 

questions designed to elicit information about the specific topic.  All questions were designed to 

solicit information from the participants about their present situation in their geographic area vis-à-

vis the topic of discussion and their opinion of which additional services, programs, etc. might be 

needed to improve the existing condition of community residents.  Fourteen stakeholders 

participated in the interview process. 
 

III. Data Collection 

 

The assessment employed a convenience sample model, which is made up of community 

members who are easy to reach, and most importantly because it allowed us to obtain the data 

and trends regarding this assessment without the complications of using a randomized sample. 

Determination of provider agencies to assist and support the survey implementation process, 

began with the development of a list of provider agencies in north and southwest Philadelphia 

that FINANTA and the Consultants had relationships with or stakeholders recommended.  The list 

of provider participants included in alphabetical order: 
 

 Asociación Puertorriqueños en Marcha (APM) 

 Clarifi 

 City of Philadelphia Neighborhood Watch – (19122 and 19140) 

 Concillio  

 Center for Social Policy and Community Development Well Program 

 Esperanza 

 FINANTA, Inc. 

 Impact 
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 Turning Points for Children  

 Norris Square Prevention Alliance  

 SEAMAAC  

 Southwest Center for Community Development (SWCDC) 

 South Kensington Community Partners 

 Taller Puertoriqueno 

 Welcome Center -- completed  

 West African community event – ACANA 

 

Emails were sent to provider agencies requesting their support and assistance in recruitment of 

participants to either complete the survey on SurveyMonkey or for participants to attend a 

meeting or event to complete the survey.  Therefore, the recruitment process was dependent on 

the provider agencies’ outreach to their constituents either through a flyer, email, or verbally 

inviting participants. The majority of participants chose to attend a meeting on a particular 

date/time at the provider’s office to complete an anonymous survey. The participants also 

received $5.00 as a symbol of appreciation for their time and participation.  TUSSW attended the 

provider meetings and supported participants in the survey process. Participants were provided 

with an overview of the assessment and a flyer about FINANTA was shared prior to survey 

administration. Participants were supported throughout the survey process to insure comfortability 

and confidentiality.  
 

Upon completion of the hardcopy survey, surveys were input into SurveyMonkey, to ensure 

reliability and validity. Data entry and SurveyMonkey were closed on April 13, 2018. 
 

IV. Data Analysis 

 

Data analysis occurred on several levels.  Upon closing of SurveyMonkey, survey responses 

were exported to Excel, and the data was cleaned for analysis. It should be noted that at this 

point in time, dummy variables were added for all multiple answer questions, rankings were 

created for satisfaction levels and written comments in “Other,” were checked for duplicity.  The 

next step was to create summary statistics using Stata 13. The second level of analysis is the 

qualitative information that was gathered through focus groups and key informant information. 

This analysis will not provide an overall report of that information, but within the survey findings, 

quotes and other key information have been incorporated. 

SURVEY AUDIENCE HIGHLIGHTS 

● 511 respondents began the survey. 

● 455 survey respondents fully completed the survey. 

o 176 respondents live in the North Philadelphia focus area, 

o 87 respondents live in the Southwest Philadelphia focus area, 

o 287 respondents live, work, go to school, or worship in North Philadelphia, 
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o 106 respondents live, work, go to school, or worship in South or Southwest 

Philadelphia. 

● 63 percent of respondents reported that English is their preferred language while 22 

percent prefer Spanish. 

● Approximately half of respondents are renters while the other half own their homes or live 

with someone that owns the home.  

● The majority of respondents are between the ages of 25 and 44.  

● Nearly 80 percent of respondents live in households of 3 or more people. 

 

See the appendix for a more extensive report of the survey respondents’ demographic profile. 

 

5.3 KEY FINDINGS 

Anecdotal and quantitative information was collected from the focus groups, the key informant 

interviews, and the survey. The key findings have been summarized in the following sub sections.   
 

In the survey, many of the questions allowed respondents to select multiple answers (e.g. what 

services they have used, what barriers they have faced). As such, sums and columns will not 

sum to 100 percent. Rather, the percentage represents the percent of respondents who listed, for 

example, a specific service as one of the services they use.  
 

Percentages shown reflect the percentage of respondents who actually answer the question. 

Respondents who answered “Prefer not to answer” were excluded from the denominator.  

ACCESS TO SERVICES 

It is important to evaluate not only a resident’s ability to 

access financial services but the ways in which he or she 

accesses them. After speaking with members of the focus 

groups, it was evident that being able to open a checking or 

savings account alone does not guarantee that positive 

behaviors will be adopted. How these services are used is 

an important piece of the financial state of the resident. 

Several focus group members stated that easier access to 

personal checking or savings accounts could create better 

banking habits. If people using formal services could see their balances grow, they would be 

more inclined to stick to their financial goals. 
 

For questions related to accessing financial services, respondents were asked to select all 

delivery options that they use. In general the survey results reflected similar sentiment to 

interview and focus group participants: 

 

“Access to financial services 

should be one in which an 

individual can use financial 

services if they want to.  It is 

not about usage, but power of 

decision-making.” 
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 71 percent of respondents used ATM and bank kiosks in order to access their 

personal checking accounts (compared with 60 percent accessing financial services 

directly through a bank teller). 

 To access their personal savings accounts however, most respondents use bank 

tellers.  

 Of the 455 survey respondents, 34 do not have a personal checking account and 81 

preferred not to answer the question.  

 

Focus groups shared that the ability to access walk-in services is not as important as it once was, 

especially by those in the community that do not feel welcome by those working in the banks that 

they use. Access via mobile phones is the preferred 

method among younger residents. For older residents, 

“people go into the bank because it is cultural.” They 

want to know that when they deposit a check, they see 

the money deposited and get a receipt. 
 

Survey findings also reflected the fact that the way in 

which respondents access their personal checking and savings accounts varies significantly by 

age. Younger respondents reported higher levels of online and mobile banking than their older 

counterparts. Using a bank teller or telephone call to manage a personal checking or personal 

savings account is more popular among the older respondents.  
 

Male respondents reported higher usage of mobile banking while female respondents reported 

higher usage of ATMs and bank kiosks.  
 
 

TABLE 5.1 - HOW RESPONDENTS ACCESS THEIR PERSONAL CHECKING ACCOUNTS, DETAILED BY AGE OF RESPONDENT4 

Age Bank Teller 
ATM or bank 

kiosk 
Telephone call or 
automated voice 

Online banking 
via computer 

Mobile banking 
via phone app 

18-24 59% 76% 8% 59% 70% 

25-34 64% 72% 18% 31% 63% 

35-44 62% 71% 27% 46% 54% 

45-54 51% 75% 24% 40% 31% 

55-64 57% 46% 7% 29% 14% 

65+ 67% 78% 33% 11% 11% 

Total 60% 71% 20% 40% 50% 

 

 

                                                
 
4 All percentages shown in tables represent the portion of respondents within each category that answered the question. The 
denominator therefore excludes respondents who either do not use the service or preferred not to answer the question.  

“Walking in to the bank is not our 
thing – they are rude and unkind 
and see us as a problem and not 
a customer.”    
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TABLE 5.2  - HOW FEMALE RESPONDENTS ACCESS THEIR PERSONAL CHECKING ACCOUNTS,  

DETAILED BY AGE OF RESPONDENT 

Age Bank Teller 
ATM or bank 

kiosk 
Telephone call or 
automated voice 

Online banking 
via computer 

Mobile banking 
via phone app 

18-24 60% 72% 8% 68% 72% 

25-34 70% 72% 19% 36% 53% 

35-44 64% 78% 35% 43% 48% 

45-54 42% 82% 24% 34% 26% 

55-64 56% 44% 6% 38% 19% 

65+ 71% 71% 43% 14% 14% 

Total 61% 74% 23% 41% 45% 

 

 

TABLE 5.3 - HOW MALE RESPONDENTS ACCESS THEIR PERSONAL CHECKING ACCOUNTS, DETAILED BY AGE OF 

RESPONDENT 

Age Bank Teller 
ATM or bank 

kiosk 
Telephone call or 
automated voice 

Online banking 
via computer 

Mobile banking 
via phone app 

18-24 58% 83% 8% 42% 67% 

25-34 55% 73% 18% 18% 82% 

35-44 60% 60% 14% 50% 64% 

45-54 75% 56% 25% 56% 44% 

55-64 64% 45% 9% 18% 9% 

65+ 50% 100% 0% 0% 0% 

Total 60% 65% 16% 37% 60% 

 

 

The use of telephone calls or automated voice services is unpopular among all respondents, 

especially so for those whose preferred language was not English.  
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TABLE 5.4 - HOW RESPONDENTS ACCESS THEIR PERSONAL CHECKING ACCOUNTS, DETAILED BY PREFERRED LANGUAGE 

Preferred 
Language5 

Bank Teller 
ATM or bank 

kiosk 
Telephone call or 
automated voice 

Online banking 
via computer 

Mobile banking 
via phone app 

English 61% 74% 23% 43% 54% 

French 77% 82% 9% 23% 64% 

Spanish 44% 56% 19% 32% 38% 

Other 82% 79% 11% 54% 46% 

Total 60% 71% 20% 40% 51% 

 

 

Of all respondents who live in the North Philadelphia focus area: 

 60 percent visit banks in person,  

 66 percent use the ATM, and  

 44 percent use mobile banking to access their personal checking accounts. 

