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Challenge #1. Market changes
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Challenge # 2: Market
environment

= Financial infrastructure
S Access to financial institutions

S Financial products (saving, investing, credit,
Insurance)

S Regulatory structure
= Policy infrastructure
S Consumer protections
S Social programs
S Choice architecture and defaults




Current climate

= Increase capacity
for counseling and
mediation

= Assist with
legislative measures

S Hope for
Homeowners

= Anticipate next
events




Challenge #3: What do we want
consumersto do?

= Shop around

= Compare features

= Use credit wisely
S Stay within limits
S Pay on time

= Optimize financial
well-being




Opportunity # 1: What tools
can we use to reach the goal?

Information &
disclosures

Education
Regulation & policy
Counseling




Challenge # 4: How can we

better match disclosures to
behavioral goals?

Can we standardize
disclosures across
products?

APR or APY
Fees/costs

Risks and key
features

EXAMFLE 1:

Calories 100 Calories from Fat 10
W Daily Value®
Total Fat 1g
Saturated Fat Og
Cholestercl Omg
Sodium 150mg

o oITya
Dietary Fiber 6g
Sugars 69

Vitamin A
Calcium

ent Daily Values are based ana 2,
calorie diet.  Your daily values may be
lower depending on your calorie nee

Total Fat Less than
Sat. Fat Less than
Cholesterol  Less
Sodium Less than 0 2,400 mg
Total Carbohydrate i 3754
Dietary Fiber
Calories per gram:
Carbohydrate 4 Protein 4

EXAMFLE 2:

Servings per Container 13

Amount Per Servin

Calories 170

Total Fat 3g
Saturated Fat 0.5g
Chaolestercl 5mg
Sodium 240mg
AT TITya
Dietary Fiber Og
Sugars 18g

Calories

Total Fat Less than

Sat. Fat Less than

Cholesterol  Less than

Sodium Less than
Total Carbohydrate

Calories from Fat 30
vaily Value®

Vitamin C

20 g

2,400 mg
3759

Carbohydrate 4 Protein 4




Consumer testing

= Focus groups
= Formative testing

= Sets of individual
Interviews (cognitive
Interviews & usability
testing)

= Quantitative validation




Pearls of Wisdom from

Cconsumers

"LIBOR? | guess that's an acronym for a fake
bank."

Nl donot know where t he
What is the name of that guy? Greenspan?
Somet hing | i ke thateo

"l want to see what's the killer right away - | want

to know when all hell breaks loose - recession and
everything-what 1 s the highes

I am thinking too




Example: How can we get

consumers to pay more than the
minimum?

XXX Bank Credit Card Account Statement
Account Number X0 MO0 X XX
February 21, 2007 to March 22, 200

Summary of Account Activity PFayment Information

Previous Balance $535.07 MNew Balance Nl 784 .53
E;?r:rm?tsd't '$;?ggg Minimum Payment Due 48.00
er Credits - .
Purchases +$529 5 Payment Due Date 4/20/07 (before 2:08pm)
Balance Transfers +$785 00 Late Payment Warning: If we do not receive yvour
Cash Advances +5318 00 minimum payment by the date listed above, you may haw
Past Due Amount +%0/00 to pay a $35 late fee and your APRs may be increased up
Fees Charged +$69/45 to the Penalty APR of 28 99%.
Interest Charged +51008 Motice about Minimum Payments: If vou make only the
minimum payment each period, yvou will pay more in interes
New Balance $1.784.53 and it will take you longer to pay off your balance. For example,
if vou had a balance of $1,000 at an interest rate of 17%
Credit limit $2,000_0% and always paid only the minimum required, it would taksg
Available credit $215.4 over 7 years to repay this balance. For an estimate of thE
Statement closing date 3/22/2007 time it would take to repay your actual balance makingfonly
Days in billing cycle 30 minimum payments, call 1-800- R0
QUESTIONS? Figse send billing inquiries and correspondengfe to:
Call Customer Service =IO XK XXX PO Bl XXX, Anytown, Anystate XXXX

Lost or Stolen Credit Card = R R - R K




Example: How can we get
consumers to pay more than the
minimum? (educators version)

If you make only
ard Account Statement mlnlmum paymentS, It
XX KX XXX XXXX
07 to March 22, 2007

Payment Information

New Balance $1,784 53
Minimum Payment Due $458.00
Payment Due Date 4/20/07 (before 2:00 pm)
Late Payment Warning: If we do not receive your
minimum payment by th e listed above, you may have
to pay a $35 late fee and PRs may be increased up
to the Penalty APR of 28

Notice about Minimum Payments: If you make only the
minimum p 'i;.l'll:—' each period, you will pay more in interest

and it will - nger to pay off your balance. For example,

if y: u ha 1,000 at an interest rate of 17%
minimum required, it would take
; }PE is balance. For an estimate of the
time it wa 1LI|E| take to repay your actual balance making only
minimum payments, call 1-800-3CCX-00K

Please send billing inquiries and correspondence to:
PO Box XXX, Anytown, Anystate XOO0K

will take 9 years to
pay off this balance.

If you pay $48 every
month, it will take you
4 years to pay off this
balance.

If you pay $75 each
month, it will take you
2 1> years to pay off
this balance



Opportunity # 2: Education can
fill In the gaps In disclosures

Foundation laid by

schools

AJust 1 n timeo resourc
Teachable moments
Point of sale

Access via mobile
devices



