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Financial wellness programs are on the rise in workplace benefits portfolios and now 

considered a priority by nearly 6 in 10 employers (Aon Hewitt 2017). In the past, financial 

wellness programs at the workplace, if offered, focused primarily on retirement. But programs 

have since evolved to address a range of employees’ financial needs (Hannon et al. 2017).  

Programs take varied forms—from educational workshops to financial coaching and counseling to 

financial products and apps—and they are generally aimed at helping employees better manage their 

financial lives (Lienhardt and Nowakowski 2018). Employers are increasingly motivated to offer 

financial wellness programs because “it’s the right thing to do,” but they also cite improvements in 

employee engagement, retirement benefits usage, and productivity on the job (Aon Hewitt 2017). Such 

findings suggest growing acknowledgment among employers that offering financial wellness programs 

is not only good for their employees’ well-being, but it also improves the organization’s bottom line. 

But how successful are these programs at improving employees’ financial well-being? There have 

been very few evaluations assessing workplace financial wellness programs’ effectiveness (CFPB 2014; 

Hannon et al. 2017). Further, the content and approaches of financial wellness programs vary consid-

erably. Some are for-profit fintech applications that various large employers have begun offering to 

employees. One prominent example allows employees to easily and quickly access earned money in 

advance of their next paycheck.1 Others are nonprofit programs that tend to place financial education 

and/or financial counseling at the core of their services, some of which have produced positive long-term 

improvements in employees’ credit scores, savings, and debt profiles (Lienhardt and Nowakowski 2018). 

One such financial wellness program is Working Credit NFP, a workplace benefit program designed 

to help employees establish and build strong credit scores and use their improved scores to enhance 

their financial circumstances—such as renting higher-quality apartments, qualifying for mortgages, and 
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accessing better rates and terms on products like auto loans, credit cards, and car insurance.2 At the 

heart of Working Credit’s program is education about credit building through a workshop, followed by 

one-on-one financial coaching or counseling and periodic tailored updates and suggestions to help 

participants reach their goals. 

The first step for Working Credit at any new site is to have a credit-building workshop, which any 

employee can attend to learn how the credit-scoring system works. After the workshop, employees are 

invited to sign up for one-on-one financial counseling with Working Credit’s professional counselors to 

build and improve their credit. Though the workshop produces an initial boost in awareness about 

credit, the one-on-one financial counseling session and subsequent credit pulls and progress reports at 

6, 12, and 18 months are targeted toward the long-term goals of participants. Follow-up counseling 

sessions and engagement are available to participants at any time over the 18-month program, but, at a 

minimum, Working Credit’s counselors provide progress reports to all participants at 6, 12, and 18 

months. These reports provide a new credit report and FICO score, a description of what changed and 

why it did, and additional credit-building guidance informed by the client’s stated goals. 

[The Working Credit information session] was about…helping to get your mindset together to 

review your own finances to increase your credit score and build upon that. For me, that was 

a plus…I really, really want to make sure that my credit’s good. 

—Working Credit counseling participant 

BOX 1  

The Difference between Financial Coaching and Counseling 

Financial coaching and financial counseling are both models that pair a client with a trained professional 
who provides access to financial education, may assist the client with goal setting, and helps them 
progress toward financial goals such as budgeting, increasing savings, improving credit, or addressing 
debt. An important difference, however, is the nature of engagement; counselors share subject-specific 
expertise with clients, advising them on specific financial concerns. Financial coaching, on the other 
hand, involves a higher level of support and partnership—one where the client asks and the counselor 
agrees to hold the client accountable for taking and completing individual steps toward improved 
financial health. While some have described the coaching relationship as a more long-term relationship 
than counseling (Collins, Olive, and O’Rourke 2013),a both services can take place over months or years. 
The notable difference is that the relationship between counselor and client is core to the coaching model. 

The most rigorous evaluation of two separate financial coaching programs found that participants 
were significantly likely to have experienced improvements in savings, debt, credit scores, budgeting, 
financial stress, and satisfaction with their financial situation (Theodos et al. 2015). Working Credit NFP 
has a hybrid approach to financial counseling and coaching. Clients can opt for counseling only or 
counseling plus coaching, as an added layer of support. 
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Source: a Mary Bell Carlson, “Financial Counselor Versus Financial Coach: What’s the Difference Anyway?” The Standard 

(Association for Financial Planning & Counseling Education newsletter), December 2014, Q4 2014, accessed January 30, 2019, 

https://afcpe.org/assets/publications/newsletter/Q4-2014.pdf. 