 

Residents in the Southwest focus area reported higher usage of personal checking and personal 

savings accounts. These residents use bank tellers, ATMs, telephone calls, online banking, and 

mobile banking (to access their personal checking accounts) more often than the residents in 

North Philadelphia. Residents in the North Philadelphia focus area use bank tellers and ATMs at 

the average rate reported across all respondents, but use online and mobile banking less than 

residents in other neighborhoods.  
 
 

TABLE 5.5 - HOW RESPONDENTS ACCESS THEIR PERSONAL CHECKING ACCOUNTS, DETAILED BY REGION 

Philadelphia 
Region 

Bank 
Teller 

ATM or bank 
kiosk 

Telephone call or 
automated voice 

Online banking 
via computer 

Mobile banking 
via phone app 

North Philadelphia 60% 66% 15% 31% 44% 

Southwest 78% 85% 26% 42% 65% 

Other 49% 67% 21% 48% 50% 

Total 59% 70% 19% 39% 50% 

   

 

 

                                                
 
5
 Other includes 6 respondents who reported being bilingual (Spanish and English) and 8 respondents who reported Amharic as their preferred 

language. There are an additional 14 respondents who reported Tigrinya, Urdu, Vietnamese, Arabic, or Cambodian.  
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TABLE 5.6 - HOW RESPONDENTS ACCESS THEIR PERSONAL SAVINGS ACCOUNTS, DETAILED BY REGION 

Philadelphia 
Region 

Bank 
Teller 

ATM or bank 
kiosk 

Telephone call or 
automated voice 

Online banking 
via computer 

Mobile banking 
via phone app 

North Philadelphia 52% 45% 17% 32% 36% 

Southwest 77% 42% 25% 33% 63% 

Other 43% 42% 9% 49% 47% 

Total 52% 42% 15% 38% 44% 

 

SATISFACTION LEVELS 

The primary finding from the focus groups was that if banks want to retain the existing customers, 

they need to improve service quality. Focus group members suggested that in order to satisfy 

customers’ needs, banks need to pay attention to the customers’ complaints regardless of race, 

ethnicity, gender, or income level. Important aspects of service quality include accessibility, 

responsiveness, and empathy toward all customers.  

 

Survey respondents reported their satisfaction levels with various financial services on a scale of 

1-5 where 5 represented “Very Satisfied”, 1 represented “Very Unsatisfied,” and 3 reported that 

the service was “Okay.” Respondents in Southwest Philadelphia were more satisfied with car 

loans, home loans, and credit cards than their North Philadelphia counterparts. For personal 

checking and savings accounts, residents in areas outside of North Philadelphia and Southwest 

Philadelphia reported the highest satisfaction levels.  
 
 

TABLE 5.7 - SATISFACTION LEVEL OF FINANCIAL SERVICES FOR RESPONDENTS, DETAILED BY HOME LOCATION6 

Financial Services North Philadelphia SW Philadelphia Other 

Personal Checking 3.1 3.0 3.5 

Personal Savings 3.2 3.0 3.5 

Credit Card 3.1 3.7 3.4 

Check Cashing 3.0 3.1 3.5 

Direct Deposit 3.4 3.4 3.7 

Personal Loan 3.0 3.3 3.4 

Car Loan 2.9 3.8 3.1 

Home Loan 3.1 3.8 3.3 

 

 

However, satisfaction levels with financial services are slightly higher among the youngest cohort 

of respondents across nearly all financial services. The most notable areas of dissatisfaction 

                                                
 
6 This is an average score for respondents by service where 5 = “Very Satisfied” and 1 = “Very Unsatisfied” 
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among survey participants were those between the ages of 25 and 34 years old reacting to home 

loan services and those between the ages of 45 and 54 regarding personal savings accounts.  
 
 

TABLE 5.8 - SATISFACTION LEVEL OF FINANCIAL SERVICES FOR RESPONDENTS, DETAILED BY AGE 

Financial Services 18-24 25-34 35-44 45-54 55-64 
65 or 
older 

Personal Checking 3.7 3.1 3.2 3.0 3.7 3.6 

Personal Savings 3.9 3.3 3.3 2.8 3.6 3.2 

Credit Card 3.5 3.3 3.4 3.1 3.5 2.9 

Check Cashing 3.6 3.1 3.3 3.1 3.3 3.4 

Direct Deposit 4.2 3.6 3.4 3.3 4.0 3.7 

Personal Loan 3.0 3.0 3.0 3.6 3.5 5.0 

Car Loan 3.5 3.1 3.0 3.1 3.4 3.5 

Home Loan 3.7 2.7 3.3 3.7 3.4 4.0 

 

BARRIERS TO ACCESS 

In addition to detailing the satisfaction level of survey respondents, it is also important to address 

why these respondents are dissatisfied. By dividing respondents into two groups: “satisfied” and 

“dissatisfied,” it is clear that the financials barriers these residents face play a large role in 

determining their overall satisfaction level. Dissatisfied respondents reported facing nearly all 

financial barriers at higher rates than the satisfied respondents. 

 

 While 60 percent of dissatisfied respondents reported that bank hours were inconvenient, 

only 40 percent of satisfied respondents felt that bank hours were inconvenient.  

 Similarly, 60 percent of dissatisfied respondents reported that bank fees were too high, 

but only 42 percent respondents felt that bank fees were too high.  

 

Many of these financial barriers are the primary reasons that residents are not satisfied with their 

financial services. Among all survey respondents, inconvenient bank hours are the most 

frequently reported challenge when using banking services. 
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TABLE 5.9 - FINANCIAL BARRIERS FACED BY RESPONDENTS, DETAILED BY SATISFACTION LEVELS 

Financial Barrier  
Satisfied 

Respondents7 
Dissatisfied 

Respondents8 

Bank hours 41% 60% 

Bank fees 42% 60% 

Long wait time 25% 41% 

Paperwork confusing 16% 32% 

Banks don't offer products that I want/need 18% 30% 

Don't have enough money 18% 28% 

Poor customer service 19% 27% 

Don't trust banks 9% 19% 

Language barriers 8% 16% 

Other 22% 16% 
 

 

One focus group member addressed a barrier they faced, “It is possible for me to face access 

constraints even if I am using a financial service. For example, I have a bank account but 

using it actively is almost impossible because the nearest bank branch or ATM is so far 

from my home.”   
 

Survey respondents in the youngest age group report poor customer service, confusing 

paperwork, and lack of money at the highest rates but do not report a lack of products offered as 

a challenge they face frequently. On the other hand, 43 percent of respondents over the age of 

65 feel that banks did not offer the products they needed.  
 

One key informant noted that it is important to ensure that young people who open accounts are 

protected, but without imposing barriers to access. Notably, 32 percent of survey respondents 

age 18-24 felt that the paperwork was too confusing. The key informant mentioned that standard 

requirements to open a bank account, such as providing client identification, address and proof of 

age are often hurdles for low-income youth. Some financial service providers have already 

devised creative workarounds and there is room for more experimentation. Emerging 

identification technology could also help mitigate barriers. 
 

 

                                                
 
7 Respondents with average score across all financial services of 3 or greater.  
8 Respondents with average score across all financial services below 3. 
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TABLE 5.10 - FINANCIAL BARRIERS FACED BY RESPONDENTS, DETAILED BY AGE 

Age 
Bank 

hours 
Bank fees 

Long wait 
time 

Banks 
don’t offer 
products I 

need 

Poor 
customer 

service 

Paperwork 
confusing 

Don’t 
have 

enough 
money 

18-24 54% 39% 41% 17% 37% 32% 32% 

25-34 60% 52% 36% 29% 32% 29% 25% 

35-44 50% 52% 31% 25% 15% 18% 16% 

45-54 44% 56% 32% 25% 20% 20% 20% 

55-64 42% 45% 32% 3% 19% 13% 19% 

65+ 29% 29% 29% 43% 14% 14% 29% 

Total 51% 50% 34% 24% 23% 23% 22% 

 
 

Among survey respondents who prefer languages other than English when speaking, at least 

some portion report language barriers as a challenge in accessing financial services. 

