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and operations, finance and compliance, and 

education and outreach. transitions were 

accompanied by the addition of quality assurance 

staff and protocols and a renewed focus on 

counseling delivery aimed at ensuring that 

ClearPoint can adapt to consumer demands. What 

remains constant, however, is the commitment 

to our mission to improve people’s lives. i know 

that i speak for all ClearPoint staff when i say 

that we are inspired by our vision of “excelling in 

solutions-focused financial education and quality 

customer service.” We work toward this vision 

by exhibiting through our work our core values: 

integrity, respect, accountability, teamwork, and 

empowerment. 

ClearPoint continues to enjoy a sound operating 

platform and a strong balance sheet that 

guarantees long-term stability.  our geographic 

footprint allows us to serve a broad and diverse 

constituency, augmented and aided by super-

regional and national partners. We are committed 

to providing local education and outreach, and we 

remain one of the few national credit counseling 

services committed to meeting the on-the-ground 

financial literacy needs of each community we 

serve. at the same time, we are innovating to 

meet growing consumer demand for digital, 

social and mobile-accessible financial education 

products and services. Major accomplishments in 

2012 included the launch of ClearPoint’s suite of 

online education modules at u.clearpointccs.org, 

the creation of a mobile site, and the expansion of 

socially delivered products, from ebooks, to online 

tools and calculators, to educational videos. all of 

our initiatives are supported by a strong corporate 

governance policy that ensures leadership of 

the highest caliber, strict adherence to nFCC 

and Coa standards, maintenance of an internal 

audit function unique to our industry and robust 

compliance and independent quality assurance 

processes. 

as an organization prepared to grow on a 

solid foundation, reenergized by a cohesive 

management structure, armed with resources 

and winning strategies and focused on our well-

defined mission, ClearPoint is positioned to 

perform.

Christopher J. Honenberger 

President and Ceo 

 

last year was yet another challenging one for 

the american economy, for the credit counseling 

industry and, most significantly, for consumers and 

communities. as we have done for over 40 years, 

ClearPoint helped meet the pressing needs of 

thousands of families who were struggling to stretch 

their dollars by providing them with budget, debt, 

bankruptcy and housing advice. We continued to 

innovate and expand, creating new tools and reaching 

more consumers, and we made key structural changes 

to improve service delivery.  ever aware of the value of 

our work, we are motivated by our mission to promote 

“consumer health through financial education.“ 

growth was a central theme in 2012, as ClearPoint 

expanded into five significant markets: San antonio 

and austin, texas; San Diego, California; Miami, 

Florida; and rochester, new York.  these branch 

expansions were supported by an outreach and public 

relations campaign aimed at explaining to consumers 

the value of credit counseling. ClearPoint also 

extended its reach to the Hispanic community and now 

has a total of 11 memorandums of understanding  with 

Mexican Consulates across the United States. these 

agreements help facilitate the delivery of financial 

education and counseling services and are supported 

by a formal agreement with the ministry responsible 

for Mexicans living abroad. and, in an industry-wide 

collaboration, ClearPoint joined with other major 

national credit counseling agencies to form the 

Student Loan Alliance, a coalition focused on promoting 

a national dialogue about the impact of rising education 

debt on borrowers and the economy. 

as we continually worked to provide the highest level 

of service, ClearPoint made organizational changes 

that consolidated the core functions of counseling 
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ExPANDINg
OUR fOOTPRINT
ClearPoint’s continued commitment to serve 
communities was demonstrated by the opening 
of new branch offices in five major metropolitan 
centers: San antonio and austin, texas; San Diego, 
California; Miami, Florida; and rochester, new 
York. this expansion, bringing to 42 the number of 

ClearPoint branch locations, was supported by local 
and national television and billboard advertising 
campaigns and targeted media outreach. By the 
close of 2012, ClearPoint had already begun to see 
the positive impact of our presence in these new 
markets.

REACHINg THE
HIsPANIC COmmUNITy
in March 2012, ClearPoint worked in collaboration 
with Mexican Consulates in California and 
Washington during Semana de educación 
Financiera (Financial education Week), a project 
of the instituto de los Mexicanos en el exterior 
(iMe) held at 20 Mexican Consulates nationwide.  
ClearPoint staff in los angeles, San Bernardino, 
Fresno and Sacramento delivered 34 workshops 
and reached over 2,000 families. these events 
were promoted through a joint phone bank 
with Univision, where ClearPoint staff answered 

questions regarding budgets, credit cards, credit 
reports and housing concerns. 