As of August 2018, Working Credit has served employers with over 12,000 employees;3 among 

those employees, about 1,500 have been served through their workshops and 900 through counseling.4 

But with new employers signing on to Working Credit’s services regularly, these numbers continue to 

climb. Employers are motivated to offer the services to employees, but who pays for the services varies. 

Sometimes employers pay the full cost; other times employers decide to share the cost with employees 

or pass the cost of the program to employees fully. 

An analysis of the Working Credit program between 2015 and 2017 suggests positive outcomes for 

participating employees. The outcomes study found that two-thirds of participating employees 

improved their credit scores over the course of the program, and 41 percent increased their scores to 

move from subprime to prime scores. Further, after participation there was a 39-percent increase in the 

share who had at least $1,000 in available credit and a 2-percent increase in the share of participants 

enrolled in automatic savings products (Lienhardt and Nowakowski 2018). This prior analysis suggests 

how we may expect the Working Credit program to benefit more recent participants in this study. 

This brief is a pilot study that uses Working Credit’s program data to understand the outcomes of its 

participants across a range of employers and locations. Because Working Credit built metrics into its 

program from the start—including data from credit reports at intake (that is, baseline) as well as 6, 12, 

and 18 months later—we can examine how participants track through the program and whether they 

meet the objectives of the program to improve their credit scores, including moving to prime scores and 

reducing delinquencies. The data included in this report were collected from participants at various 

stages in the program from February 23, 2015, through July 3, 2018, and do not include new 

participants in the program after this date. Assuming the program continues to scale operations, in time 

participation rates will only grow and a more extensive evaluation will be possible. For now, the findings 

reported here are for 653 participants in the program data. To supplement our understanding of the 

program process and participant experience, the Urban Institute observed and interviewed clients 

following their first one-on-one interactions with counselors on December 17 and 18, 2018. This brief 

describes who the program serves, the outcomes of those served over time, and the lessons learned for 

other workplace-based financial wellness programs. 

Working Credit is now an 18-month program, but a subset of clients was served through a 24-

month program. This brief features the data of clients who participated in both the 18- and 24-month 

programs, with a majority having been enrolled for 24 months. Regardless of whether participants were 

in the program for either duration, Working Credit pulled credit data for participants 6 months after 

they finished the program. For consistency, this brief shares findings for all participants through the 18-

month mark of the program, as well as their outcomes 6 months after the end of the program—

regardless of whether they were in the program for 18 or 24 months.5  

https://afcpe.org/assets/publications/newsletter/Q4-2014.pdf
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Working Credit Serves Employees Well across a 
Continuum of Baseline Credit Scores 
Working Credit serves a variety of participants at the start of the program, from those who are 

unscored to prime credit score holders. While 37 percent started the program with prime scores, 

another 30 percent started with near-prime scores, 20 percent started with subprime scores, and 12 

percent started with no score. The program has an inclusive approach that serves a diverse set of 

workers regardless of their financial circumstances or credit history at the start. 

Among black and lower-wage workers (those making less than $15 an hour), over 4 in 10 start the 

program with either a subprime or no credit score. Half of those under the age of 25 start the program 

with no credit score. Meanwhile, at least half of white participants, those making more than $20 an 

hour, and those ages 55 and older begin the program with prime scores (table 1). 

TABLE 1 

Share of Program Participants That Had No Credit Score or Subprime, Near-Prime, or Prime Scores at 

the Program Start, by Demographic Group 

 
No score  
(n = 80) 

Subprime  
(n = 132) 

Near-prime 
(n = 197) 

Prime  
(n = 244) 

Total (%) 12.3 20.2 30.2 37.4 

Hourly wage     
Less than $12 (n = 68) 22.1 23.5 27.9 26.5 
$12–$14.99 (n = 124) 16.1 27.4 29.8 26.6 
$15–$19.99 (n = 152) 7.9 24.2 30.9 36.8 
$20+ (n = 247) 4.5 12.4 33.9 50.3 
Missing (n = 62) 35.5 9.5 19 34.9 

Race     
White (n = 274) 8.8 13.8 24.4 52.7 
Black (n = 295) 12.9 28.1 38 21 
Other (n = 84) 21.4 12.9 21.2 43.5 

Hispanic/Latinx-identified     
Non-Hispanic/Latinx (n = 491) 11.2 20 30.5 38.3 
Hispanic/Latinx (n = 162) 15.5 21 29 34 

Age     
18–24 (n = 48) 50 4.2 10.4 35.4 
25–34 (n = 250) 12.8 21.5 28.3 37.1 
35–44 (n = 145) 8.3 24.1 40 27.6 
45–54 (n = 107) 7.5 22.4 31.8 38.3 
55–64 (n = 89) 4.5 15.7 28.1 51.7 
65+ (n = 14) 0 21.4 28.6 50 

Source: Working Credit program data. 