Approximately one third of French speaking respondents and one quarter of Spanish speaking 

respondents face language barriers in accessing banking services. Among the 28 respondents 

who did not report English, Spanish, or French as their preferred language, more than 50 percent 

report language as a barrier to accessing financial services.  
 

 
TABLE 5.11 - FINANCIAL BARRIERS FACED BY RESPONDENTS, DETAILED BY PREFERRED LANGUAGE 

Preferred  
Language 

Bank 
hours 

Bank fees 
Long wait 

time 

Banks 
don’t offer 
products I 

need 

Poor 
customer 

service 

Paperwork 
confusing 

Language 
Barriers 

English 53% 53% 32% 22% 29% 17% 2% 

French 47% 47% 43% 33% 0% 40% 33% 

Spanish 42% 39% 31% 20% 14% 26% 24% 

Other 64% 59% 50% 41% 32% 45% 55% 

Total 51% 50% 34% 24% 23% 23% 13% 

 
 

Regardless of how respondents accessed their banking services, they face similar challenges. 

Over half of the respondents who used mobile banking services report inconvenient bank hours 

and high bank fees as a challenge.  
 

One focus group participant, who had opened a bank account in the past, reported always having 

a problem with fees due to bounced checks.   
 

A key informant that was interviewed believes that the most common reason for not saving or 

borrowing reflects a lack of demand for financial services – people do not have the money to 
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save, or do not need a loan. However, many people in the community, see “supply side barriers 

to access,” such as high charges, not knowing where or how to access a service, not having a 

nearby financial services facility, or difficulty meeting qualifying requirements. 
 
 

TABLE 5.12 - FINANCIAL BARRIERS FACED BY RESPONDENTS, DETAILED BY ACCESS TO BANKING SERVICES 

Financial Barrier 
Bank 
Teller ATM  

Telephone 
call  

Online 
banking  

Mobile 
banking  

Bank hours/locations are not convenient 49% 49% 54% 51% 51% 

Bank fees are too high/unpredictable 47% 49% 48% 47% 52% 

Banks don't offer products/services that I need 23% 23% 25% 21% 29% 

Don't trust banks 10% 12% 10% 9% 10% 

Couldn't keep bank account 4% 4% 4% 4% 2% 

Don't have enough money 18% 19% 19% 20% 17% 

Poor customer service 24% 23% 17% 21% 22% 

Long wait time 32% 34% 29% 30% 34% 

Don't know where to go 5% 5% 4% 6% 4% 

Paperwork is confusing 20% 22% 19% 14% 24% 

Language barriers 10% 11% 9% 11% 9% 

Overdraft fees 3% 3% 4% 4% 2% 

Could not open account due to I.D. issues 2% 1% 1% 2% 1% 

Total Respondents 283 311 140 209 210 
 

NON-TRADITIONAL BANKING SERVICES 

While bank location certainly plays a role in an individual’s ability to access financial services, 

there are other incentives that lead to a dependence on non-traditional banking services. One key 

informant addressed the fact that many people feel like they are saving money by going to the 

check casher due to the fees associated with overdraft charges: 

 
“At a check casher, it cost almost 2 percent of the face value of a check to cash it, $1.50 

to send a bill, and 89 cents to send a money order. While all those fees definitely add up, 

individuals can predict those costs. The problem is when they make one mistake at their 

bank, they get charged with large overdraft fees that are too much for them to handle. 

When families are living very close to the margin, overdrafting a bank account happens 

often.”  
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That same key informant described another reason low-income households may rely on check 

cashing services is the speed at which they are able to access their money: “If they want to 

deposit a check into a bank account on Thursday or Friday because they need the money over 

the weekend, they won't get it till Tuesday or Wednesday. The benefit of having the money 

immediately using a check casher far outweighs the cost of depositing it into the account.“  
 

The survey reflects similar findings. It was clear that dependence on check cashing services was 

the highest among younger residents.  
● Approximately one third of all respondents use check cashing services outside of bank 

services. 

● Nearly half of respondents aged 18-24 use check cashing services.  

● As age increases, reliance on check cashing services decreases. 

 

One young focus group participant spoke to their reliance on non-formal financial services: 
 

“There are constraints for financial institutions in serving poor populations profitably, but 

for young people, these constraints are amplified. I know that financially in the short-term 

it is difficult to serve youth like me profitably. This is because we do not have much money 

and serving small savers, regardless of their age, is problematic.” 

 

 

TABLE 5.13 - CHECK CASHING USAGE, DETAILED BY AGE 

Age 
Use Check 

Cashing 

18-24 49% 

25-34 40% 

35-44 26% 

45-54 28% 

55-64 22% 

65+ 10% 

Total 33% 
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It is important to note is that the results of the key 

informant interviews and focus groups do not 

necessarily coincide with the survey results. There is a 

clear demand for financial services across the 

population, though semi-formal and informal financial 

services and mechanisms are used more commonly 

than formal financial services. Semi-formal services are used much more. 

 

Evaluating how the perceived satisfaction levels with traditional financial services play a role in 

what services they choose to use provides further insight into financial decision-making. The use 

of check cashing services is inversely correlated with an individual’s satisfaction level with more 

traditional financial services. Across every type of financial service, those with higher satisfaction 

levels do not use check cashing services.  
 

 

TABLE 5.14 - SATISFACTION LEVELS OF FINANCIAL SERVICES, DETAILED BY CHECK CASHING USAGE9 

Financial Service Use Check Cashing 
Do not use  

Check Cashing Services 

Personal Checking 3.0                    3.4  

Personal Savings 3.2                     3.4  

Credit Card 3.4                     3.4  

Check Cashing 2.9                     3.4  

Direct Deposit 3.3                     3.8  

Personal Loan 3.2                     3.2  

Car Loan 2.7                     3.23  

Home Loan 2.8  3.5 
 

 

Those that have used check cashing services reported higher levels of challenges with traditional 

financial services. Difficulties with bank fees, bank hours, long wait times, and poor customer 

service are reported at higher rates among those who have used check cashing services.  
 

  

                                                
 
9 This is an average score for respondents by service where 5 = “Very Satisfied” and 1 = “Very Unsatisfied” 

“I live so close to the edge that I 
cannot keep extra money in my 
accounts to buffer these expenses. 
So, I worry all the time." 
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TABLE5. 15 - FINANCIAL CHALLENGES FACED BY RESPONDENTS, DETAILED BY CHECK CASHING USAGE 

Financial Challenges  
Use Check Cashing 

Services 
Do not use Check 
Cashing Services 

Bank fees 57% 47% 

Bank hours 52% 51% 

Long wait time 42% 30% 

Poor customer service 34% 18% 

Paperwork is confusing 28% 19% 

Banks don't offer products 22% 24% 

Don't have enough money 22% 20% 

Language barriers 15% 12% 

Other 38% 39% 

 
 

A key informant mentioned that as the number of check cashers and payday lenders has grown, 

banks have instituted a range of new fees and raised existing charges on ATM withdrawals, wire 

payments, debit-card replacement, and paper statements, among other services.  
 

Focus group participants shared that an informal mode of saving is “Savings in a secret hiding 

place.” They continued to share that this transpires among the older generation. The question 

and discussion therefore continues about 

how to overcome language issues, trust and 

comfortability in the formal banking situation. 

Similarly, small business owners have 

difficult accessing capital due to their credit 

history. Some business owners, especially 

among the immigrant and refugee 

community, worked “under the table,” and 

have not been able to build their credit history.  

FINANCIAL EMERGENCY 

Among survey respondents only 12 percent have never found themselves in a difficult financial 

situation. Of those who have experienced financial emergencies, the majority of respondents 

have similar reactions to addressing the challenge.  

 More than half of the respondents go to family or friends when they face difficult financial 

situations. 

 

 While 52 percent ask for money from friends or family at no interest, 10 percent borrow 

money with interest from friends and family 

 

 17 percent of respondents ignore their bills when faced with a difficult financial situation 

“Banks expect to take in eighty-five dollars to 
a hundred and fifteen dollars in annual fees 
from each account, and this is particularly 
difficult to do when serving low- and 
moderate-income people and the population 
is losing and not gaining.” 



 
 

 

  

Econsult Solutions   |   1435 Walnut Street, 4th floor |   Philadelphia, PA 19102   |   215.717.2777   |   econsultsolutions.com 

 

 

 
 49 FINANTA| FINANCIAL SERVICES NEEDS ASSESSMENT | REPORT 

 

 

Focus group participants shared key reasons why they found themselves unable to reach their 

financial goals and, in some cases, in financial emergencies. Participants mentioned the 

following: 
 

 “Overspending on wants instead of staying within spending plan”  

  “Limited or inadequate income”  

  “Unable to save money for an emergency fund”  

 “Mortgage payment is very high- limits our ability to think month-to-month”  

 “Something unexpected always happens” 

  “Lack of self-control” 

 

The need for small amounts of short-

term credit is quite high among lower-

income individuals due to unstable 

incomes. As one participant shared, 

“This type of household instability feeds 

into earnings and income volatility.” 

