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MONEY CONVERSATIONS
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WHAT’S A MONEY CONVERSATION?

• Conversation that involves financial 
situations and money in general

• Prompts customers to reflect on and share 
about their financial situation and goals

• No set agenda, but may open the door to 
referrals and services
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POWERFUL QUESTIONS

• Goal is to invite a customer to share more 
during a Money Conversation 

• Open ended questions
– Avoid questions with a yes/no answer

• Customer’s answers guide the discussion
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Use the sample Power Questions in 
the CSV manual to help start or 

continue your money conversations.



ACTIVE LISTENING

• Hear what is being said and listen for 
additional meaning

• Take note of emotions and values
– Is someone excited about a promotion at work and 

the new financial freedom a pay raise will provide?
– Is someone nervous about credit card debt that’s 

building up?

• Base your approach to customer service and 
offering referrals on what you hear
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MONEY CONVOS IN ACTION

• Find your own flow: there’s no script!

• Money conversations fit in during any part 
of a customer’s appointment

• The Boost Your Money form can help kick 
off a conversation

• Go into money conversations knowing:
– Approaches to money are very personal and 

rooted in our identity, beliefs, and self-worth
– Talking about money requires vulnerability
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NEW ACCOUNT OPTIONS

CSV Manual pg. 40-47 
and page 61



DIRECT DEPOSIT:
SAVES TIME AND MONEY

• Faster: Refunds arrive in accounts automatically 
with less processing time no transit time

• More secure: Electronic transfer means a check 
cannot be lost in the mail or stolen

• Easy: Set up while filing the tax return

• Convenient: No need to visit the bank, credit 
union, or other check-casher 

• Free: No service charge or check-cashing fee 
means the taxpayer gets their full refund



NEW ACCOUNT COMPARISON
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CFR FOCUS PREPAID CARDS
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CFR FOCUS CARD OVERVIEW

• Community Financial Resources (CFR) offers the 
Focus prepaid card in partnership with US Bank

• Helps provide access to direct deposit for tax 
refunds and other deposits

• Customers can open a savings account that is 
linked to the card after they receive it

• Customer service for the card is 
available by phone anytime
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REQUIREMENTS TO OPEN A CFR 
FOCUS CARD

• Be at least 14 years old

• Valid State ID or Drivers License 

• Social Security number or ITIN

• Physical address 
– PO Box can be used for card delivery
– General delivery not accepted
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WHO’S A GOOD FIT FOR CFR?
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CFR FOCUS CARD TALKING POINTS

• On-line set-up takes less than 5 minutes 

• NO minimum balance requirements

• NO penalty fees like overdraft

• Free ATM networks

• Mobile app and online banking

• Use to build savings

• Use for deposits beyond tax refunds
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ASSISTING WITH A NEW CARD 
ENROLLMENT

• All CSVs will have their own login
– Invite to verify account and set a password will 

come before tax season
– Will need to receive an authentication code by 

text message to log in

• Enrollments are fast and straightforward

• Card enrollment requirements and card 
features are the same as previous years
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CFR FOCUS CARD ENROLLMENT

CSV Manual pg. 41-43

Enrollment Demonstration!

Want to follow along? 
Go to the CFR card training portal. Get the website, username, and 

password on page 27 in the CSV manual.



PRINT THE CFR FOCUS CARD 
CONFIRMATION

• Preparer or 
reviewer need the 
new account 
information to enter 
it on the tax return

• Customer keeps 
this as a record of 
their new routing 
and account 
number
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PREVIOUS YEAR CFR FOCUS CARD

• Can use same card year to year or open a new 
card

• Routing & account numbers for an old account 
may be on the previous year tax return

• Replacement cards can be ordered by calling the 
US Bank prepaid card customer service 

• CSVs can look up an account number in the 
enrollment portal
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Financial Access in Reach
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FAIR BANKING OVERVIEW

• Partnership between P+P and Sunrise Banks

• A safe, affordable, and accessible banking 
option offered by trusted community partners