Notes: Subprime credit scores are below 600; near prime are 601 to 659; and prime are 660 and higher. People with no score 

typically reflect those not in the credit system. Findings for those ages 65 and older should be interpreted with caution because of 

small group sizes.  
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One of Working Credit’s program goals is to help participants with no credit score establish one. 

Twelve percent of program participants started without a score at baseline; of those, 43 percent had 

one 6 months later. But the most notable shift happened 12 months after starting the program: nearly 

two-thirds who started without a score generated one, a significant increase from baseline (p < .001). 

This pattern holds over time, with nearly two-thirds who started unscored having a score both at 18 

months and 6 months after they finished the Working Credit program (figure 1). 

FIGURE 1 

Participants with No Credit Score Are Significantly More Likely to Have One after 12 Months 

Share of participants who started Working Credit unscored, by scored status over time 

 

Source: Working Credit program data. 

Notes: This figure includes all participants who started the program with no credit score. Although a score was obtained over time 

for most participants, in a few cases one could not be pulled. This data for all participants—and for those in the program 6, 12, and 

18 months later, as well as 6 months post-program—are point-in-time estimates, rather than the same respondents tracked 

longitudinally. At all points shown, the share who established scores increased significantly (p < .001) relative to baseline. 

Another goal of Working Credit’s program is to move participants toward prime credit scores over 

time. Prime scores allow consumers to access lower rates on loans and better options for financial and 

other products (Elliott and Lowitz 2018). Overall, 63 percent of Working Credit’s participants started 

the program with either no credit score or a below-prime (under 660) score, compared with 37 percent 

who had prime scores at the start (table 1). Over time, the share of Working Credit program participants 

with prime scores increased; at least half of participants had prime scores at 18 months and 6 months 

57%

35% 34% 34%

43%

66% 66% 66%

6 months 12 months 18 months 6 months post-
program

No score Has score
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after completing the program, a significant increase from baseline (figure 2). This difference reflects 

progress over time for the program’s goal of moving participants to prime scores. 

FIGURE 2 

After 18 Months in the Program, Half of Participants Have Prime Credit Scores 

Share of all participants with a prime score by score status over time  

  

Source: Working Credit program data. 

Notes: A below-prime score is under 660. This data for all participants—and for those in the program 6, 12, and 18 months later, as 

well as 6 months post-program—are point-in-time estimates, rather than the same respondents tracked longitudinally. At all 

points shown, the share with prime scores increased significantly (p < .001) relative to baseline.  

Increasing my credit score [is my goal]…in the long run, if I do want to purchase a home or 

buy a car…I at least want my score to be up. 

—Working Credit counseling participant 

63%

55%
53%

48% 48%

37%

45%
47%

51% 52%

Baseline 6 months 12 months 18 months 6 months post-
program

Not prime Prime
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People of Diverse Backgrounds and Circumstances Are 
Served Well by Working Credit’s Model 
Looking at the improvement in average credit scores across a range of demographics, we see that the 

program serves a variety of people well. Nearly all participants—across an array of demographic 

characteristics—show progress over time in their credit scores relative to baseline participation. The 

median for scored participants at baseline compared with those who were scored 18 months later rose 

from 640 to 670, a 30-point increase. Six months after completing Working Credit, the median score 

was even higher at 677, showing the program’s lasting effects (table 2). 

Some groups that started the program with low credit scores made notable progress over the study 

period. Over 18 months, those making $12 to $14.99 an hour increased their median scores by 47 

points (from 612 to 659); 6 months after completing the program they had an even higher median score 

of 677. Similarly, from baseline to 18 months in the program, the median credit score increased 46 

points among black participants (from 594 to 640) and 45 points among Hispanic/Latinx participants 

(642 to 687).6 

TABLE 2 

Median Credit Score for Scored Participants, Over Time, by Demographic Group 

 
Baseline  
(n = 573) 

At 6 
months  

(n = 390) 

At 12 
months 

 (n = 303) 
At 18 months  

(n = 228) 

At 6 months  
post-program  

(n = 171) 

Total 640 654 661 670 677 

Hourly wage      
Less than $12 626 637 609 629 656 
$12–$14.99 612 631 653 659 677 
$15–$19.99  627 650 647 689 676 
$20+ 659 686 704 695 725 

Race      
White  683 696 689 694 699 
Black  594 610 621 640 621 
Other  674 683 702 724 695 

Hispanic/Latinx-identified      
Non-Hispanic/Latinx 640 650 657 665 676 
Hispanic/Latinx 642 664 664 687 682 

Age      
18–24  681 670 682 674 669 
25–34  640 662 665 676 678 
35–44  621 629 630 645 649 
45–54  629 652 655 660 671 
55–64  675 672 647 694 709 
65+  654 688 690 654 705 

Source: Working Credit program data. 