ClearPoint was active in the Hispanic community in 
other ways as well. throughout the year, ClearPoint 
counselors provided weekly counseling and 
education outreach onsite at Mexican Consulates 
in 11 cities, conducted community workshops and 
participated in housing fairs and Spanish-language 
media interviews on a wide range of financial topics.

CLEARPOINT BRANCH

EXPANSION STATE

CLEARPOINT BRANCH

MEXICAN CONSULATE
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INNOvATINg
TO EDUCATE
ClearPoint is a leader in the credit counseling industry when it comes to providing consumers with 
solutions-focused consultations, outreach and interactive tools. in 2012, we built a foundation to support 
rapid expansion of our digital, social and mobile financial education initiatives. Partnerships with credible 
consumer-focused organizations continue to be a key component of our success, as they contribute 
valuable content and help us reach a wider audience.

mONEy THERAPy
While credit counseling is a great first step on the 
road to financial rehabilitation, old (and bad) financial 
habits die hard, and consumers often need longer-
term support and advice to stay on track. they may 
benefit from the voice of experience, or sometimes 
it just helps to know they are not alone. ClearPoint 
maintains a presence in consumers’ lives by providing 
money management tips via blogs and videos, 
financial calculators and other tools that appeal to 
diverse financial needs.

vIDEO
ClearPoint counselors and clients talk about their 
experiences and about ClearPoint’s programs in a 
modular video-based virtual tour at repaydebt.org.

CLEARPOINT UNIvERsITy
launched in august 2012, u.clearpointccs.org is an 
online financial education hub featuring eight modules 
on topics like budgeting, using credit wisely, and buying 
a home.  these audio and video presentations also 
include pre- and post-assessments, giving consumers 
an accurate picture of what they know and what they’ve 
learned. the presentations are convenient, and users 
can move at their own pace from the comfort of home. 
What’s more, ClearPoint can create customized portals 
and course menus for partner organizations, providing 
them with engagement data and outcomes. ClearPoint 
was pleased to welcome the Cornell University graduate 
School as its first online education partner.

fINANCIAL fIRsTs
Development of ClearPoint’s online Financial 
Firsts™ portal, which will support high school 
classroom instruction of our award-winning life 
skills course, is underway. Set for launch in June 
2013, this project is the first of its kind. in addition 
to providing teachers with lesson plans, slides, 
videos, online assessments and other dynamic 
assets, the Financial Firsts™ portal will also enable 
outcomes for tracking and reporting purposes.the 
program’s interactive features, which include social 
and gamification components, allow for peer-to-
peer sharing of financial goals, encouraging a 
longer-term engagement with course concepts.

Pearson Higher education’s IDentity Series: 
Financial Responsibility, which features 
ClearPoint’s content, has been adopted by 
community colleges in California, Connecticut  
and South Carolina.

sqUARED AWAy WITH bOsTON COLLEgE
Collaboration with organizations that share 
our passion for promoting consumer health 
through financial education has long been an 
important element of ClearPoint’s education 
outreach strategy. in 2012, a new, digital venture 
took shape: Boston College’s Financial Security 
Project made available to consumers its suite 
of newly developed online calculators through 
ClearPoint websites. Consumers and credit 
counselors participated in a beta test that led 
to improvements to the Squared away toolbox. 
these tools are accessible from the homepage of 
clearpointccs.org, and Boston College continues 
to introduce cutting-edge dynamic financial 
education content to ClearPoint’s growing array 
of consumer budget aids.

Virtual Tour

Boston College Tools

Financial Firsts

ClearPoint U

ClearPoint U Module
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sOCIAL sTRATEgy
ClearPoint believes that financial education should 
be accessible, so we are engaging consumers where 
they are: on social networks. through ebooks, 
blogs, infographics, videos, podcasts, calculators 
and tools, we provide advice and information on 
money management.

in 2012, ClearPoint’s Facebook page reached the 
1,000-like milestone, aided in part by our successful 
month-long e-card campaign. recognizing the 
need for improved consumer awareness of money 

management topics, we sought an approach we 
knew would have broad appeal: humor. these 
e-cards were posted on Facebook pages with 
enormous reach. they were shared by thousands of 
users, generated dozens of comments and helped 
to make october our biggest month yet for traffic to 
repaydebt.org. ClearPoint will build on this success 
in 2013 by using video and social strategy to reach 
millions of consumers.