This was also mentioned in relation to emergency situations and how small loans “can support 

people in a crisis situation until they can get back to their feet again.” 
 

Participants also shared that it is important for formal financial institutions to “reduce the amount 

of time and money that we spend to conduct financial transactions and to increase through some 

type of support for us to weather financial shocks and provide us with ways for income-generating 

opportunities.” 
 

 

TABLE 5.16 - RESPONDENTS’ SOLUTIONS TO DIFFICULT FINANCIAL SITUATIONS 

Solution  % of Respondents 

Ask family or friends for money no interest 52% 

Ignore the bills 17% 

Max out my credit cards 13% 

Get a loan from a bank or credit union 12% 

I have never faced a difficult financial situation 12% 

Go to informal lenders 11% 

Ask family or friends for money with interest 10% 

Take out a pay-day loan 5% 

Go to a pawn shop 2% 

Other 13% 
 
  

“Having support, understanding, information and 
much more will enable residents to begin to 
change behaviors and gain strategies about how 
to achieve the goals and deal with a crisis.” 
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FINANCIAL GOALS 

Regarding financial goals, general financial stability seems to be a consensus among focus group 

participants. In addition to being prepared in case of financial emergency, having savings 

provides individuals with the ability to accomplish 

goals like going back to school or starting a 

business in the future. One participant mentioned 

that saving a portion of her income each month 

“keeps her focused”.   
 

The most common financial goal among survey 

respondents is to be able to save on what they 

earn. A large number of respondents also report being able to cover their monthly expenses, 

being prepared in a financial emergency, being able to stop living paycheck to paycheck among 

their top financial goals. Going back to school is a goal reported by 62 percent of respondents 

between the ages of 18-24 and zero percent of respondents over the age of 65.  

 

Several focus group members stated that “easier access to personal checking or savings 

accounts could create better banking habits. If people using formal services could see their 

balances grow, they would be more inclined to stick to their financial goals.” Participants also 

shared that “access to financial services should be one in which an individual can use financial 

services if they want to. It is not about usage, but power of decision-making.” 

In relation to the specific needs and opportunities of low-income families and the role that formal 

banking services can play in supporting them, one key informant shared: “Our financial 

institutions are not well designed to help lower-income families save or acquire credit. To the 

extent we want these families to have the opportunity for financial stability, we have an obligation 

to assure that they have access to the banking, credit, and savings institutions that are available 

to higher-income families.” 
 

 

“I have learned that there is no well-
being like financial wellbeing. Savings 
provide just that. With savings, one 
knows that there is some money for 

anything that might come along.”  
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TABLE 5.17 - FINANCIAL GOALS 

Financial Goals 18-24 25-34 35-44 45-54 55-64 65+ Total 

Be able to save on what I earn 75% 58% 57% 53% 31% 36% 56% 

Be able to cover my monthly expenses 72% 61% 46% 44% 42% 36% 53% 

Be prepared for an emergency 64% 54% 52% 49% 36% 36% 52% 

Stop living paycheck to paycheck 51% 57% 47% 56% 39% 27% 51% 

Purchase a house 43% 58% 47% 49% 42% 27% 49% 

Get out of debt 36% 35% 50% 49% 33% 36% 42% 

Have long-term retirement savings 38% 28% 33% 38% 33% 9% 32% 

Go to school 62% 39% 26% 19% 11% 0% 31% 

Open a business 38% 32% 30% 28% 11% 9% 29% 

Purchase a car 42% 32% 22% 26% 11% 0% 26% 

Leave money with children 23% 27% 29% 22% 17% 18% 25% 

No goal in mind 0% 2% 4% 1% 3% 36% 3% 

Other 0% 2% 1% 3% 0% 0% 1% 

 
 

Financial goals reported via survey differ by gender of respondent. In nearly every financial goal 

category, females responded yes at a higher rate than male respondents. In particular, 54 

percent of all female respondents selected purchasing a house as one of their financial goals 

while only 35 percent of all males want to purchase a house.  
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TABLE 5.18 - FINANCIAL GOALS BY GENDER 

Financial Goals Male Female 

Purchase a house 35% 54% 

Purchase a car 17% 30% 

Go to school 23% 35% 

Open a business 37% 24% 

Have long-term retirement savings / retirement plan 28% 33% 

Leave money / assets to my family 23% 25% 

Be prepared for an emergency 48% 53% 

Get out of debt 41% 41% 

Stop living paycheck to paycheck 43% 54% 

Be able to cover my monthly expenses 53% 51% 

Be able to save on what I earn 55% 55% 

No goal in mind / I don't have personal financial goals 2% 3% 

 

Goals related to financial stability are extremely popular among all respondents, decreasing only 

slightly as age of respondent increased.  
 
 

TABLE 5.19 - RESPONDENTS WITH FINANCIAL STABILITY GOALS, DETAILED BY AGE10 

Age % of Respondents 

18-24 80% 

25-34 79% 

35-44 70% 

45-54 65% 

55-64 46% 

65+ 45% 

 
 

The youngest respondents are the most likely to report opening a business as one of their 

financial goals.  While 38 percent of 18-24 year olds hope to open a business, only 9 percent of 

respondents over the age of 65 list opening a business as one of their financial goals.  
 
 

                                                
 
10 Goals related to financial stability include: Get out of debt, Stop living paycheck to paycheck, and Be able to cover my monthly expenses 
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TABLE 5.20 - RESPONDENTS WANTING TO OPEN THEIR OWN BUSINESS, DETAILED BY AGE 

Age % of Respondents  

18-24 38% 

25-34 32% 

35-44 30% 

45-54 28% 

55-64 11% 

65+ 9% 

 
 

Focus group participants mentioned that there are challenges in opening a business that stand 

out for low-income individuals. The lack of role models and mentors is one of the main 

reasons why low-income entrepreneurs have difficulty starting small businesses. In 

general, many of these low-income individuals do not see entrepreneurship as a career option. 

Without role models or access to information, they do not see the benefit in entrepreneurship.   

One key informant shared that “in order to support low-income populations in starting a 

business, there needs to be a strategic focus on promoting, teaching, and supporting 

entrepreneurship.” 

 

Of the 455 survey respondents, 129 want to open a business. Of these respondents, many have 

taken steps towards reaching that goal. 
o 57 percent have decreased expenses 

o 51 percent have saved money in the bank 

o 50 percent have built their credit  

 
 

TABLE 5.21 - STEPS TOWARD FINANCIAL GOALS FOR THOSE WHO REPORTED  

OPENING A BUSINESS AS ONE OF THEIR FINANCIAL GOALS 

Steps towards goals 
% of Respondents who want 

to start a business 

Reduce expenses 57% 

Save money in the bank 51% 

Build my credit 50% 

Paying down debt 32% 

Save money outside the bank 22% 

Get insurance 17% 

Researching and comparing loan options 13% 

I'm not taking any steps 9% 
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Regardless of an individual’s financial goals, bank hours and bank fees are their largest barriers 

to accessing banking services.  

 Of the respondents who want to purchase a home, approximately 40 percent struggle with 

inconvenient bank hours and 35 percent report high bank fees as one of their challenges.  

 

 Of the respondents who want to open their own business, the most frequently reported 

barrier to accessing banking services is high bank fees. 