Notes: Median scores are calculated only for participants with credit scores. Findings for those ages 65 and older should be 

interpreted with caution because of the small sample sizes. See table 1 for sample sizes of demographic groups at baseline and 

appendix table A.1 for sample sizes of groups and subgroups over time. 
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For participants who first interacted with Working Credit a year or more prior, the median changes 

in their scores are noteworthy. Black participants had an 18-point increase in their median credit scores 

after 6 months and a 44-point increase after 18 months (figure 3). Hispanic/Latinx participants had an 

increase of 22 points after 6 months and 45 points after 18 months in the program. Participants who 

identified as a race other than white or black had a small sample size (n = 28) at 18 months, so it is 

important to interpret the 40-point increase from baseline with caution. 

FIGURE 3 

After 18 Months in the Program, Median Credit Scores Increase 44 Points for Black Participants, 45 

Points for Hispanic/Latinx Participants 

Median score among participants with credit scores, by race and ethnicity, over time 

 

Source: Working Credit program data. 

Notes: The numbers here differ from those in table 2 because this figure disaggregates those who identify as Hispanic/Latinx 

separately, regardless of race. The data for all participants—and for those in the program 6, 12, and 18 months later, as well as 6 

months post-program—are point-in-time estimates, rather than the same respondents tracked longitudinally.  

Looking at the shares with prime scores by race and ethnicity also shows progressive improvement. 

From baseline to 6 months after the end of the program, all demographic groups had more prime score 

holders, including white participants (11 percentage-point increase), black participants (14 percentage-

point increase), Hispanic/Latinx-identified participants (21 percentage-point increase), and those who 

identified their race as something other than black or white (10 percentage-point increase) (figure 4). 

This suggests that the Working Credit program has lasting effects in moving participants from diverse 

backgrounds to prime scores, thus enabling them to access lower-cost credit. 
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FIGURE 4 

The Share of Hispanic/Latinx Participants with a Prime Credit Score Increases 21 Percentage Points 

from Baseline to Six Months after the Program Ended 

Percentage of participants with a credit score of 660 or higher, by race and ethnicity, over time 

 

 

Source: Working Credit program data. 

Note: This data for all participants—and for those in the program 6, 12, and 18 months later, as well as 6 months post-program—

are point-in-time estimates, rather than the same respondents tracked longitudinally.  

Over time, lower-wage participants saw a credit score boost well after the initial workshop and one-

on-one counseling session. Those making less than $12 an hour saw an increase in their median credit 

scores of 30 points from baseline to six months post-program. Other groups saw even greater increases 

in their median credit scores from baseline to six months post-program, including those making 

between $12 and $15 an hour (65 points), those making between $15 and $20 an hour (49 points), and 

those making over $20 an hour (66 points) (figure 5). The wage group with the most impressive gains 

from the start of Working Credit until its conclusion was those earning between $15 and $20 an hour; 

their median credit score increased 62 points during the program. 
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FIGURE 5 

After 18 Months in the Program, Participants Making between $15 and $20 an Hour Increase Their 

Median Credit Score by 62 Points 

Median score among participants with credit scores, by hourly wage, over time 

 

Source: Working Credit program data. 

Note: The data for all participants—and for those in the program 6, 12, and 18 months later, as well as 6 months post-program—

are point-in-time estimates, rather than the same respondents tracked longitudinally.  

Looking at the share of prime score holders by hourly wage, there are demonstrable gains across 

the groups. Relative to baseline, all groups had higher shares with prime scores at the end of the 

program (18 months) and 6 months after the program ended. The share with prime scores 6 months 

after the program ended increased by 7 percentage points for those earning less than $12 an hour, 29 

percentage points for those earning between $12 and $15 an hour, 19 percentage points for those 

earning $15 to $20 an hour), and 28 percentage points for those earning over $20 an hour relative to 

baseline (figure 6).  
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FIGURE 6 

The Share of Participants Making between $12 and $15 with a Prime Score Increases 29 Percentage 

Points from Baseline to Six Months after the Program Ends 

Percentage of participants with a credit score of 660 or higher, by hourly wage, over time 

 

Source: Working Credit program data. 

Note: The data for all participants—and for those in the program 6, 12, and 18 months later, as well as 6 months post-program—

are point-in-time estimates, rather than the same respondents tracked longitudinally.  

