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Living a Day in the Life of a Financially Underserved Individual
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In today’s session, you will…

1. Build a deeper understanding of the benefits of 
experiential research

2. Learn strategies for applying experiential research to 
your own organizational challenges

3. Learn strategies for moving from insights > impact



About C Space
Our clients call us their customer agency because we help them 
see customers as partners.



About CFSI
The Center for Financial Services Innovation is the authority on consumer financial 
health, committed to improving the financial health of millions of Americans.

Inform
We provide deep consumer 
insights and industry 
research.

Advise
We offer consulting services 

to for-profit and nonprofit 
providers.

Connect
We foster dialogue and collaboration 
through CFSI events and networking 
opportunities.

CFSI

Innovate
We seed and test 

promising new ideas.
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Understanding an Evolved 
Research Model



Observational vs. Experiential Learning



is an experiential learning activity 
that provides participants with a deeper 
understanding of the complexity of 
consumers’ financial lives. 

REACTPLAN TRANSACT

Over the course of the workshop, participants move through CFSI’s process: 



FinX “Lite” - Plan

Only 28 Percent of People in America are Financially Healthy
- CFSI. U.S. Financial Health Pulse. 2018.

More than one in four of today’s 20-year-olds are likely to be out of work for at 
least a year because of a disability before they reach normal retirement age.
- Social Security Administration, Disability and Death Probability Tables for Insured Workers Born in 1997, Table A.

~40% of adults said if faced with a $400 unexpected expense, they would either 
not be able to pay it or would do so by selling something or borrowing money.
- Federal Reserve’s Report on the Economic Well-Being of U.S. Households in 2017.



FinX “Lite” - Transact
Today is payday and you have to pay 
your bills and complete a series of 
errands before your next shift starts.

You are a 35 year old single 
parent getting by on a $30,000 
annual income while paying all 
monthly bills yourself. You are 
dutifully raising your 10 year old 
son, Josh, and seven year old 
daughter, Brianna. The three of 
you live together in a small, 
subsidized apartment near 
Fenway Park.



Sometimes you have small amounts of 
money (less than $400) leftover at the 
end of each month and want to apply it 
towards helping you improve your 
financial security.

• Inquire about a low-fee and low-
minimum balance savings 
product at a financial institution. 

**Pay attention to your options, fees, personal information needed, 
and the level of difficulty in finding answers.**

FinX “Lite” - Transact
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You recently started a job at a 
factory and are worried about 
missing a paycheck should an 
injury occur.

• Find a quote for disability 
insurance for $25,000 
using your mobile phone.

Task A Task B





Identifying Your Problem



Own What You Know and What You’re Good At
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• Direct access to organizations 
who have the resources to 
develop solutions

• Ongoing relationships with 
people who have limited access 
to the financial system

• Extensive understanding and 
research about the financially 
underserved market

• Productized solution to help 
translate known and observed 
insight into experienced insight

CFSI C Space

Shared focus on the financial industry



Reframe Issues as Opportunities

the market for unpaid caregiving 
in 2013, exceeding the value of 
paid home care and total Medicaid 
spending in the same year

[AARP Public Policy Institute. (2015). Valuing the 
Invaluable: 2015 Update.]

Americans who rarely or never 
feel as though there are people 
who really understand them

[Cigna. (2018). Cigna U.S. Loneliness Index.]

Caregiving Loneliness

$470 billion Slightly more 
than one in four 



Moving from Insight to Impact

Case Study: Boston FinX



Make Space for Diverse Perspectives

GovernmentLarge financial 
institutions

Non-profits

FinTech

Media Academia



Follow-up and Support

“I will share my experience and 
results with the our leadership 
team as we continue to think 
through how we approach the 
underserved market, and I will 
socialize the financial health 
passport further with members 
of my FinX group.”

- Jason (large financial 
services institution)

“I will share the experience with 
my team, and propose 
quarterly organizational 
engagement that promotes 
continued awareness of 
challenges faced by financially 
vulnerable people. This could be 
a mini version of FinX in one of 
Boston's low income networks.”

- Nashila (local non-profit)



Driving Innovation through Shared Experience

Follow up and provide support

Identify a problem that intersects your organization

Bring together people & organizations that each intersect 
the problem but approach it from different perspectives 

Have them experience the problem first-hand, together

Give them space to connect and discuss how they’ll work 
together to solve the problem
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Thank you!

C Space
Andrew Johnston | Consultant, Financial Services

ajohnston@cspace.com

CFSI
Theresa Schmall | Manager, Programs 

tschmall@cfsinnovation.org