 

 
TABLE 5.22 - BARRIERS TO ACCESS, DETAILED BY FINANCIAL GOALS 

Financial Goals 
Bank 

Hours 
Bank 
Fees 

Long 
Wait 
Time 

Banks 
don't offer 
products I 

need 

Poor 
customer 
Services 

Paperwork 
confusing 

Don't have 
enough 
money 

Other 

Purchase a house 39% 35% 23% 13% 14% 14% 14% 35% 

Purchase a car 33% 35% 22% 15% 18% 19% 22% 47% 

Go to school 37% 35% 26% 15% 22% 17% 22% 57% 

Open a business 37% 41% 25% 16% 22% 16% 18% 44% 

Have long-term retirement savings  51% 37% 24% 20% 18% 11% 23% 38% 

Leave money / assets to my family 46% 36% 20% 14% 15% 7% 23% 43% 

Be prepared for an emergency 48% 44% 32% 22% 25% 18% 24% 33% 

Get out of debt 51% 44% 30% 23% 23% 16% 24% 28% 

Stop living paycheck to paycheck 46% 44% 29% 21% 22% 19% 22% 30% 

Be able to cover my expenses 43% 45% 32% 22% 24% 22% 23% 38% 

Be able to save on what I earn 44% 43% 27% 19% 21% 19% 19% 29% 

No goal in mind  8% 8% 8% 15% 8% 8% 15% 23% 

All Respondents 51% 50% 34% 24% 23% 23% 22% 43% 

 
 

FINANCIAL EDUCATION INFORMATION SESSIONS 

Key informants suggested that financial institutions 

consider supporting residents in the targeted 

communities in meeting their goals. In addition to 

opening special branch locations in low-income 

neighborhoods, banks should offer non-traditional 

services such as: 
 

 Fee-based check-cashing services 

 

 A basic savings account that includes access 

“Financial literacy is the ability to 
understand money and how to 
manage it so that you can make 
informed financial decisions. Financial 
literacy should be seen as a result of 
this assessment, as a first step toward 
financial stability, and a tool for folks 
to better protect and manage their 
money, prepare for unexpected life 
events, and plan for short- and long-
term goals.”                
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to low-cost money orders for making long distance payments 

 

 Deposit accounts, designed to help people accumulate savings 

 

 Deposit-secured loans to individuals whose credit histories would make them ineligible for 

mainstream credit 

 

 Budget-management and credit-repair seminars (which could be provided by appropriate 

community-based organizations with which they can partner).   

   

In concert with these suggestions, survey respondents reported that they would like to attend 

financial education sessions if they were offered. The financial education information session 

topics that respondents are most interested in are personal budgeting and credit building. 

Respondents are also interested in attending an informational session on preparing to buy a 

home.  
 
 

TABLE 5.23 - INTEREST IN FINANCIAL EDUCATION TOPICS 

Financial education topics % of Respondents 

Personal budgeting 69% 

Credit building 67% 

Preparing to buy a home 49% 

Setting up a savings account 37% 

Accounting systems 31% 

Business budgeting 31% 

Avoiding foreclosure 28% 

Business lending 24% 

Construction financing 20% 

 

 

Survey respondents over the age of 65 are less interested overall in attending financial education 

sessions. Respondents in the youngest age groups are primarily interested in learning about 

personal budgeting and credit building; they are less interested in education sessions focused on 

business lending and construction financing. 
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TABLE 5.24 - INTEREST IN FINANCIAL EDUCATION TOPICS, DETAILED BY AGE OF RESPONDENT 

Financial education topics 18-24 25-34 35-44 45-54 55-64 65+ 

Number of Respondents 54 132 139 77 39 11 

Personal budgeting 67% 70% 52% 56% 49% 36% 

Setting up a savings account 44% 39% 19% 22% 28% 9% 

Preparing to buy a home 24% 47% 45% 48% 31% 9% 

Avoiding foreclosure 11% 20% 26% 26% 26% 9% 

Accounting systems 13% 29% 24% 27% 15% 18% 

Business budgeting 20% 26% 25% 26% 21% 9% 

Business lending 6% 20% 20% 22% 23% 18% 

Construction financing 6% 15% 19% 14% 18% 18% 

Credit building 54% 68% 50% 55% 51% 27% 
 

 

Of the respondents who want to open a business, 72 percent are interested in learning more 

about personal budgeting and 68 percent are interested in learning more about credit building. 
 
 

TABLE5. 25 - INTEREST IN FINANCIAL EDUCATION TOPICS OF ASPIRING ENTREPRENEURS 

Financial education topics 
% of 

Respondents 

Personal budgeting 72% 

Credit building 68% 

Preparing to buy a home 57% 

Setting up a savings account 57% 

Accounting systems 47% 

Business budgeting 47% 

Avoiding foreclosure 42% 

Business lending 30% 

Construction financing 30% 
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TABLE 5.26 - INTEREST IN FINANCIAL EDUCATION TOPICS OF ASPIRING ENTREPRENEURS, MALE RESPONDENTS  

Age 
Personal 

budgeting 
Credit 

building 

Preparing 
to buy a 

home 

Business 
budgeting 

Setting up 
a savings 

account 

Accounting 
systems 

Business 
lending 

Construction 
financing 

Avoiding 
foreclosure 

18-24 75% 75% 6% 31% 75% 25% 6% 6% 13% 

25-34 66% 63% 41% 32% 34% 17% 24% 7% 10% 

35-44 46% 43% 43% 31% 20% 19% 26% 20% 24% 

45-54 46% 54% 33% 25% 13% 29% 25% 17% 33% 

55-64 50% 61% 28% 17% 28% 22% 28% 22% 28% 

65 or older 0% 0% 50% 50% 0% 50% 50% 50% 0% 

 

 

TABLE 5.27 - INTEREST IN FINANCIAL EDUCATION TOPICS OF ASPIRING ENTREPRENEURS,  

FEMALE RESPONDENTS  

Age 
Personal 

budgeting 
Credit 

building 

Preparing 
to buy a 

home 

Business 
budgeting 

Setting up 
a savings 

account 

Accounting 
systems 

Business 
lending 

Construction 
financing 

Avoiding 
foreclosure 

18-24 67% 47% 33% 17% 33% 8% 6% 6% 11% 

25-34 72% 71% 49% 23% 41% 33% 18% 19% 24% 

35-44 55% 55% 47% 21% 18% 27% 16% 19% 27% 

45-54 60% 56% 56% 25% 25% 27% 21% 12% 23% 

55-64 45% 40% 30% 20% 25% 5% 15% 10% 20% 

65 or older 44% 33% 0% 0% 11% 11% 11% 11% 11% 

 

CREDIT UNIONS 

In evaluating whether or not a credit union would be successful in a particular neighborhood, it is 

important to address the current residents’ familiarity with credit unions. Over one third of all 

respondents do not know what a credit union is. Within the Southwest Philadelphia focus area, 

only 59 percent know what a credit union is 
 
 

TABLE 5.28 - FAMILIARITY WITH CREDIT UNIONS 

Philadelphia Region Know what a credit union is  
Do not know what a credit 

union is 

North Philadelphia 69% 31% 

Southwest 59% 41% 

Other 64% 36% 

Total 65% 35% 
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Over half of all respondents are interested in becoming a member of a credit union. Although 

residents in the Southwest Philadelphia focus area are the least informed about credit unions, 

they are the most willing to become a member if they had the opportunity.  
 

 
TABLE 5.29 - INTEREST IN CREDIT UNIONS 

Philadelphia Region 
Interested in becoming a 
member of a credit union 

Not interested in becoming a 
member of a credit union 

North Philadelphia 51% 49% 

Southwest 58% 42% 

Other 49% 51% 

Total 52% 48% 

 

 

One key informant cautioned:  

 

“From my experience, Credit unions serving predominately low-income communities face 

unique challenges in meeting the special needs of this population. They are often required 

to provide labor-intensive products and services. Finding ways to supply quality financial 

services to low-income individuals is no small task and in many cases may be more 

expensive.” 

 

5.4 CONCLUSION 

The community-based participatory assessment of the FINANTA focus areas’ financial service 

needs, which includes integrating surveying, focus group discussions, and key informant 

interviews, underscored that there are some key barriers to accessing financial services.  Among 

the challenges to utilizing the financial services available to them are the hours that banks are 

open and the fees that banks impose on certain accounts. It is important to note that the focus 

areas assessed are notably diverse; some residents are very satisfied with the banking and 

financial services they access, often using a variety of methods to access these products. 

However, there are some who do not feel welcomed in a banking environment or as though they 

are a valued customer due to income or socioeconomic status. Despite these challenges, many 

survey and focus group participants understood financial challenges and goals, have a sense of 

what they needed to do to move toward firmer financial stability, and also indicated interest in 

further financial literacy opportunities to improve their knowledge. This assessment of the focus 

areas’ financial service needs, at both macro and micro levels, are an important base of 

information from which to understand present banking needs as well as potential banking 

solutions. 
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6.0 GAP ANALYSIS 

6.1 INTRODUCTION 

The following gap analysis synthesizes the findings from our demographic and banking analyses 

of the study area, the results of the subsequent household survey findings, and the key lessons 

identified in the case study assessment. This community-based participatory approach allowed us 

to understand banking patterns and financial challenges within the community with greater 

nuance. The report that follows offers the broad themes identified through these analyses and 

concludes with key takeaways as to the significant financial services gaps that exist in the 

community that FINANTA could address. 

 

In general, we describe the themes broadly as they relate to both the North and Southwest 

assessment areas. We describe the implications in further detail where there are notable 

observations. 
 

6.2 THEME #1 

The population that FINANTA serves in the focus areas has a more distant (and at times 

dissatisfied and distrusting) relationship with traditional financial service providers.  