I want to be in my own place, money saved up, and my kids can visit me. That would be ideal. 

—Working Credit counseling participant  

 

I’ve been wanting a house since I was a little girl…18 months from now, I’ll have more money 

to buy a house.  

—Working Credit counseling participant 
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Participants Successfully Target Debt in Collections and 
Benefit from Expanded Access to Credit 
Working Credit’s financial counselors review credit reports during their initial one-on-one meetings 

with participants and send updates every six months thereafter. The counselors identify what changed 

on the credit report and how that affected the score, and they provide (or reinforce) steps the client can 

take to improve the score. Two general areas of improvement include targeting debt in delinquency or 

collections and lowering the credit utilization ratio. Delinquencies are payments made 30 days late on 

credit cards or loans and can lower a credit score by 100 points or more. A collection can result from any 

debt (not only loans or credit cards) and can lower a credit score by 40 to 50 points. Likewise, using 

more than 30 percent of available credit can lower a score by 20 to 50 points (Elliott and Lowitz 2018). 

Further, having access to revolving credit can be an important safeguard for families when they have 

emergency expenses. 

At the start of the program, nearly half of all participants had debt in collections. The share with 

debt in collections at baseline was 48 percent, compared with a significant decrease (p < .001) to 33 

percent among participants six months post-program (figure 7). 

 FIGURE 7 

Over Time, a Smaller Share of Participants Holds Debt in Collections 

 

Source: Working Credit program data. 

Notes: The data for all participants—and for those in the program at 6, 12, and 18 months, as well as 6 months post-program—are 

point-in-time estimates, rather than the same respondents tracked longitudinally. Column pairs may not total 100 percent 

because of rounding. 
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Loan or credit card debt is delinquent before it goes to collections, meaning the payment is overdue, 

typically by 60 days. At the start of the program, 15 percent of all Working Credit participants had 

delinquent debt, but by the end of the program, this was down to only 7 percent of participants (figure 

8). As a point of comparison, on average, 34 percent of Americans in the credit system had delinquent 

debt in 2015.7 Following the initial one-on-one counseling session and periodic six-month updates, 

participants were able to address their debt and prevent lowering their credit scores. 

FIGURE 8 

Over Time, a Smaller Share of Participants Has Delinquencies  

 

Source: Working Credit program data. 

Notes: The data for all participants—and for those in the program at 6, 12, and 18 months, as well as 6 months post-program—are 

point-in-time estimates, rather than the same respondents tracked longitudinally. Column pairs may not total 100 percent 

because of rounding. 

One of Working Credit’s program goals for clients is to have $1,000 in available credit in case of a 

financial emergency. Consistent with this goal, the share of participants with more than $1,000 in 

revolving credit increased significantly (p < .001) for those in the program for a year or more. At 

baseline, 58 percent of participants had $1,000 or more in available revolving credit. Six months after 

the program ended, 68 percent of participants had $1,000 or more in revolving credit (figure 9). While it 

is unclear from these data if the increase in available credit is the result of paying down debt or opening 

a new line of credit, it suggests that clients increased their access to credit in case of emergencies. 
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FIGURE 9 

Over Time, the Share of Participants with $1,000 or More in Revolving Credit Increases 

 

Source: Working Credit program data. 

Note: The data for all participants—and for those in the program at 6, 12, and 18 months, as well as 6 months post-program—are 

point-in-time estimates, rather than the same respondents tracked longitudinally.  

BOX 2 

Is There Attrition from Working Credit’s Program? 

In many financial counseling or coaching programs, participation is fluid. Clients may choose to meet 
with counselors only one time or to have more regular contact. Most counseling or coaching programs 
have no prescribed number or format of interactions. 

Working Credit is structured differently. A minimum amount of ongoing contact is provided to all 
participants (at least every 6 months for 18 months), but clients can elect to have more frequent contact 
over the 18-month program. The model always starts with participants attending a credit-building 
workshop at their place of employment, typically a 45-minute session. After participating in the 
workshop, participants can choose to sign up for individualized counseling, where they develop a 
budget, review a penalty-free credit report, and create a credit action plan that aligns with their 
personal financial goals. Every participant is offered coaching at this first appointment, which 
counselors describe as an added layer of support designed to help clients take the steps they need to 
achieve their financial goals. The number of people who ask for coaching varies by site. If the participant 
wants to be coached, the counselor and participant work together at the first session to determine their 
frequency and method of communication. It may be every day, week, or month, depending on what the 
client wants. Regardless of whether someone is being coached, clients can continue to meet or 
communicate with their counselors as much as they want. There is no requirement for additional in-
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person interactions. Counselors continue to pull credit reports and scores for their clients every 6 
months, for a total of 18 months, and send updates to clients highlighting successes and areas in need of 
improvement that align with their clients’ goals. 

