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PARTICIPATE

Type your question in the

Q&A BOX

to be addressed during  

discussion breaks or during 

Q/A

WEBINAR CONTROL PANEL

CLOSED CAPTIONS

Captions can be turned on via  

LIVE TRANSCRIPT

to be viewed in real-time and 

will also be available in the 

recording afterwards
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The Wealth
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AFN is the leading national 

grantmaker membership 

organization focused on 

advancing equitable wealth 

building and economic mobility. 

Connect to a Powerful National Network

Broaden your Knowledge Base

Amplify your Impact

Collaborate for Influence 
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The Impact of COVID-19 on FCAB 
Services: Exploring Equity, 
Accessibility, and the Future of Service 
Delivery

Prior to COVID-19, more than a quarter of households considered 
financially fragile

Pandemic caused greater financial hardship for financially vulnerable 
households  

FCAB service providers pivoted to online services, raising questions about 
equity and access
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Online Survey 

• FCAB providers nationally 
• 225 respondents 

• 41% reported being provider/counselor
• 40% program managers

Six Regional Focus Groups  

• Texas, Louisiana, Oregon, Washington,
Indiana, North & South Carolina
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Key Questions

1. How did the pandemic-related shift to virtual services impact 
equity, access, and retention of FCAB services?

2. How effective were the virtual models employed by FCAB 
organizations?

3. What will be the longer impacts on the FCAB field and what 
have we learned going forward?
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8% 8%

39%

28%

43%
41%

10%

23%

Since the COVID-19 pandemic, our  programs have
become more inclusive and equitable in terms of

populations served.

Our organization has more focus on reducing
barriers for Black people and other people of color

than it did two years ago.

Never Agree Sometimes Agree Often Agree Always Agree
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Since the COVID-19 pandemic our financial capability and asset 
building programs...

17%

8% 7%

55% 55%

38%

26%
31%

41%

3%
6%

14%

Better able to recruit and retain
clients/consumers in services.

Same or better outcomes due to our
services as compared to before the

pandemic.

Able to serve our clients/consumers
more efficiently due to an increased

use of remote technologies.

Never Agree Sometimes Agree Often Agree Always Agree
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Greater Equity in Service Delivery

• Ability to connect with more people by providing virtual 

services

• Reach a more diverse clientele

• Analyzing programming to see who is and 

who is not being served  
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5%

13%

5%
8% 7% 5%

9%

4%

15%

29%

21%

32%

24%

12%

49%

25%

32%

16%

Black English as
Second

Language

Families Latinx LGBTQ Low
Income

Seniors Women Youth

  Fewer   More

How have the demographics of your clients/consumers 
changed since the pandemic?
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Key Questions

1. How did the pandemic-related shift to virtual services impact 
equity, access, and retention of FCAB services?

2. How effective were the virtual models employed by FCAB 
organizations?

3. What will be the longer impacts on the FCAB field and what 
have we learned going forward?
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At Least One-quarter of Clients Served by Mode

35%

20%
12% 13%

92%

69%

40%

70%

40%

20%

64%

38%

71%

41%

63%

Telephone SMS/Text Video Call Online Apps In-person
sessions2019 2020 2022
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Increased Demands for Services

• Increase in access to their services through flexibility 

• Barriers related to transportation and childcare decreased

• Relevance of pandemic assistance, building emergency savings, and 

navigating assistance programs, rental relief increased

• But, recruitment and retention

• Virtual services may compromise some aspects of delivery while 

boosting other areas
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9%

33% 35%

27% 25%

7%

31%

39%
43%

50%

36%

47%

37%

21%
16% 17%

24%

32%

23%

7% 5% 5%

15% 14%

Significant increase
in demand for

services.

Significant increase
in government

funding.

Significant increase
in donor funding.

Significant increase
in foundation

funding.

Faced ongoing
shortages of staff

and/or volunteers.

Able to keep up
with the latest
technology and

infrastructure we
need to be
successful.Never Agree Sometimes Agree Often Agree Always Agree
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Key Questions

1. How did the pandemic-related shift to virtual services impact 
equity, access, and retention of FCAB services?

2. How effective were the virtual models employed by FCAB 
organizations?

3. What has the FCAB field learned from this experience going 
forward?
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8% 8%

26%

4%

14%

35%

48%

58%

33%

43%
39%

31%

14%

41%

30%

18%

12%

1%

21%

13%

Financially secure
enough to continue
for the medium- to

long-term.

Coaching and
counseling are

always better for
clients/consumers

when conducted in-
person.

Remote and
technology-based
services make it

harder for
clients/consumers

to trust our
program.

Our program has a
strong brand

identity that is
attractive to the

population(s) that
we serve.

Our organization
regularly consults
experts to design
and improve our

financial capability
and asset building

programs and
services.

Never Agree Sometimes Agree Often Agree Always Agree
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• Virtual services can reach a more diverse client population

• Increased access and timeliness through flexibility and ability to tailor 

content  as needed

• But some people and providers need more support, training, and access to 

technology 

• Virtual services are a complement, not a substitute for all in-person 

interactions. 

• Need to better understand the effectiveness of multiple-mode service delivery 

Which clients can achieve the best outcomes using what mix of modes and  

strategies?



assetfunders.org

Looking Ahead

• Support the development of better virtual 
services.

• While also addressing “the digital divide”.

• Focus on long-term flexible investments in delivery.

• Continue to use an equity lens while innovating.

• Facilitate and learn from collaborations and 
partnerships.
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David Vincent

Chief Program Officer
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Executive Director
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Key Themes Across Regions: 
Focus Group & Survey Results

Organizations have been flexible and innovative in the ways they connect with clients

● Louisiana practitioners often pivoted to a hybrid approach of meeting clients in order to 
lessen the issues created by fully remote services

Many organizations find that the shift to virtual services has allowed them to reach more 
people, yet the digital divide continues to be an issue for many populations

● Over half of the Indiana-based survey respondents often or always agree that their FCAB 
programs have become more inclusive and equitable since the COVID-19 pandemic

● Practitioners in the Washington focus groups noted that both digital literacy and access to 
broadband and computers can be a barrier for many communities



Organizations have focused on reducing barriers to FCAB services for people of color

● Practitioners in Oregon felt their organizations were talking about equity in more purposeful 
ways with concrete actions taken such as implementing more free services to increase 
inclusivity

Virtual service delivery proves challenging in many ways compared to in-person services 
for both clients and practitioners

● Organizations in North and South Carolina discontinued some services, while increasing 
capacity of others, an intentional pivot taken to meet the needs faced by clients in the 
moment.

● Many Texas focus group participants noted that practitioner have shouldered a heavy, 
stressful burden during the pandemic. Providing support for staff though trainings, hiring 
additional staff or volunteers, and mental health and well-being initiatives could be 
beneficial for staff retention and morale.

Key Themes Across Regions: 
Focus Group & Survey Results
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