 

DEMOGRAPHICS 

 

A substantial number of clients FINANTA serves live in two lower income areas of Philadelphia: a 

part of North Philadelphia, bounded by Vine Street and West Godfrey Street and a part of 

Southwest Philadelphia composed of the zip codes 19142 and 19143. These areas demonstrate 

higher levels of unemployment and poverty and lower median income—$27,000 and $29,700, 

respectively—and overall lending activity than the Philadelphia average (see Table 1). While the 

demographics and banking trends for each focus area show lower than average median income 

and lending activity, it is important to note that the census tracts closest to Center City are 

anomalous to the overall focus area. Some of those census tracts have significantly higher 

median household incomes and lower unemployment rates and also represent the majority of 

home lending activity within the focus area.  

 

The demographic composition of these areas is an important point of reference to understanding 

the financial services needs of these residents. Many reported feeling unwelcomed by traditional 

financial institutions because they do not offer much financial benefit to the banks. They also 

experience unique challenges and cost-benefit decisions relative to their banking 

decisions, further described in Theme #3. At their income levels and with the dependence of 

living paycheck to paycheck, banks are seen as equally costly or more as alternative banking 

options. 
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TABLE 6.1 – FINANTA FOCUS AREAS11 DEMOGRAPHICS  

Metric 
N Philadelphia 

Focus area 
SW Philadelphia 

Focus area 
City of Philadelphia 

Total Population 143,096 82,240 1,555,072 

Number of Households 46,261 37,354 581,050 

Median Household Income $27,031  $29,700  $38,253  

Percent of Population in Poverty 39.80% 32.90% 26.40% 

Civilian Unemployment Rate 20.40% 19.70% 8.30% 

 

  

GENERAL AVAILABILITY AND PARTICIPATION RATE OF DIFFERENT FINANCIAL SERVICES 

 

Our analysis of the focus areas’ banking landscape found fewer opportunities to access financial 

services as well as lower overall success in loan applications. We found fewer FDIC bank 

branches compared to other parts of Philadelphia, and these also showed lower average deposits 

than banks throughout the city. Between the two areas, we found that the Southwest Philadelphia 

area is considerably more underserved than the North Philadelphia area. The Southwest 

Philadelphia area had just three FDIC locations and therefore fewer loans per 1,000 households 

than the North Philadelphia area. 

 

Of the 455 survey respondents, 125 reported that they did not have a personal savings account. 

This large number of non-participants is primarily made up of the youngest residents. 

Approximately 40 percent of 18-34 year olds do not use personal savings accounts. Alternatively, 

dependence on non-traditional banking services, like check cashing services, is the highest 

among younger residents. Approximately one third of all respondents use check cashing services 

outside of bank services but nearly half of respondents aged 18-24 use check cashing services. 

From the surveys, it is clear that as age increases, reliance on check cashing services decreases 

(see Table 2). 

 

 

                                                
 
11 As described in the boundaries of the proposed federal credit union. 
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Forgoing traditional savings vehicles by 
holding cash in ‘a secret hiding place’ is a 
huge missed opportunity for both the 
individual saver (no interest, risk of loss, 
theft, or destruction) and the community at 
large. Instead, capital could have been 
productively deployed through personal or 
business loans. 

TABLE 6.2 – CHECK CASHING USAGE, DETAILED BY AGE 

Age 
Use Check 

Cashing 

18-24 49% 

25-34 40% 

35-44 26% 

45-54 28% 

55-64 22% 

65+ 10% 

Total 33% 

 

 

Instead, the focus groups led by Temple University School of Social Work, professor Marsha 

Crawford, revealed that participants favored more informal modes of saving money, which 

includes “savings in a secret hiding place.”12 For instance, a participant stated: “My father passed 

away and when we started to move his things out of the closet, we found a bag full of money, 

$3,500, and in his bank account there was only 

$2,000. We never knew, but always wondered 

why he had cash to buy food or to give money 

to his grandchildren when they came over. He 

did share that banks were hard, and he didn’t 

always understand everything …” The 

community-based participatory approach 

employed by Dr. Crawford revealed that some 

groups, which includes the Asian American 

community, refugee communities from Africa, 

and undocumented migrants, value cash more than loans and credit cards. Some people “keep a 

lot of money under the mattress,” “cash is the preferred way to go,” and they “don’t trust larger 

banks.”13  

 

 

PARTICIPATION IN FINANCIAL SERVICES AND SATISFACTION IN EXISTING SERVICES 

 

The primary finding from the focus groups was that if banks want to retain the existing customers 

and expand their reach in these areas, they need to improve service quality. Focus group 

members suggested that in order to satisfy customers’ needs, banks need to pay attention to the 

customers’ complaints regardless of race, ethnicity, gender, or income level. Important aspects of 

service quality include accessibility, responsiveness, and empathy toward all customers.  

                                                
 
12 Ziabelese-Craword, Marsha and Paredes, Heidi, A Study on Persistent Voids in the Provision of Financial Products and Services in Historically Underserved 
Neighborhoods, May 16, 2018, Temple University School of Social Work. 
13 Ibid. 
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Survey respondents reported their satisfaction levels with various financial services on a scale of 

1-5 where 5 represented “Very Satisfied”, 1 represented “Very Unsatisfied,” and 3 represented 

that the service was “Okay.” Respondents in Southwest Philadelphia were more satisfied with car 

loans, home loans, and credit cards than their North Philadelphia counterparts. For personal 

checking and savings accounts, residents in areas outside of North Philadelphia and Southwest 

Philadelphia reported the highest satisfaction levels.  

 
 

TABLE 6.3 – SATISFACTION LEVEL OF FINANCIAL SERVICES FOR RESPONDENTS, DETAILED BY HOME LOCATION14 

Financial Services North Philadelphia SW Philadelphia Other 

Personal Checking 3.1 3.0 3.5 

Personal Savings 3.2 3.0 3.5 

Credit Card 3.1 3.7 3.4 

Check Cashing 3.0 3.1 3.5 

Direct Deposit 3.4 3.4 3.7 

Personal Loan 3.0 3.3 3.4 

Car Loan 2.9 3.8 3.1 

Home Loan 3.1 3.8 3.3 

IMPLICATIONS 

The areas in this assessment have access to some financial services but those accounts are 

often underutilized. The primary reason for underutilized financial services is the popularity of 

alternatives that residents have become more reliant on. Check cashing is immensely popular 

among households with lower income, especially those of a younger age. For a variety of 

reasons, including dissatisfaction with traditional banks and services, residents in these areas 

have turned to non-traditional services. One piece of this dissatisfaction comes from the lack of 

branches nearby. If banks and bank services through online or mobile outlets were more easily 

accessible to residents in these areas, the residents may learn the opportunities available at more 

traditional financial institutions. Another piece of this accessibility is broader engagement with the 

community so that the services being offered are for the community’s needs. This will strengthen 

their personal financial situation and also increase the amount of capital that is available in the 

community to support any number of individual and business financial goals. 

 

6.3 THEME #2 

The focus areas have lower access to capital than the city as a whole. 

                                                
 
14

 This is an average score for respondents by service where 5 = “Very Satisfied” and 1 = “Very Unsatisfied” 
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The FINANTA focus areas have higher 
denial rates, lower residential loan 
penetration, and higher use of subprime 
loans than the citywide average. 

 

GENERAL SUCCESS IN ACCESSING FINANCIAL SERVICES 

 

In addition to finding that the focus areas have less 

overall access within their geographic boundaries to 

banking amenities, they also have lower overall 

success in lending when compared with the average 

Philadelphia resident.  

 

The residents within these areas experience higher denial rates than citizens in the rest of the 

city. Although the denial rate across the entire city is just 24.1 percent, the denial rates in North 

Philadelphia and Southwest Philadelphia are 30.3 and 36.8 percent, respectively. Additionally, in 

the North Philadelphia area and the Southwest Philadelphia area, a larger percentage of loans 

that are approved are subprime loans. While 6.5 percent of all loans originated in Philadelphia are 

subprime, 7.9 and 11.3 percent of all loans in North Philadelphia and Southwest Philadelphia are 

subprime (see Table 4). 