Consequently, there is no true attrition from Working Credit’s program evident in the program 
data. The data described in this brief are from the credit reports and scores pulled for participants’ 
regular 6-month updates. While some participants may choose to stop interacting with their counselors, 
Working Credit’s counselors continue to provide updates every 6 months, regardless of their clients’ 
interactions with them. Thus, the data in this brief include all participants, even those who are only 
passive recipients of each 6-month report and do not reach out to their counselors thereafter. 

Conclusion 
Working Credit serves a diverse set of clientele across a variety of workplaces. Clients range from those 

without credit scores to those with prime credit, and most see improvements in their scores over time. 

The following are among the most notable findings from this preliminary exploration of program data: 

 Twelve percent of Working Credit’s clients started the program without a credit score. One 

year after starting the program, only 6 percent had no score. 

 Thirty-seven percent of Working Credit’s participants started the program with a prime score. 

Eighteen months after starting the program, the share of participants with prime scores 

increased to 51 percent. The shares of participants with prime scores increased across all racial 

and ethnic identities and hourly wage levels. 

 Various participants saw improvements in their credit scores. The median credit score 

increased for black participants by 44 points, for Hispanic/Latinx participants by 45 points, and 

for those making $15 to $20 an hour by 62 points from baseline until the end of the program 18 

months later. 

 The share of participants overall who had debt in collections or delinquency declined over the 

18-month program and stayed lower even 6 months after the program’s end.  

 Participants also increased the amount of affordable credit available to them in an emergency. 

Fifty-eight percent of participants had access to $1,000 or more in credit at the start of the 

program; six months after the program’s end, 68 percent had access to such credit. 

There are early lessons to be learned from Working Credit’s model that other programs and 

workplaces can adopt. Working Credit provides easy access to participation by offering credit-building 

workshops and counseling sessions at the workplace, thus reducing a barrier to these services for 

working Americans. This underscores the important role that workplaces can play in improving the 

financial well-being of their workers, simply by offering on-site access. Further, Working Credit 

demonstrates that lower-wage workers can make impressive increases in their credit scores and can 

improve their availability of and access to credit. With 35 percent of Americans unsure of how to access 

$400 in an emergency (Board of Governors of the Federal Reserve System 2017), Working Credit’s 
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participants are better positioned to handle financial shortcomings by the end of the program and 

beyond, which can benefit employers by having present and less distracted employees at the workplace. 

The findings in this brief feature early data from Working Credit’s program and the credit report 

data it collects for its participants. The program has since expanded beyond the data analyzed here. As 

the program continues to grow and serve additional clients, lessons will be learned beyond what has 

been described in this brief. With additional workplaces added and new and diverse employee needs, 

the program may reveal additional insights and program needs over time. 

While this brief focuses primarily on easily quantifiable outcomes, these findings are not a complete 

picture of the benefits participants gain from the program. Observations and interviews with program 

participants illustrate that after only one individualized meeting with a counselor participants express 

hope for their own and their families’ futures and a sense of empowerment in their financial lives. One 

participant expressed after his counseling session how he thought he would carry this experience 

forward in his life: “[I will tell friends and family to] be proactive. Don’t wait for it to change itself.” 

Working Credit clients routinely express optimism for their financial futures. Such feelings of hope are 

important outcomes not easily measured in these data but integral for participants’ future success. 
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Appendix 

TABLE A.1 

Median Number of Participants with Credit Scores, Over Time, by Demographic Group 

 
At baseline  

(n = 573) 

At  
6 months  
(n = 390) 

At 12 
months (n = 

303) 

At 18 
months (n = 

228) 

At 6 
months 

post-
program 
(n = 171) 

Hourly wage      
Less than $12 53 51 52 45 32 
$12–$14.99 104 69 60 54 46 
$15–$19.99  205 130 92 55 33 
$20+ 171 104 58 34 32 
Missing 40 36 41 40 28 

Race      
White  250 164 124 89 77 
Black  257 162 124 96 65 
Other  66 64 55 43 29 
Missing 0 0 0 0 0 

Hispanic/Latinx-identified      
Non-Hispanic/Latinx 436 281 219 164 122 
Hispanic/Latinx 136 109 84 64 49 
Missing 1 0 0 0 0 

Age      
18–24  24 24 27 27 20 
25–34  218 162 131 103 76 
35–44  133 81 52 32 25 
45–54  99 65 47 32 25 
55–64  85 49 39 28 21 
65+  14 9 7 6 4 
Missing 0 0 0 0 0 

Source: Working Credit program data. 