LOCAL AND NATIONAL PUbLIC AWARENEss CAmPAIgN
the e-card campaign was, in part, an extension of 
our televised public awareness campaign, which 
launched in five local markets in July and extended 
to national cable networks in September. We created 
a series of three animated spots that played off of 
popular mobile gaming app themes. Viewers saw 

Penny Pincher being pummeled with credit cards, 
worrying about her bills and being weighed down by 
her barn. a parallel billboard campaign in ten markets 
accompanied the local buys. the ads became the 
basis for a larger national campaign set for early 2013.

gOINg mObILE
in keeping with consumer demand for 
smartphones, ClearPoint developed a mobile 
website designed to make it easier than ever to 
contact a credit counselor. Consumers can request 
contact from a credit counselor by submitting an 
email address or phone number via a mobile 
device.

From mid-april  to the end of 2012, over 49,000 
consumers visited ClearPoint’s mobile site from 
their mobile devices. From there, approximately 
1,750 consumers took the initiative to fill out our 
short mobile form. these consumers were contacted 
within a 24-hour period by one of ClearPoint’s 
credit counselors to determine how they could be 
best served by ClearPoint’s services.

THE bETTER bUsINEss bUREAU
ClearPoint is the only national nonprofit credit 
counseling agency to be a system-wide member 
of the BBB, and we are proud of our longstanding 
a+ rating. ClearPoint and the BBB have joined 
together to provide consumers with valuable 
financial education by co-producing videos 
on a wide range of topics, including quarterly 
promotions on trending consumer issues. View 
them at us.bbb.org/financialtips. 

mEDIA OUTREACH
over the past five years, an economy troubled by 
recession, high unemployment and a housing 
crisis has created personal financial turmoil for 
millions of consumers. as new challenges arise 
daily, and government seeks to implement new 
regulations to address the many problems, 
ClearPoint keeps consumers “in the know” by 
explaining how and what it all means. our three 
media relations staff talk to reporters around 
the country every day and generate hundreds 
of television, radio and newspaper stories on 
trending financial topics.

Total Media Stories by Channel

ClearPoint Financial Tips on bbb.org

ClearPoint Mobile Site

2011 TOTAL  671

 321 145 56 149

2012 TOTAL 1070

 709 148 64 149

■ television   ■ radio   ■ newspaper   ■ internet
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ClearPoint seeks to engage 
consumers in conversations 
about money. in 2012, we 

coordinated phone banks in seven 
communities, giving thousands of 
consumers access to personalized 
advice from credit counselors on a wide 
range of topics, including budgeting 
tips, paying down debt, tackling housing 
problems and protecting your identity.

as a public service, ClearPoint experts 
also supplied weekly tips to radio shows 
with strong a consumer focus in los 
angeles, St. louis, Seattle and Boston.

TEACHINg OUR COmmUNITIEs
in 2012, ClearPoint conducted 1,140 
education outreach workshops in our 
twelve footprint states. Presentation 
topics ranged from paying down debt, 
to basic banking, to surviving financial 
setbacks.

INNOvATINg
sERvICE DELIvERy
ClearPoint recognizes that great customer service enhances the effectiveness of financial education and 
supports long-term success. Structural changes in 2012 were designed to ensure quality and consistency in 
counseling and outreach. the changes included bringing all counseling delivery channels under one umbrella, 
building out quality assurance protocols and consolidating education and outreach. We also began diversifying 
into specialized types of counseling and service delivery methods designed to meet consumers’ evolving needs.

sTUDENT LOAN ALLIANCE
a prolonged period of high unemployment and 
economic recession has exacerbated the student 
loan debt crisis in america. ClearPoint, and others 
in the credit counseling industry, recognized the 
need to provide counseling services designed for 
consumers struggling to manage student loans. 
in 2012, ClearPoint partnered with other nonprofit 
credit counseling agencies to found the Student loan 

alliance (Sla), an organization with the stated goal 
of establishing best practices and developing a 
counseling model to deliver sustainable solutions 
to student loan borrowers. the Sla also engages 
in outreach and public relations campaigns and 
maintains a website where student borrowers can learn 
about their options and access counseling services 
through ClearPoint and other member agencies. 

UTILITy PARTNERsHIP
Columbia gas® of Virginia, a niSource company, 
and ClearPoint have implemented a pilot referral 
program. Columbia’s customers are provided with 
a dedicated toll-free telephone referral number to 
reach a ClearPoint customer service representative. 

Columbia call center employees, who have been 
trained to recognize when customers may need 
help managing their finances, may also directly refer 
customers to ClearPoint.

