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Briefing: Exploring the relationships that modern consumers have with money. This report focuses on consumer attitudes, preferences and biases as it 
pertains to personal finance
Takeaway: The COVID-19 pandemic and subsequent global lockdown has changed the global workforce while also accelerating the global transformation of 
payments. As people continue to participate in the new forms of employment–like the gig economy or freelance work–to make ends meet, they are looking 
to avoid in-person transactions and instead opting for contactless transactions that prioritize accessibility and ease.

Top Insights

Financial Therapy Companies are increasingly emphasizing the importance of financial mental health
Trend - Aware that consumers are often stressed for money—and this is especially true during the COVID-19 pandemic which has left many without a job and forced small businesses to permanently close—financial 
companies are emphasizing the need for wellness and mental health practices in their industry.  Insight - Due to the COVID-19 pandemic and the associated government-imposed health and safety measures, many 
individuals are experiencing exasperated financial stress. In order to alleviate their anxiety, consumers are looking for advice and tools that will help them in their unique situations. In being more organized, individuals feel 
better prepared and as a result, gain peace of mind when it comes to surviving the pandemic and beyond. 

Post-Crisis Retail Brick and mortar spaces will likely undergo long term changes post-COVID
Trend - After the restrictions on public movement due to COVID-19 have eased or lifted around the world, retail spaces will still require additional safety measures in order to keep infection risks at a minimum. This will 
occur (and is already occurring) in the form of contactless payment systems, limiting customers in-store, and redesigned layouts that enforce physical distance between customers.  Insight - With physical distancing 
restrictions likely to be lifted before there's a vaccine for COVID-19, governments, brands and consumers alike are concerned about a resurge in infections when life goes back to the way it once was. Preventing this is of 
utmost concern for most, and so certain measures that lower risks are being considered by companies and institutions. Even once the [continued online]

Rural Bank Financial institutions are looking to become accessible for rural communities
Trend - Many financial institutions—from traditional to digital-first banks—are attempting to reach rural communities with the help of technology. The movement calls for improved banking access through the 
implementation of small ATMs, biometric readers, cloud-based platforms and more.  Insight - Technology is enabling a higher degree of accessibility for services and many consumers are taking advantage of this. As the 
world evolves and individuals in rural communities become more connected, these features become more readily available in remote regions. They enable consumers without access to as many convenience-based 
services as people in cities to feel more empowered and prepared to take charge in the case of a crisis.

LGBTQ+ Banking Financial institutions are catering to the diverse needs of the LGBTQ+ community
Trend - The financial industry is increasingly recognizing that the LGBTQ+ community has been underserved in the sector and as a result, new initiatives and companies are popping up that are mindful of accommodating 
this demographic.  Insight - Many members of the LGBTQ+ community are still struggling with the rigid and conservative practices of institutions—from educational to finance and beyond. In order to feel supported and 
receive the service that they deserve, this demographic is emphasizing the need for services that cater to their specific and unique needs. This, in turn, enables them to feel comfortable and accepted in a given space by 
being their authentic self. 







Financial Therapyo
Companies are increasingly emphasizing the importance of financial mental health

Color-Coded Finance Apps
The 'Chromabill' Personal Financial Management 

App is Easy to Use

Streamlined Mental Health Benefits
Modern Health Makes Mental Health Coverage 

More Accessible

Psychology-Inspired Financial Planning 
Platforms

The Planning Center Embraces Financial Wellness

Employee-Focused Financial Wellness 
Platforms

Origin Helps Companies Relieve Employee Stress

Trend - Aware that consumers are often stressed for money—and this is especially true during the COVID-19 pandemic which has left many without a job and forced small businesses to 
permanently close—financial companies are emphasizing the need for wellness and mental health practices in their industry.

Insight - Due to the COVID-19 pandemic and the associated government-imposed health and safety measures, many individuals are experiencing exasperated financial stress. In order to 
alleviate their anxiety, consumers are looking for advice and tools that will help them in their unique situations. In being more organized, individuals feel better prepared and as a result, 
gain peace of mind when it comes to surviving the pandemic and beyond. 
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LGBTQ+ Bankingo
Financial institutions are catering to the diverse needs of the LGBTQ+ community

LGBT+ Digital Banks
Be Money is a Welcoming Alternative to 

Traditional Banking Services

LGBTQ+-Friendly Financial Marketplaces
Superbia's Goal is to Create Safe Spaces for This 

Community

Preferred Name Credit Cards
Citi is Seeking to Accommodate Trans and Non-Binary 

Customers

LGBTQ+-Friendly Banking Services
BMO Harris' True Name Seeks to Accommodate the 

LGBTQ+ Community

Trend - The financial industry is increasingly recognizing that the LGBTQ+ community has been underserved in the sector and as a result, new initiatives and companies are popping up 
that are mindful of accommodating this demographic.