Notes: N-sizes are provided only for participants with credit scores. Findings for those ages 65 and older should be interpreted 

with caution because of the small sample sizes. See table 2 for median credit scores over time. 
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Notes
1  Michael Corkery, “Walmart Will Let Its 1.4 Million Workers Take Their Pay Before Payday,” New York Times, 

December 13, 2017, https://www.nytimes.com/2017/12/13/business/walmart-workers-pay-advances.html. 

2  For a description of Working Credit’s program and mission, see “Who We Are,” Working Credit NFP, accessed 
March 1, 2019, http://www.workingcredit.org/who-we-are/. 

3  For the reported number served as of August 2018, see Michele Weldon, “Give Yourself Credit: Co-Founders 
Work to Close the Information Gap,” The Movement (blog), August 7, 2018, 
https://www.taketheleadwomen.com/blog/give-yourself-credit-co-founders-work-to-close-the-information-
gap/. 

4  Numbers served by Working Credit workshops and counseling were reported to Urban by the program in 
correspondence on February 6, 2019. 

5  Individuals from the Boston Youth Credit Building Initiative (BYCBI) were enrolled in the program for 18 
months, and Working Credit pulled their final credit reports 6 months later, at the 24-month mark. As such, their 
24-month data are grouped with other participants’ 30-month data, represented collectively as “6 months post-
program.” 

6  Despite impressive increases over time in the average credit scores for different demographic groups from 
baseline, they were not significant. This is attributable to small sample sizes for these groups over time. 

7  For various national- and city-level indicators of financial health, including credit, see Caroline Ratcliffe, Cary 
Lou, Diana Elliott, and Signe-Mary McKernan, “Financial Health of Residents: A City-Level Dashboard,” Urban 
Institute, November 2017, https://apps.urban.org/features/city-financial-health/. Debt in delinquency is 
generally 30 or more days late, while collections (for credit card bills, for example) are generally 180 or more 
days late (Ratcliffe et al. 2018). Of note, Working Credit’s program data uses the FICO score, while the Urban 
Institute study cited above uses the VantageScore. 

 

https://www.nytimes.com/2017/12/13/business/walmart-workers-pay-advances.html
http://www.workingcredit.org/who-we-are/
https://www.taketheleadwomen.com/blog/give-yourself-credit-co-founders-work-to-close-the-information-gap/
https://www.taketheleadwomen.com/blog/give-yourself-credit-co-founders-work-to-close-the-information-gap/
https://apps.urban.org/features/city-financial-health/


C R E D I T  B U I L D I N G  A T  T H E  W O R K P L A C E  1 9   
 

References 
Aon Hewitt. 2017. 2017 Hot Topics in Retirement and Financial Wellbeing. London: Aon Hewitt.  

Board of Governors of the Federal Reserve System. 2017. Report on the Economic Well-Being of U.S. Households in 
2016. Washington, DC: Board of Governors of the Federal Reserve System. 

CFPB (Consumer Financial Protection Bureau). 2014. Financial Wellness at Work: A Review of Promising Practices and 
Policies. Washington, DC: Consumer Financial Protection Bureau.  

Collins, J. Michael, Peggy Olive, and Collin M. O’Rourke. 2013. “Financial Coaching's Potential for Enhancing Family 
Financial Security.” Journal of Extension 51 (1). 

Elliott, Diana, and Ricki Granetz Lowitz. 2018. “What Is the Cost of Poor Credit?” Washington, DC: Urban Institute.  

Hannon, Geraldine, Meredith Covington, Mat Despard, Ellen Frank-Miller, and Michal Grinstein-Weiss. 2017. 
“Employee Financial Wellness Programs: A Review of the Literature and Directions for Future Research.” 
Financial Behaviors Working paper. St. Louis, MO: Center for Social Development, Washington University in St. 
Louis.  

Lienhardt, Hallie, and Sara Nowakowski. 2018. “Supporting Employee Financial Stability: How Philanthropy 
Catalyzes Workplace Financial Coaching Programs.” Madison: Center for Financial Security, University of 
Wisconsin-Madison and Asset Funders Network.  

Ratcliffe, Caroline, Signe-Mary McKernan, Cary Lou, Hannah Hassani, and Caleb Quakenbush. 2018. “Debt in 
America: An Interactive Map Technical Appendix.” Washington, DC: Urban Institute. 