ImPROvED TRAININg
in 2012, ClearPoint began implementing an online 
training platform featuring dynamic content, 
individualized modules and testing. Part of our 

quality assurance efforts, the system will track 
learning outcomes and allow for customized 
process improvement.
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HELPINg THE HOUsINg RECOvERy
Helping homeowners work through mortgage 
difficulties has been a major focus for the entire 
credit counseling industry over the past three years. 
ClearPoint understood the critical role it could 
play in the recovery of the housing market and the 
economy, and we understood how to better prepare 
consumers for the challenges and benefits of 
homeownership. thanks to a generous grant from 

Wells Fargo®, ClearPoint provided pre-purchase 
counseling and education to 899 consumers in 
California and oregon. From March through 
november 2012, 66 workshops, in english and 
Spanish, were conducted in 24 cities. a participant 
survey was conducted at the conclusion of this 
tremendous outreach initiative.

22% 92% 35%
of 64 respondents,14 purchased a 
home, were in escrow or got approved 
for a home loan.

of 64 respondents, 59 had taken one or more 
“positive steps” towards getting themselves 
financially prepared for homeownership.

Pre- and post-test results indicated that workshop 
attendees improved their knowledge related to 
the home-buying process by 35%.

Workshops Conducted in 2012

Phone Banks Coordinated in 2012
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TECHNOLOgy
Significant upgrades were 
implemented in 2012, and these 
were aimed at streamlining 
infrastructure to enable higher 
quality and more efficient service 
delivery. among the enhancements 
were improved imaging and 
the addition of e-signature and 
e-fax capabilities, which will soon 
facilitate the implementation of 
e-packet delivery. ClearPoint’s 
client packet, the informational 
summary each consumer receives 
after a counseling session that 
encapsulates their current financial 
status, assesses their options 
and provides them with a new 
budgeting framework to get them 
back on track, was completely 
overhauled to include visually 
appealing graphs and charts. the 
new packet underwent a beta test 
phase, and those results will inform 
needed changes before the online 
version is created.

Similarly, we conducted usability 
testing across all web properties 
and processes through 2012. 
results informed a redesign of 
homepages at both clearpointccs.
org and repaydebt.org. early 
results revealed tremendous 
improvements across all metrics. 
a short version of the online credit 
counseling application was also 
developed, and the results of that 
implementation were so successful 
that a long form redesign project 
was underway by year’s end.

OUR
CLIENTs

THANkINg
OUR fUNDERs
thanks to the generous support of grants, creditors and our 
clients, ClearPoint is able to provide a broad range of services 
to the communities that most need our help. We are thankful 
for the support we received in 2012 and are proud that we 
have been able to use these funds to further our commitment 
to promoting consumer health through financial education.

gRANTs OvER $10k RECEIvED IN 2012 
› Department of Housing 

and Urban Development 
(HUD)

› National Foreclosure 
Mitigation Counseling 
Program (NFMCP)

› Washington State 
Housing Finance 
Commission

› Bank of America

› Rural Community

› National Foundation 
for Credit Counseling 
(NFCC)

› Oregon State Attorney 
General’s (Pre-Mediation) 
Grant

› NC Housing Finance 
Agency’s Housing 
Counseling Capacity 
Building Program (funded 
by the State of NC Dept. 
of Justice)

› CA Community-Pfaffinger 
Foundation Housing Grant

› St. Clair County

› Citibank

› Association of 
Independent Consumer 
Credit Counseling 
Agencies (AICCCA)

› US Bank

› Wells Fargo

› Chase

G
RA

NTS 20%           CRED
ITO

R
S 41%

                      CLIENTS
 3

9%

2012 gRANTs AND CONTRIbUTIONs

TOTAL DEbT REPAID TO CREDITORs TOTAL NUmbER Of COUNsELINg sEssIONs

$143,038,011 63,056

CAUsEs fOR fINANCIAL DIsTREss

reduced income 33%

Poor Money Management/ 
excessive Spending 30%

increased Home/living/ 
auto expenses 11%

Unemployment 7%

Unexpected Medical 
expense/injury/illness 5%

Payment Delinquency 5%

Divorce/Separation 5%

other 4%

38%

62%

gENDER

CLIENTs ON OUR DmPs

AVerAge groSS InCoMe  $54,300

AVerAge UnSeCUred deBT  $16,834

AVerAge Age  49

AVerAge nUMBer oF CredITorS  9

mARITAL sTATUs

50
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20

10

0

47% 
Married

36% 
Single

13% 
Divorced 

or 
Separated

4% 
Widowed

10 11



ClearPointCCS.org ClearPointCCS.org

RECOgNIzINg
ExCELLENCE
ClearPoint’s employees are its heart and soul, and the full force and effect of what we do is magnified by 
the support of advocates outside our organization. each year we recognize extraordinary commitment, 
both internal and external, by the giving of four awards to individuals whose work embodies our mission to 

promote consumer health through financial education. 