 

 

TABLE 6.4 – FINANTA FOCUS AREAS BANKING METRICS  

Metric 
N Philadelphia 

Focus area 
SW Philadelphia 

Focus area 
City of 

Philadelphia 

Applications 1,746 1,072 31,976 

Denials 529 395 7,698 

Denial Rate 30.3% 36.8% 24.1% 

Loans Originated 831 433 17,029 

Prime Loans 765 384 15,920 

Subprime Loans 66 49 1,109 

% Subprime 7.9% 11.3% 6.5% 

Home Loans per 1,000 households 18 14 34 

Source: Federal Financial Institutions Examination Council (2017) 

 

 

The number of home loans per 1,000 households ranges from 0 to 102 in the census tracts in the 

North Philadelphia area. The number of home loans is highest in the census tracts closest to 

Center City, while fewer than five home loans per 1,000 households were made to residents in 

the middle of the North Philadelphia area, which is more predominantly Latino than the northern 

or southern parts (see Figure 1).   
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FIGURE 6.1 – FINANTA NORTH PHILADELPHIA FOCUS AREA CENSUS TRACTS: HOME LOANS PER 1,000 HOUSEHOLDS 

 
Source: Federal Financial Institutions Examination Council (2017) 

 
 
In the Southwest Philadelphia focus area, the number of home loans was highest in the census 

tracts closest to University City. There was slightly less home loan activity in the Southwest focus 

area than the North Philadelphia focus area (see Figure 2). 

 

 

FIGURE 6.2 – FINANTA SW PHILADELPHIA FOCUS AREA CENSUS TRACTS: HOME LOANS PER 1,000 HOUSEHOLDS 

 
Source: Federal Financial Institutions Examination Council (2017) 

 



 
 

 

  

Econsult Solutions   |   1435 Walnut Street, 4th floor |   Philadelphia, PA 19102   |   215.717.2777   |   econsultsolutions.com 

 

 

 
 65 FINANTA| FINANCIAL SERVICES NEEDS ASSESSMENT | REPORT 

 

 

PLATFORMS USED TO ACCESS FINANCIAL SERVICES 

 

The ways in which residents access their financial services has changed significantly in the last 

decade. If residents have a difficult time viewing their balances and making deposits, merely 

opening a checking or savings account does not guarantee that participation in the traditional 

banking system will occur. Several focus group participants who spoke with Dr. Crawford stated 

that easier access to personal checking or savings accounts could create better banking habits. If 

people using formal services could see their balances grow, they would be more inclined to stick 

to their financial goals. 71 percent of survey respondents use ATM and bank kiosks in order to 

access their personal checking accounts while 60 percent access financial services directly 

through a bank teller.  

 
Survey findings also reflected the fact that the way in which respondents access their personal 

checking and savings accounts varies significantly by age. Younger respondents reported higher 

levels of online and mobile banking than their older counterparts. Using a bank teller or telephone 

call to manage a personal checking or personal savings account is more popular among the older 

respondents (see Table 5).  

 
 

TABLE 6.5 – HOW RESPONDENTS ACCESS THEIR PERSONAL CHECKING ACCOUNTS, DETAILED BY AGE OF RESPONDENT15 

Age Bank Teller ATM or bank kiosk 
Telephone call or 
automated voice 

Online banking via 
computer 

Mobile banking via 
phone app 

18-24 59% 76% 8% 59% 70% 

25-34 64% 72% 18% 31% 63% 

35-44 62% 71% 27% 46% 54% 

45-54 51% 75% 24% 40% 31% 

55-64 57% 46% 7% 29% 14% 

65+ 67% 78% 33% 11% 11% 

Total 60% 71% 20% 40% 50% 

 

  

IMPLICATIONS 

The neighborhoods within the North Philadelphia and Southwest focus areas that receive the 

most home loans per 1,000 households are those closest to Center City. Not coincidently, those 

are the same neighborhoods with the highest median household incomes and the lowest denial 

rates.  

 

                                                
 
15 All percentages shown in tables represent the portion of respondents within each category that answered the question. The denominator 
therefore excludes respondents who either do not use the service or preferred not to answer the question.  
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Overall, the two focus areas see higher than average denial rates and lower than average median 

household incomes. In addition to being denied at a higher rate, these areas residents apply for 

loans at a lower rate, which stems an inability to access financial services. In addition to 

educating these residents on financial topics through financial education sessions, it is important 

that financial institutions in these areas make their products easily accessible to residents of all 

ages. As reflected through the survey, younger residents prefer to bank using their mobile phones 

and computers while older residents prefer to go to a bank in person. These disparities in capital 

access represent huge missed opportunities for individuals to pursue personal financial goals, 

households to build wealth, and businesses to access capital to grow and create jobs.   

 

6.4 THEME #3 

Cost, inconvenience, and lack of familiarity with traditional banks were the major barriers 

identified by households and businesses served by FINANTA in successfully accessing 

financial services in the focus areas. 

 

BARRIERS TO ACCESSING EXISTING SERVICES 

 

In order to understand the low participation rates with traditional personal savings accounts 

discussed in Theme #1, it is important to address the barriers to traditional banking services and 

the alternative options available to residents in the focus areas.  

 

While bank location certainly plays a role in an individual’s ability to access financial services, 

there are other incentives that lead to a dependence on non-traditional banking services. Many 

people feel like they are saving money by going to the check casher due to the fees associated 

with overdraft charges. Low-income households also rely on check cashing services for the 

speed at which they are able to access their money.  

 

It is important to address how the reported satisfaction levels with various financial services relate 

to the challenges these residents face. By dividing respondents into two groups: “satisfied” and 

“dissatisfied”, it is clear that the financial barriers these residents face play a large role in 

determining their overall satisfaction level. Dissatisfied respondents reported facing nearly all 

financial barriers at higher rates than the satisfied respondents. Among all survey respondents, 

inconvenient bank hours are the most frequently reported challenge. 
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Reasons Banks Seem Inaccessible 

 Language barrier 

 Lack of pre-existing relationship to 
put people at ease 

 Uncertainty about what the client 
service experience will be  

 Discomfort about having to provide 
sensitive personal information 

TABLE 6.6 – FINANCIAL BARRIERS FACED BY RESPONDENTS, DETAILED BY SATISFACTION LEVELS 

Financial Barrier  
Satisfied 

Respondents16 
Dissatisfied 

Respondents17 

Bank hours 41% 60% 

Bank fees 42% 60% 

Long wait time 25% 41% 

Paperwork confusing 16% 32% 

Banks don't offer products that I want/need 18% 30% 

Don't have enough money 18% 28% 

Poor customer service 19% 27% 

Don't trust banks 9% 19% 

Language barriers 8% 16% 

Other 22% 16% 
 

 

The most frequently reported barrier to entry for the 125 respondents who do not use a traditional 

personal savings account is high bank fees. Nearly 50 percent of these respondents have 

experienced bank fees that were too high and unpredictable causing them to either avoid or close 

their savings accounts.  When an individual makes one mistake at their bank, they get charged 

with large overdraft fees that are too much for them to handle. Alternatively, at a check casher, 

individuals can predict the small costs associated with cashing a check or sending a bill.  

 

Another barrier for these non-participants was inconvenient bank hours. Approximately 43 

percent of those who don’t use savings accounts reported bank hours as one of their challenges 

with using traditional banking services.  

 

 

TRADITIONAL BANKS ARE PERCEIVED TO BE INACCESSIBLE 

The cost of bank fees and the inconvenient hours of 

branch locations are major barriers for the residents 

living in the North and Southwest Philadelphia focus 

areas. In addition to those barriers, certain 

demographic groups are faced with additional 

challenges. Approximately one third of French 

speaking respondents and one quarter of Spanish 

speaking respondents face language barriers in 

accessing banking services. Among the 28 

respondents who did not report English, Spanish, or 

                                                
 
16 Respondents with average score across all financial services of 3 or greater.  
17 Respondents with average score across all financial services below 3. 
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French as their preferred language, more than 50 percent report language as a barrier to 

accessing financial services.  

 

Participants from the focus groups noted that a lack of personal treatment and face-to-face 

service at banks, and cited that staff attitudes contributed to their discomfort using bank 

branches. For the immigrant community, participants also mentioned that immigrant and refugee 

communities “must trust you in order to deal with you.” As noted in Theme # 1, immigrant and 

refugee communities also value having cash on hand, preferring to save it in physical locations 

they can readily access in case of an emergency.18 While our research found that language 

barriers were part of the challenge of interacting with traditional financial services, the bigger 

challenge is the general uncertainty with the institutions that are serving them and the poor 

interactions they experience when they do try to access a service.   

 

Survey respondents in the youngest age group report poor customer service, confusing 

paperwork, and lack of money at the highest rates but do not report a lack of products offered as 

a challenge they face frequently. Notably, 32 percent of survey respondents age 18-24 felt that 

the paperwork was too confusing. Standard requirements to open a bank account, such as 

providing client identification, address and proof of majority age are often hurdles for low-income 

youth.  

 

Some financial service providers have already devised creative workarounds and there is room 

for more experimentation. Emerging identification technology could also help mitigate these 

barriers. The success of these alternative channels proves both the existence of current 

perceptions that hinder people from accessing financial services as well as the possibility that 

those barriers can be overcome by using innovative methods. 