Theodos, Brett, Margaret Simms, Mark Treskon, Christina Plerhoples Stacy, Rachel Brash, Dina Emam, Rebecca 
Daniels, and Juan Collazos. 2015. “An Evaluation of the Impacts and Implementation Approaches of Financial 
Coaching Programs.” Washington, DC: Urban Institute. 

About the Authors 
Diana Elliott is a senior research associate in the Center on Labor, Human Services, and Population at 

the Urban Institute. Her work focuses on families’ financial security and economic mobility and the 

programs and policies that support them, including housing affordability, apprenticeships, and financial 

empowerment. Elliott holds a PhD in sociology from the University of Maryland, College Park. 

Christine Heffernan is a research analyst in the Income and Benefits Policy Center at the Urban 

Institute. She maintains the Welfare Rules Database, tracking Temporary Assistance for Needy Families 

(TANF) policies for the 50 states and the District of Columbia. She also works on safety net program 

microsimulation modeling. She received a BA in psychology from Colgate University. 

Adaeze Okoli is a research analyst in the Center on Labor, Human Services, and Population. She is 

passionate about the intersection of data, research, and policy to drive sustainable social change. Okoli 

holds a BS in economics from the Ohio State University, where she graduated with honors and research 

distinction. 

  

http://www.aon.com/attachments/human-capital-consulting/2017-hot-topics-financialwellbeing-report-final-january.pdf
https://www.federalreserve.gov/publications/files/2016-report-economic-well-being-us-households-201705.pdf
https://www.federalreserve.gov/publications/files/2016-report-economic-well-being-us-households-201705.pdf
https://files.consumerfinance.gov/f/201408_cfpb_report_financial-wellness-at-work.pdf
https://files.consumerfinance.gov/f/201408_cfpb_report_financial-wellness-at-work.pdf
https://www.urban.org/research/publication/what-cost-poor-credit
https://csd.wustl.edu/17-23/
https://cfs.wisc.edu/2018/09/28/supporting-employee-financial-stability-how-philanthropy-catalyzes-workplace-financial-coaching-programs/
https://cfs.wisc.edu/2018/09/28/supporting-employee-financial-stability-how-philanthropy-catalyzes-workplace-financial-coaching-programs/
https://apps.urban.org/features/debt-interactive-map/downloadable-docs/Debt-in-America-Appendix.pdf
https://apps.urban.org/features/debt-interactive-map/downloadable-docs/Debt-in-America-Appendix.pdf
https://www.urban.org/research/publication/evaluation-impacts-and-implementation-approaches-financial-coaching-programs
https://www.urban.org/research/publication/evaluation-impacts-and-implementation-approaches-financial-coaching-programs


 2 0  C R E D I T  B U I L D I N G  A T  T H E  W O R K P L A C E  
 

Acknowledgments 
This research is funded by the Rockefeller Foundation through the Janice Nittoli Practitioner 

Fellowship. The views expressed are those of the authors and should not be attributed to the Urban 

Institute, its trustees, or its funders. Further information on the Urban Institute’s funding principles is 

available at urban.org/fundingprinciples. We are grateful to the Rockefeller Foundation and to all our 

funders, who make it possible for Urban to advance its mission. 

We are grateful to our colleagues at Working Credit for sharing their data, time, and expertise with 

our team, including Amanda Carney, Kristin Schell, and Niki Volz, and especially Ricki Granetz Lowitz, 

who was the 2018 Janice Nittoli fellow at the Urban Institute. We would also like to thank our Urban 

Institute colleagues, including Caroline Ratcliffe for her review, Elaine Waxman for her guidance, and 

Liza Hagerman for her editorial work. 

 

ABOUT THE URBAN INSTITUTE 
The nonprofit Urban Institute is a leading research organization dedicated to 
developing evidence-based insights that improve people’s lives and strengthen 
communities. For 50 years, Urban has been the trusted source for rigorous analysis 
of complex social and economic issues; strategic advice to policymakers, 
philanthropists, and practitioners; and new, promising ideas that expand 
opportunities for all. Our work inspires effective decisions that advance fairness and 
enhance the well-being of people and places. 

Copyright © June 2019. Urban Institute. Permission is granted for reproduction of 
this file, with attribution to the Urban Institute.  

500 L’Enfant Plaza SW 
Washington, DC 20024 

www.urban.org 

http://www.urban.org/fundingprinciples

	Credit Building at the Workplace
	Working Credit Serves Employees Well across a Continuum of Baseline Credit Scores
	People of Diverse Backgrounds and Circumstances Are Served Well by Working Credit’s Model
	Participants Successfully Target Debt in Collections and Benefit from Expanded Access to Credit
	Conclusion
	Appendix
	Notes
	References
	About the Authors
	Acknowledgments

