2015 ANNUAL REPORT

CHAIRMAN’S REPORT
I am very pleased to report that BALANCE, formally known as Consumer Credit Counseling Service
of San Francisco (CCCSSF), continues to lead the way in helping consumers across the country be
financially empowered. And, we’ve accomplished this amidst a year of exciting change, industryleading innovation and thoughtful introspection.
Looking back at our 45+ year history, BALANCE has served millions of individuals, families and communities across the United
States. We’ve witnessed the transformation and impact that financial education and counseling have had on the lives of people
struggling to maintain and improve the financial well-being of their families. Every year, BALANCE helps hundreds of thousands
of individuals build emergency savings, get out of crippling debt, improve their credit scores, and purchase their first home. I am
personally touched by this impact, as are my fellow Board Members. It’s this sense of purpose that keeps us motivated to grow
as an organization, and to continue our mission set forth by our predecessors.
However, even as we make great strides in reaching American households, we know that many people still struggle financially.
For BALANCE, we see this as our challenge and responsibility—to do more to help families, especially those living from
paycheck to paycheck. In 2015, we became more focused on the impacts we wanted to have—and the tools we needed—to
reach more people in need of our support. We believe, and have invested greatly, in the power of technology and evidencebased programs designed to work smarter and create an even bigger and measurable impact.
We understand that no single organization can solve the many issues we face as a nation. That’s why we have chosen to partner
with organizations and cities that complement our services, as well as to help us fulfill our mission. We are committed to working
collaboratively with various stakeholders, including financial institutions, government, technology, media and fellow non-profits to
create meaningful, collective local and regional impacts that will also have national implications.

continued on next page...
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A great example of this is the “Pennies to Plans” program, in which we partnered with the San Francisco Public Library to
provide financial workshops to residents throughout the library’s 28 locations. This innovative plan, launched in 2015, was
developed to create a central hub of public financial education and resources, utilizing libraries as the resource location.
The results of this pilot program exceeded our expectations, with participants showing marked improvement in areas such
as knowledge of how to create a budget, and increased confidence in managing personal finances. The program continues to
thrive and receive high marks by consumers.
We are proud to have long-standing relationships with both Housing Government-Sponsored Enterprises to help families become
first time home buyers and also assist those families facing a financial crisis find sustainable alternatives to foreclosure.
We invite you to learn more about BALANCE and the impact we make in empowering the financial lives of people across the country.
Please consider joining us in our mission by becoming a partner, or providing a contribution to the work we do, to bring much-needed
education and counseling to individuals and families seeking financial stability, while reaching for the American dream.

Respectfully,

Thomas Layman
Board Chair, BALANCE
CEO/Founder, Global Vision Group
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MESSAGE FROM THE PRESIDENT & CEO
There is a lot to be proud of in 2015—we kicked off the year by innovating and breathing new life
into our services and approach. We started with a fresh rebranding of our agency name, moving
from Consumer Credit Counseling Service of San Francisco to BALANCE. Our new name reflects
our mission to continue serving San Francisco, where we established our roots in 1969, and our
years of service to individuals, families and communities across all of the United States.
In 2015, we served over 185,000 individuals and families across the nation. We have over 100 certified housing and credit
counselors committed to helping our families thrive financially. Our counselors worked one-on-one with families to pay down
over $30 million dollars in debt, helped thousands of families at risk of losing their homes and helped dozens of families make the
dream of purchasing their first home a reality.
Despite the improvements in our economy since the recession, there are hundreds of cities across the country still struggling
to help families reach financial security. In response to this great need, BALANCE now partners directly with cities across
California to develop innovative approaches to reach the most vulnerable individuals and families. We are working with these
cities to integrate our financial coaching model into public services including foster care youth, foreclosure prevention, workforce
development, public housing, asset building, domestic violence prevention and more.
We are proud that, amidst these changes, we remain the largest servicer for Credit Unions across the country, with over
500 partners trusting us with their member’s financial well-being.
We know this work could not have been possible without your support, thank you for believing in us. Because of you we are able
to help thousands of families across the United States bring BALANCE into their financial lives.
Warm regards,

Kathryn J. Davis
President & Chief Executive Officer
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Our Heritage and Values
For over four decades, our mission has never wavered. We have been a

leading national force for financial capability since we opened our doors in
San Francisco in 1969. We provide money management education and

counseling for folks from all walks of life – from a couple pulling themselves out

of crippling debt, to a young adult learning how to budget his or her own money
for the first time. Our values and commitment have always been to educate,

inform, and empower our clients so they can take control of their financial lives.