WORDs
Of APPRECIATION

ExTRAORDINARy sERvICE
in 2012, ClearPoint honored two outstanding 

employees for their exceptional service to 

ClearPoint’s mission.

the norman W. Porch award recognizes a 

ClearPoint employee whose work exemplifies 

consumer financial education. Dennis Johnson 

of St. louis, Missouri has worked tirelessly for 13 

years educating people in his community about 

the principles of sound money management. 

Johnson is so dedicated to his craft that he often 

gives volunteer workshops at his church. not only 

is Johnson a top counselor and presenter, he 

is a media star. He has given dozens of flawless 

television, radio and newspaper interviews, 

including working in studio during call banks.

the eugene Poelker Support of education award 

goes to an employee who has realized ClearPoint’s 

mission in an operational capacity. the recipient 

of the 2012 award was trish geddes. after working 

for 16 years as a credit counselor, geddes was 

promoted first to corporate trainer, then to Director 

of Financial Counseling in 2011, where she is 

credited with implementing a wide-scale quality 

assurance calibration process that resulted in the 

implementation of consistent standards for financial 

counseling and education delivery. geddes is 

also well known across the company as an “ideas 

person.”  She tackles every challenge with a 

solutions-focused mindset and a positive spirit.

each year, ClearPoint recognizes an outstanding 
advocate with the Paul W. Howle Community 
Support award. in 2012, Sevag tateosian of the 
United Way of Fresno County was selected as the 
winner. Mr. tateosian has been an active member 
of the Fresno regional advisory Committee for the 
three years. His contributions include recruiting 
two new raC members and promoting ClearPoint 
through the United Way’s SparkPoint, the Bank on 
Fresno initiatives and the 2-1-1 Call Center. 

the gerhard J Petzall Community Service award 
recognizes an individual who has helped enable 
counseling and education delivery at the local level. 
the Honorable David Figueroa ortega, Consul 

general of the Mexican Consulate in los angeles, was 
the 2012 recipient. Consul Figueroa was instrumental 
in the development of the first memorandum 
of understanding executed between a Mexican 

Consulate and ClearPoint, which became the central 
document outlining our relationships with eleven 
Mexican Consulates nationwide. it was his confidence 
in the value we provide to the community that led to 

a Univision live broadcast from ClearPoint’s California 
headquarters in March 2012, and Consul Figueroa was 
on-site at 5 a.m. on the morning of the call bank to 
conduct live-feed interviews encouraging people to 
call for help with their financial challenges. Hundreds 
responded. Consul Figueroa opened the doors of the 
Consulate in los angeles to ClearPoint, allowing us to 
conduct outreach, education and counseling on-site.

thank you so much! 
again, you all have 
been absolutely 
wonderful and kind 
throughout this entire 
process.  i’ve never 
experienced this kind 
of awesome customer 
service from anyone 
before.  thank you, 
thank you, thank you! 
– Leander, TX

i appreciated the 
help and time 
that was given 
to my family 
when no one else 
was willing to 
help. Your great 
advice helped us 
surpass our four 
year payoff goal. 
– St. Charles, Mo

thanks so much for all your help. 
Keep up the good work.  it is always 
a blessing to be able to encounter 
someone that really cares when you 
are going through a trying time. 
– Clarksville, Tn

i will be forever 
grateful for you sharing 
the information 
with me regarding 
life situations and 
debt management 
strategies, especially 
regarding the 
management 
and use of my life 
savings, my 401(k) 
contributions. i left 
your office a changed 
person, knowing the 
dangerous life-long 
situations that can 
occur from not paying 
down credit card debt 
and not managing 
money and paying 
debt responsibly.  
– St Louis, Mo

i just wanted to tell you that i am so thankful for the service you and the 
others at ClearPoint provided for me. Just over two years ago i entered 
your office with $40,000 of debt and a sense of failure and anxiety that i 
wasn’t sure my marriage would survive.  We turned over $37,000 to your 
repayment plan.  i’m now facing the last 12-16 months of repayment with 
a happy heart.  We made some difficult decisions, changed our lifestyle 
dramatically, and are living well within our means without accruing any 
additional debt. – Modesto, CA

a friend used ClearPoint many years 
ago and was very pleased with your 
services, therefore i wanted to try your 
company as well.  i’m glad i did! i have 
since told friends about your services as 
well. – Seattle, WA

if feels so good to be at 
the end of this $88,557 
debt!  thanks for making 
this possible for us!  We 
have made a commitment 
to operate on a cash basis 
only for the rest of our lives. 
We don’t even want the 
temptation of having any 
credit cards. and by now we 
are very used to using only 
cash, so there is no reason to 
get into that trap again!  
– Portland, or
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