IMPLICATIONS 

Our assessment found that many individuals do not find these services accessible on a daily 

basis due to inconvenient hours or locations. The lower income population’s urgency to access 

funds immediately (for example each weekly paycheck) and the inaccessibility of many traditional 

banking services means they often turn to alternative financial services that are more responsive 

to their short-term needs. Moreover, the community perceives that the fees associated with 

informal banking services are not any larger than those associated with banks, and therefore the 

value of accessing financial services through institutions viewed as inconvenient, unwelcoming, 

and inaccessible has low appeal.   

 

These findings suggest that the community needs a financial institution that is responsive to their 

needs for nontraditional hours, in locations that are more accessible. In addition, it is important 

that the residents are not overwhelmed by high bank fees. Rather than completely eliminating 

                                                
 
18 Ziabelese-Craword, Marsha and Paredes, Heidi, A Study on Persistent Voids in the Provision of Financial Products and Services in Historically 
Underserved Neighborhoods 
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88% of survey respondents have 
been in financial difficulty at least 

once. 

bank fees, the community needs a financial institution that will clearly state its fee structure so 

residents can avoid being overcharged. In addition, the community needs a welcoming 

atmosphere to feel at ease in frequenting a bank in person.  

 

Banks that hire locally and train their tellers to engage with a diverse clientele are essential to 

establishing a trusting relationship with the community.  

 

6.5 THEME #4 

People and businesses in the focus areas have a diversity of financial aspirations, all of 

which financial service providers can assist with through a combination of personal 

outreach, educational resources, and targeted offerings. 

 

HOW FINANCIAL EMERGENCIES ARE HANDLED 

 

As primarily low-income households, many of the residents in 

both areas reported not being able to pay bills on time and 

constantly living from paycheck to paycheck. When it comes 

to financial aspirations, the primary goal of respondents 

surveyed was to achieve some form of financial stability. The 

primary research supported our initial data analysis to show how prevalent the sense of living on 

the edge is and how great is the desire to move towards having more stability. Only 12 percent 

have never found themselves in a difficult financial situation. Of those who have faced a financial 

emergency, more than half of the respondents go to family or friends to borrow money without 

interest.  

 

FINANCIAL GOALS  

 

When asked about their top financial goals, goals related to financial stability are the most 

frequently reported among survey respondents. The most common financial goal is to be able to 

save on what they earn. A large number of respondents also report being able to cover their 

monthly expenses, being prepared in a financial emergency, and being able to stop living 

paycheck to paycheck among their top financial goals.  

 

Beyond financial stability, there was a wide range of additional goals that people expressed, all of 

which require as a prerequisite some level of financial stability and all of which will benefit from 

better access to traditional financial services. Going back to school is a goal reported by 62 

percent of respondents between the ages of 18-24 and zero percent of respondents over the age 

of 65.  
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TABLE6.7 – FINANCIAL GOALS 

Financial Goals 18-24 25-34 35-44 45-54 55-64 65+ Total 

Be able to save on what I earn 75% 58% 57% 53% 31% 36% 56% 

Be able to cover my monthly expenses 72% 61% 46% 44% 42% 36% 53% 

Be prepared for an emergency 64% 54% 52% 49% 36% 36% 52% 

Stop living paycheck to paycheck 51% 57% 47% 56% 39% 27% 51% 

Purchase a house 43% 58% 47% 49% 42% 27% 49% 

Get out of debt 36% 35% 50% 49% 33% 36% 42% 

Have long-term retirement savings 38% 28% 33% 38% 33% 9% 32% 

Go to school 62% 39% 26% 19% 11% 0% 31% 

Open a business 38% 32% 30% 28% 11% 9% 29% 

Purchase a car 42% 32% 22% 26% 11% 0% 26% 

Leave money with children 23% 27% 29% 22% 17% 18% 25% 

No goal in mind 0% 2% 4% 1% 3% 36% 3% 

Other 0% 2% 1% 3% 0% 0% 1% 

 
 

 

INTEREST IN FINANCIAL LITERACY PROGRAMS 

 

As discussed in Theme #2, financial education sessions held at financial institutions would 

improve the residents’ financial literacy. Moreover, there was a strong connection between 

people’s aspirations and their perceived need for financial education. In addition to becoming 

more aware of the options and opportunities institutions offer, the residents may gain additional 

confidence and trust in banks. In offering these education programs, financial institutions could 

help support residents in the targeted communities in meeting their goals.  

   

Reflecting the community’s financial instability, the financial education information session topics 

that survey participants ranked most likely to attend were on personal budgeting and credit 

building. Respondents are also interested in attending an informational session on preparing to 

buy a home.  Survey respondents over the age of 65 are less interested overall in attending 

financial education sessions. Respondents in the youngest age groups are primarily interested in 

learning about personal budgeting and credit building; they are less interested in education 

sessions focused on business lending and construction financing. 

 



 
 

 

  

Econsult Solutions   |   1435 Walnut Street, 4th floor |   Philadelphia, PA 19102   |   215.717.2777   |   econsultsolutions.com 

 

 

 
 71 FINANTA| FINANCIAL SERVICES NEEDS ASSESSMENT | REPORT 

 

 

Banks are seldom the go-to place when people 
face a financial emergency: 

 

 52% go to family or friends for a no-interest loan 

 10% go to family or friends with for a low-interest loan 

 17% Ignore the bills 

 13% Max out their credit cards 

 12% go to a bank or credit union 

 11% go to an informal lender 

 5% use a payday loan or 2% go to a pawn shop 

 
TABLE 6.8 – INTEREST IN FINANCIAL EDUCATION TOPICS 

Financial education topics 
% of 

Respondents 

Personal budgeting 69% 

Credit building 67% 

Preparing to buy a home 49% 

Setting up a savings account 37% 

Accounting systems 31% 

Business budgeting 31% 

Avoiding foreclosure 28% 

Business lending 24% 

Construction financing 20% 

 

 

Financial goals reported via survey also differ by gender of respondent. In nearly every financial 

goal category, females responded yes at a higher rate than male respondents. In particular, 54 

percent of all female respondents selected purchasing a house as one of their financial goals 

while only 35 percent of all males want to purchase a house.  

 
 

PERCEIVED BARRIERS OF THOSE WITH PARTICULAR GOALS 

As demonstrated in Theme #3, focus group 

participants illustrated that they are more 

comfortable with informal ways of saving 

money.19  

 

Focus group participants revealed a strong 

desire of people in the community to have 

immediate access to their funds, something 

they believe formalized financial services are 

unable to do for them. It was mentioned that 

“low-income people often need their money 

immediately – they can’t wait a few days for the deposit to their account. And low-income people 

need to plan where their money goes: The way banks make money off free accounts is to charge 

monthly fees or hide overdrafts and fees in the fine print.”20  

  

                                                
 
19 Ziabelese-Craword, Marsha and Paredes, Heidi, A Study on Persistent Voids in the Provision of Financial Products and Services in Historically 
Underserved Neighborhoods 
20 Ibid.    
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IMPLICATIONS 

A financial institution that offered financial education sessions with a trusted neighborhood 

partner could be successful in attracting residents in the FINANTA focus areas. After learning 

more about products available and best financial practices, it is likely that low-income residents 

who have shied away from traditional financial services in the past would begin to trust and 

therefore utilize banks.  These findings show that present barriers within the community also 

represent future opportunity. While there are many current barriers that keep people in the focus 

areas from accessing traditional financial services, none of these barriers appear to be impossible 

to overcome. In fact, for many barriers there currently exists many successful models that show 

the way forward. 

 

6.6 GAP ANALYSIS CONCLUSIONS 

This section, as well as the previous sections of this report demonstrate a concerted need for 

residents in FINANTA’s two focus areas are in need of some level of personal financial services. 

The communities are not unbanked but the analysis and community survey results demonstrate 

that there is a level of distrust with existing financial institutions and a hesitance to fully engage in 

the formal banking system. These compiled findings have ultimately informed the Request for 

Partnerships (RFP)  document, which serves as a separate companion piece to this document.  
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APPENDIX A – ABOUT ECONSULT SOLUTIONS, INC. 

This report was produced by Econsult Solutions, Inc. (“ESI”). ESI is a Philadelphia-based 

economic consulting firm that provides businesses and public policy makers with economic 

consulting services in urban economics, real estate economics, transportation, public 

infrastructure, development, public policy and finance, community and neighborhood 

development, planning, as well as expert witness services for litigation support. Its principals are 

nationally recognized experts in urban development, real estate, government and public policy, 

planning, transportation, non-profit management, business strategy and administration, as well as 

litigation and commercial damages. Staff members have outstanding professional and academic 

credentials, including active positions at the university level, wide experience at the highest levels 

of the public policy process and extensive consulting experience.  

 
 