Our Mission
We are your financial guide dedicated to helping you balance life’s
important decisions.
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Funders
•• Bank of America
•• Capital One
•• Chase

•• Citi Foundation
•• Citibank

•• Homeownership SF

Credentials
•• Non-profit 501(c)3 organization
•• Accredited by the Council on
Accreditation of Services for
Families and Children

•• Approved by the Executive Office
for U.S. Trustees to provide
bankruptcy counseling
•• Adopter of the National Industry
Standards for Homeownership
Education and Counseling

•• Approved by the U.S. Department
of Housing and Urban
Development (HUD) to provide
housing counseling

•• LGBT Center

•• The San Francisco Mayor’s Office of
Housing and Community Development
•• The San Francisco Office of Financial
Empowerment

•• The San Francisco Office of Economic
and Workforce Development

All counselors
earn and maintain
certifications:
•• Certified Consumer Credit Counselor
from the National Foundation for
Credit Counseling (NFCC)
•• Certified Housing Counselor from
the National Foundation for Credit
Counseling (NFCC)
•• Certified Consumer Interviewer
from the Consumer Data Industry
Association
•• Certified Keep Your Home
California Counselor

•• Hope SF

•• U.S. Department of Housing and
Urban Development (HUD)
•• Wells Fargo

•• Salesforce Foundation

•• United Way of the Bay Area,
Spark Point Marin

Partner Organizations
•• San Francisco Public Library
•• Oakland Public Library

•• Los Angeles Public Library

•• Community Financial Resources
•• EARN

•• Learning for Action

•• United Way of the Bay Area
•• Spark Point Marin

•• La Casa De Las Madres

•• The San Francisco Human Services
Agency, Foster Care Division

•• Over 500 credit unions nationwide
•• Employers nationwide
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FINANCIALS
Revenue sources

Expenses

Financial Fitness Program
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Rent

Fair Share Contributions
Computer Expenses
Housing Revenue

Professional Fees
Telephone

Grants
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Investment Earnings
Insurance
All Other Program Funding
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BALANCE HELPING BY THE NUMBERS IN 2015
Community
Outreach
& Education

~8,200
PHONE SESSIONS

HOUSING

from potential homebuyers

or homeowners seeking

FORECLOSURE
ALTERNATIVES

CONDUCTED

~7,100
FORECLOSURE
PREVENTION

conducted over
270 workshops
with over

5,100attendees

MORE THAN

185,000

COUNSELING SESSIONS

~480

PRE-FILING COUNSELING

& PERSONAL FINANCIAL

consumers nationwide

SESSIONS

BALANCE COUNSELOR

MANAGEMENT SKILLS

to learn money

CONTACTED A
for money
OR CREDIT-RELATED
issues

OVER

72,900

self-study

FINANCIAL MODULES

SUBMISSIONS WERE COMPLETED

~1,100
started
DEBT MANAGEMENT PLANS
WE HELPED OUR

CLIENTS REPAY OVER

$30,095,240
IN DEBT

Counseling
& Debt
Management
~17,200
FAMILIES RECEIVED

FREE OR

LOW COST
budget and money management

COUNSELING

~4,400

FAMILIES
PAID DOWN
THEIR DEBT
THROUGH OUR
DEBT MANAGEMENT PLAN

Source: BALANCE data from 2015 counseling and housing programs.
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HOUSING AND EDUCATION
Housing counseling and education has been at the very heart of what we do both locally in the Bay Area and across the U.S for decades. We are proud to have
co-authored the National Industry Standards for Homeownership and Education and supported dozens of agencies across the country in developing their
own housing counseling efforts. In 2015, we are proud to have provided over 17,200 families with one-on-one housing counseling. Our services include:
•• Pre-Purchase Counseling

•• Foreclosure Prevention Counseling
•• Reverse Mortgage Counseling

•• Keep Your Home California Counseling

Foreclosure Prevention

While the US Economy and housing market appear to be doing better,
there are still many families that are underwater, recently unemployed
or trying to make ends meet with reduced incomes. Our HUD-certified
counselors conducted over 7,100 foreclosure prevention sessions in
2015, which represents a decrease from the previous year. We take pride
and great care with individuals and families going through tough times,
we have the best track record in the industry helping individuals and
families struggling with their mortgage payments keep their homes. We
have exciting partnerships with both Mortgage GSEs to help struggling
families. In 2015 Freddie Mac highlighted their partnership with us,
noting the great results of our work and the savings to taxpayers when
clients use our foreclosure counseling services.
“We estimate that for every dollar we spent, Freddie Mac and taxpayers
received $10 or more in benefits,” – Freddie Mac, Housing Wire Article.

