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Challenge #1: Market changes

 Credit availability

 Risk-based rate pricing 

▸ Credit reporting and 

records

 Rate adjustments

 Income streams and 

fees

 Account features

 Payment options



Challenge #2: Market 
environment

 Financial infrastructure

▸ Access to financial institutions

▸ Financial products (saving, investing, credit, 

insurance)

▸ Regulatory structure

 Policy infrastructure

▸ Consumer protections

▸ Social programs

▸ Choice architecture and defaults



Current climate

 Increase capacity 

for counseling and 

mediation

 Assist with 

legislative measures

▸ Hope for 

Homeowners

 Anticipate next 

events



Challenge #3: What do we want 
consumers to do?

 Shop around

 Compare features

 Use credit wisely

▸ Stay within limits

▸ 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



Consumer testing

 Focus groups

 Formative testing

 Sets of individual 

interviews (cognitive 

interviews & usability 

testing)

 Quantitative validation



Pearls of Wisdom from 
Consumers

 " LIBOR?  I guess that's an acronym for a fake 

bank." 

 “I don’t know where the interest rate comes from.  

What is the name of that guy?  Greenspan?  

Something like that…”

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

to know when all hell breaks loose - recession and 

everything - what is the highest payment?“

 "I am thinking too hard!“



Example:  How can we get 
consumers to pay more than the 

minimum?



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

 If you make only 
minimum payments, it 
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 ½ years to pay off 
this balance



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

 Foundation laid by 

schools

 “Just in time” resources

▸ Teachable moments

▸ Point of sale

▸ Access via mobile 

devices



Opportunity #3: Building 
capacity for educators

 Teacher training

 Community educator training

 Content and evaluation skills

 Certification?



Challenge #5: How do you 
design & implement effective 

educational programs?
 Topics

▸ Choosing, using, and 

managing credit 

 Stage of behavior 

change

▸ Motivations at different 

stages

 Learning style

▸ Print, online, mobile, 

classes, podcasts, 

videos, hands-on 



Need a variety of tools

 Web pages

 Calculators

 Print is not going away

 Neither is face to face

 Push vs pull programs

 Partnerships and 

collaborations

 Need to know your 

audience



ControlYourCredit.gov



Opportunity #4: Build a 
national strategy 



Challenge #6: What do you do 
when disclosures & education 

are not enough?

 Supporting the role of 

counseling & advising

 Generic financial 

counseling

 Focused financial 

counseling

 Intermediaries



Can we simplify inherently 
complicated transactions?

 Tiers of products?

▸ “over the counter”

▸ “prescription”

▸ “controlled 

substances”

 Where do we draw 

the lines?

 What other models 

are there?



Successful education

 Learner-driven 

education is more likely 

to succeed

▸ Who are our learners? 

What are their goals?

 Begin with the end in 

mind – what are our 

goals, what do we want 

people to do?
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