Insight - Many members of the LGBTQ+ community are still struggling with the rigid and conservative practices of institutions—from educational to finance and beyond. In order to feel 
supported and receive the service that they deserve, this demographic is emphasizing the need for services that cater to their specific and unique needs. This, in turn, enables them to 
feel comfortable and accepted in a given space by being their authentic self. 
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Alternative Currencyo
New forms of currency are alleviating financial stress or increasing loyalty

Relief-Providing Wooden Money
Tenino, Washington Finds a Creative Solutions for Financial Stress

Special Donation Currency
The Royal Australian Mint Debuted a Coin That Aims 

Encourage Donation

Digital Stimulus Tokens
Bermuda is Testing Out New Approaches for Financial Aid

Wooden Coin-Based Loyalty Initiatives
The Innisfil Farmers’ Market Used Wooden Coins as 

Currency

Trend - Whether for loyalty or the distribution of financial aid, the concept of alternative currency is gaining popularity. Institutions and businesses deploy this in the form of wooden 
money or digital stimulus to strengthen buying power.

Insight - Many consumers are experiencing high levels of financial stress, both in the current context of the COVID-19 pandemic and even before that. Simultaneously, they are 
recognizing the importance of supporting local and smaller businesses. This, in turn, is creating a demand for timely solutions that will support consumers throughout difficult times, while 
enabling them to access life necessities and services.
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Post-Crisis Retailo
Brick and mortar spaces will likely undergo long term changes post-COVID

In-Store Occupancy Monitors
The SmartOccupancy System Tracks the Number of 

People in a Store

Contactless Sampling Kiosks
Vengo's Digital Kiosks Promote Discovery, Wellness 

and Safety

Plexiglass Checkout Protectors
The SafetyGuard Plastic Shield Protects Employees 

and Shoppers

Contactless Digital Currency Payments
LG CNS' Facial Recognition Payments Combine AI & 

Blockchain

Trend - After the restrictions on public movement due to COVID-19 have eased or lifted around the world, retail spaces will still require additional safety measures in order to keep 
infection risks at a minimum. This will occur (and is already occurring) in the form of contactless payment systems, limiting customers in-store, and redesigned layouts that enforce 
physical distance between customers.

Insight - With physical distancing restrictions likely to be lifted before there's a vaccine for COVID-19, governments, brands and consumers alike are concerned about a resurge in 
infections when life goes back to the way it once was. Preventing this is of utmost concern for most, and so certain measures that lower risks are being considered by companies and 
institutions. Even once the crisis has resolved itself with a vaccine, the psychological mark it'll leave on people who's lives have been disrupted drastically because of this crisis will likely 
remain, causing brands to act accordingly.
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Rural Banko
Financial institutions are looking to become accessible for rural communities

Rural Banking Development Projects
BANKIT Brought Micro ATMs to Improve Rural 

Banking in India

Mobile-First Neobanks
Connecting to the MasterCard Network, Albo 

Enables Payments Through an App

Rural Banking Accessibility Projects
Fidelity Bank Partnered with the Nigeria Postal Services

Cloud-Based Financial Services
PearlPay is Testing Rural Banking Solutions in the 

Philippines

Empowering Rural Banking Solutions
World Bank's NERLP Initiative Improved Banking Access in 

Sikkim

Trend - Many financial institutions—from traditional to digital-first banks—are attempting to reach rural communities with the help of technology. The movement calls for improved 
banking access through the implementation of small ATMs, biometric readers, cloud-based platforms and more.

Insight - Technology is enabling a higher degree of accessibility for services and many consumers are taking advantage of this. As the world evolves and individuals in rural communities 
become more connected, these features become more readily available in remote regions. They enable consumers without access to as many convenience-based services as people in 
cities to feel more empowered and prepared to take charge in the case of a crisis.
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