• Focus on people who have been marginalized 
by traditional banking

• Accounts are available to people regardless of 
banking history (with the exception of bank 
fraud)
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WHO’S A GOOD FIT FOR FAIR 
BANKING?
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THE FAIR PRODUCTS
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THE FAIR PRODUCTS CONT.
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FAIR CREDIT BUILDER

• Designed to help build credit by reporting regular 
payments to all three major credit bureaus

• Customer takes out a loan for $500, but does not 
receive the money up front

• Money is locked into a Certificate of Deposit (CD)

• Customer pays around $31 each month toward 
the loan

• At the end of the loan, customer gets the $500 
plus any interest the CD has earned
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FAIR BANKING REFERRALS

Refund deposit
• Communicate with your 

manager to see if FAIR 
team is available for virtual 
enrollment

• If not, schedule a Priority 
FAIR Appointment

• Tax return will be held until 
the new account is open

• Inform your manager to 
hold the return

No refund deposit
• Provide FAIR brochure

• Discuss FAIR products 
details

• Optional: Schedule a FAIR 
enrollment appointment
– FAIR staff will reach out to 

schedule if an appointment 
is not set
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FAIR RESOURCES 
fairfinancial.org



CSV ROLE WITH DIRECT DEPOSIT

• Encourage customers to use direct 
deposit
– Use existing accounts
– Share new account options

• Make sure there is documentation 
of routing and account numbers
– A printout or account card
– Written on the P+P Tax Intake form
– Help someone access online banking

• Help determine and document how 
a refund will be split

Paper Checks:
Some people want 
or need to get a 
refund check. 

That’s OK!



BREAK TIME!



TAX TIME SAVINGS + 
SPLIT REFUNDS



REFUNDS BOOST EMERGENCY 
SAVINGS

• People tend to increase their savings when they 
receive large influxes of cash
– Tax refunds

– Bonus at work

– Inheritance

• Tax refunds may help (re)build savings
– Prepare for an emergency

– Prevent debt by having a savings cushion

– Boost financial confidence



SPLITTING A REFUND
• Uses the “money moment” of tax time to 

establish or boost savings

• Minnesota refunds cannot be split



SAVER QUOTES
• Simple and visible way to celebrate saving and 

savers

• Customers write what they are saving for on a 
Savers Quote

• Hang the quotes on the savings board for all to 
see



SAVE + WIN!

• Save + Win is a savings contest run by 
P+P

• Offers extra incentive to save or split a 
refund

• Ways to save:
– Put a full tax refund into a savings account
– Split a federal tax refund to put at least $50 in 

savings
– Save a Minnesota homeowner’s refund 
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HOW SAVE + WIN WORKS

• SAVE $50 or more into a savings account 

• ENTER the contest by signing the Boost Your 
Money form
– Enter the customer’s details in the online tracker to 

complete the entry

• WIN one of the weekly $100 prizes 
– Customers stay in the contest until they win or until 

the contest ends

– P+P admin staff will call winners to notify them
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REFERRALS TO FINANCIAL 
PARTNERS



• Focused on addressing a specific financial need
• Credit card debt, student loan debt, or homebuyer support
• Brief contact, limited follow-up

FINANCIAL COUNSELING

• Focused on long-term financial goals
• Investments, trusts, insurance, or retirement
• Typically ongoing, but our referrals are one-time

FINANCIAL PLANNING

• Focused on making behavior change
• Saving, spending, debt, or credit
• Long-term commitment; regular sessions; check-ins

FINANCIAL COACHING

WHAT’S THE DIFFERENCE?
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MONEY MENTORS 
FINANCIAL COACHING

CSV Manual pg. 49-50



MONEY MENTORS

• Participants identify and work toward financial goals
– Focus on behavior change & building financial confidence
– Participant is in the driver’s seat