•• FHA Back to Work Counseling

•• High-Cost Mortgage and Homeownership Counseling

•• Post-Modification Counseling

•• Rental Counseling

First-Time Home Buyers

The American dream of homeownership is still alive and well. Americans
still find many reasons that owing a home makes sense, the financial
reasons being amongst the most powerful. Studies continue to show
that families that own their home have children that are more likely
to graduate from college, get better paying jobs, and more. In essence,
homeownership could help build stronger families, neighborhoods and
communities. BALANCE believes in the power of homeownership and
that pre-purchase counseling is a critical component in making sure that
individuals and families are able to make their mortgage payments and
take advantage of the benefits of homeownership. In 2015, our housing
counselors conducted 577 one-on-one first-time home buyer counseling
sessions and helped over 40 individuals and families buy their first home
generating over $15 million in lending.
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CREDIT COUNSELING AND DEBT MANAGEMENT
Having good credit is still a critical component of our financial lives. Credit plays an important role in qualifying for a car loan, credit card,
telephone service, renting an apartment, and in some cases, our ability to get a job. Equally important in the discussion about credit, is the amount
of debt households carry; unfortunately in the US, consumer debt is on the rise again. Fortunately, helping households manage crippling debt is
both a skill and a passion for our counselors. Over the years, our credit and debt counselors helped hundreds of thousands of people save millions
of dollars and pay off debts, and move closer to their financial goals.
In 2015, more than 185,000 families and individuals reached out to BALANCE on credit and debt issues. Through our free- or low-cost credit and
debt counseling, we helped them pay down over $30 million in secured and unsecured debt. We take the financial well-being of the families and
individuals we serve seriously, and provide an array of services to meet people where they are. Our services include:
•• Student Loan Counseling

•• Bankruptcy Counseling

•• Credit Report Review

•• Online Education Modules

•• Debt and Budget Counseling

•• Youth & Family Education

•• Debt Management Plan

MEET CLOVER

“

This place is amazing! I started using BALANCE’s services about 3.5 years ago. I was drowning in credit card debt, and I didn’t know what to do.
I was embarrassed, and I felt hopeless. I did a bunch of research and found that a lot of these credit counseling/debt management services can
be kind of sketchy. But BALANCE has a great reputation. One of the hardest things I’ve ever done in my entire life was work up the courage to call
BALANCE and to go in for an appointment (I think you can do everything over the phone if you want to). But, I’m glad I did because BALANCE
changed my life--literally. They negotiated lower interest rates for all of my credit cards and came up with monthly payments that fit within my
budget. After 3.5 years of using BALANCE’s services, I can see a light at the end of the tunnel. I’ll soon be completely free of credit card debt (knock
on wood)! And my credit score hasn’t been negatively impacted at all--in fact, it’s gone up and is in the highest bracket. The people at BALANCE
are friendly and pleasant and helpful and non-judgmental: they are lifesavers. If you’re struggling with credit card debt (or any kind of consumer
debt), call these folks--they can help you!
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“

COMMUNITY PARTNERSHIPS
BALANCE is proud to be the number one partnering financial education and credit counseling agency

with Credit Unions around the country. We share a common philosophy of “people helping people” and
a commitment to community. We are now taking our commitment to community one step further and
working with local non-profits and municipalities to make sure we are helping build households that

have healthy financial lives and building the tools to deal with unexpected financial shocks and setbacks.
In 2015 we launched partnerships directly with cities and non-profits to integrate our financial

education and counseling services to serve communities most in need: seniors, foster care youth,

survivors of domestic violence, public housing residents, re-entry clients, job seekers and more. We now
have over 500 partnerships across the country and have been excited to include United Way of the Bay
Area, City and County of San Francisco, City of Los Angeles, and the City of Oakland into the BALANCE

family. Our partnership is making sure that individuals and families with the greatest needs are receiving
free, confidential and trustworthy advice to build their savings, reduce debt, build their credit, access
safe and affordable financial products, and increase their wages.

One of our proudest moments last year was working with La Casa De Las Madres, San Francisco Human
Services Agency, the San Francisco Office of Financial Empowerment and the US Conference of Mayors
to address the needs of domestic violence survivors and foster care youth. Our partnership resulted in
the development of free resources, and a white paper on the best practices and challenges providing

financial counseling and education to survivors of Domestic Violence and Foster Care Youth. Our goal

was to provide cities and mayors across the country with a platform to begin addressing the needs of its
most at-risk communities.
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BOARD OF DIRECTORS
EXECUTIVE COMMITTEE

THOMAS LAYMAN, Ph. D - Board Chair
CEO/Founder
Global Vision Group

DIANA DYKSTRA - Vice Chair
President/CEO
California & Nevada Credit Union Leagues’
STEVEN STAPP - Treasurer
President/CEO
San Francisco Federal Credit Union
JAMES NORWINE - Secretary
Co-Founder/CEO
ExecuGroup Inc.

KENNETH CRONE - Director
Retired, Senior Vice President/Risk Management
VISA USA

DIRECTORS

MELYSSA BARRETT - Director
Sr. Director of Solution Delivery for Risk Products
& Business Intelligence
VISA USA

TRISTRAM COFFIN - Director
CEO
Alternatives Federal Credit Union
MICHAEL COVERT - Director
Chairman
Ser Technology Corporation

JO ANN DUNAWAY - Director
Retired Higher Education Consultant
U.C. Berkeley, School of Public Health

JAMES HOFFMAN - Director
Vice President & Commercial Relationship Manager
Umpqua Bank
BRAD HOULE - Director
President/CEO
C.A.H.P. Credit Union

Jim REDMOND - Director
Retired , CEO
Credit Risk Results

NANCY BIRENBAUM, Ed. D - Director
Director of Academic Services
Special Education Management Resources
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