– At least 6 months and up to two years

• Ongoing 1:1 meetings with a coach
– Virtual, by phone, or in-person

– Nonjudgmental & individualized support 

• Monthly virtual peer sessions
– Centered on a specific financial topic

– Allows for peer sharing
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WHO IS A GOOD FIT FOR 
COACHING?
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PARTICIPANT JOURNEY
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CONNECTION TO MONEY MENTORS

Option 1: 
Customers can fill out 

the interest form onsite 
using the link or the 

Money Mentors QR code

Option 2: 
Money Mentors staff can 
reach out later to share 

details about the 
program and the 

interest form

Customer signs the Boost Your Money form.
You provide a brochure, write the referral on your 
log, and enter the referral in the online tracker.
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MONEY MENTORS: 
FINANCIAL HEALTH CHALLENGE

• Promote financial spring cleaning with the Money 
Mentors Financial Health Challenge

• Eight weeks in March and April
– New financial health task each week
– Sign-up will be open in January through April
– Customers can join anytime before or during the 

challenge

• CSVs hand out the financial health challenge flyer 
to anyone interested in Money Mentors
– Customers are not required to do the challenge to 

sign up to work with a coach
– Customers do not need to sign up for Money Mentors 

financial coaching to do the challenge

• TO SIGN UP: Sign up for the Financial Health 
Challenge using the QR code on the flyer



LSS FINANCIAL COUNSELING
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LSS FINANCIAL COUNSELING

• Counseling focuses on help with a specific 
financial issue

• Free one-time meetings via phone or online
– No income limitations on service
– Services are available statewide
– Multi-lingual: English, Hmong, Spanish

• Provide eligible customers with counseling 
handout and track the referral
– P+P admin staff will share contact information
– LSS staff will reach out to the customer
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LSS FINANCIAL COUNSELING 
TOPICS

• Credit card debt management

• Student loan debt 

• Homeownership counseling

• Credit improvement
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CONNECTION TO LSS FINANCIAL 
COUNSELING

• Customer signs the 
Boost Your Money 
form

• You provide the 
Financial Counseling 
customer handout

• You track the referral 
on your log

• You enter the referral 
in the online tracker
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FINANCIAL PLANNING

CSV Manual pg. 52



P+P VOLUNTEER FINANCIAL 
PLANNERS
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• Planning assistance and advice about 
complex, long-term financial issues

• Referrals go to P+P volunteers who are 
CFPs

• One-time meetings on a financial planning 
topic
– Virtual or by phone
– 30-60 minutes



FINANCIAL PLANNING TOPICS

• Retirement accounts 

• Life Insurance 

• Education savings 

• Inheritance 

• Investing
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Review your manual when 
making financial planning 
referrals. Some common 
topics are not a good fit!



IMPORTANT REFERRAL TIPS:
VOLUNTEER FINANCIAL PLANNERS
• Take notes about the specific topic the customer wants to 

discuss with a planner
– Use the Boost Your Money form to take notes
– Transfer your notes into the Financial Services Tracking Form

• Ensure that the customer wants a planner to reach out 
within the next few weeks
– Last year, customers often did not expect a call or email from a 

planner after the tax clinic
– Remember to share the “Next Steps” so customers know how the 

referral will be completed

• If a customer is interested but not ready for a planner to 
contact them now: 
– Share the Financial Planning handout
– Customers can request a meeting later
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CONNECTION TO VOLUNTEER 
FINANCIAL PLANNERS

• Customer signs the Boost Your 
Money form

• You provide the Financial Planning 
handout

• You take notes on the Boost Your 
Money form about the specific 
topics a customer wants to 
discuss 

• You track the referral on your log

• You enter the referral in the online 
tracker – include your notes!!
– P+P admin staff finalize the referral
– Planners will reach out via email or 

phone within 2-3 weeks
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EXODUS LENDING
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ABOUT EXODUS LENDING

• Organization helping refinance and pay off 
predatory loans
– Pays off up to $1,500 of high interest loans
– Refinances loans to a 0% interest rate loan
– Borrower repays Exodus over 12-24 months
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Exodus Lending will assist with predatory loans that have interest rates 
over 36%, including payday, pawn, title, or online installment loans.



CONNECTION TO EXODUS LENDING
• Customer signs the Boost Your Money 

form

• You provide the Exodus Lending flyer

• You and the customer fill out a short 
online referral form (if time permits)

• You track the referral on your log

• You enter the referral in the online 
tracker
– Exodus staff will reach out to the 

customer within a week
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COLLEGEBOUND SAINT PAUL
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ABOUT COLLEGEBOUND

• Program to build higher education savings for 
families in the city of St. Paul

• New college savings accounts are opened for 
qualifying babies
– Child must be born after 1/1/2020 and be a St. Paul 

resident by age 6

• City of St. Paul provides $50 for each child

• Families can contribute additional funds

CSV Manual pg. 55-56



CONNECTING FAMILIES TO 
FINANCIAL HEALTH BONUSES

• Families qualify for an 
annual bonus deposit for 
a financial health activity

• Getting free tax 
preparation qualifies for 
the $50 bonus

• Provide CollegeBound 
families with a bonus 
card
– Customer fills it out and 

submits the information

• Track the interaction on 
the log and in the online 
tracker
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CONNECTING NEW ELIGIBLE 
FAMILIES TO COLLEGEBOUND

• Get eligible families signed up for the program
– Not enrolled but have an eligible child
– Unsure if they are enrolled and have an eligible child
– Expecting a child soon

• Provide a program flyer and bonuses handout

• Fill out the quick online enrollment form with the 
customer (if time permits)
– For families that will be eligible soon, use the pre-

registration form

• Track the interaction on the log and in the online 
tracker
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CREDIT REPORTS
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CREDIT REPORT BASICS

• Credit reports list credit activity and history:
– Loan balances and payments
– Credit card balances and payments
– Reports do not show a credit score

• Three major credit bureaus make free reports 
available on AnnualCreditReport.com
– Equifax, Experian, and TransUnion
– Reports are available each week
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ORDERING CREDIT A REPORT 
BY MAIL

• Request form orders a credit 
report by mail

• Customer fills out the form 
onsite and P+P mails it later
– Review the form for legibility and 

completion

– Put the report request in a pre-
address envelope

– Keep report requests with the 
Financial Services Log

• Discuss reports and what to 
look for with the customer
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PULLING A CREDIT REPORT ONLINE

• Use AnnualCreditReport.com to pull and 
review a report at the tax clinic

• Work with the customer to enter information 
and verify their identity

• Print a copy of one credit report

• Assist with reviewing high-level information 
– You don’t have to be a credit expert!
– Priority is ensuring report information is accurate
– Refer to LSS if there are lots of report questions
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LEARNING ABOUT CREDIT

• Watch the online 
training Demystifying 
Credit Reports and 
Scores

• Read through CFPB 
credit resources

• Pull your own report on 
annualcreditreport.com

• Use the credit handout 
with customers to cover 
the basics



WRAP UP



REMEMBER YOUR RESOURCES!
Boost Your Money Form Checklist

• Initial details: I shared details of the 
referral or service and ensured the 
customer is eligible.

• Resources: I provided a handout or 
brochure for each referral/service 
requested.

• Consents: The customer signed the 
consent to share data for each 
referral/service requested.

• Financial Services Log: I logged the 
customer information on paper financial 
services log.

• Tracking form: I recorded the 
customer’s name and the 
referrals/services requested in the online 
financial services tracking form 
www.tinyurl.com/fstracker2025

• Next steps: I explained next steps for 
each referral/service requested.



NEXT STEPS

• Finish your Volunteer Standards of Conduct test
– Resources on the Volunteer Training Site:

prepareandprosper.moodlecloud.com

• Review additional resources on the Volunteer 
Training Site

• Attend CSV training part 3
– Part 3 covers the credit reports and the checkout 

process



THANK YOU!




