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Financial Service Centers (FSCs) comprise a vast

and varied industry. They include public companies

with thousands of employees throughout the

United States and internationally, to small, family-

owned “Mom and Pops” operating one or two

stores. These companies offer a wide variety of

products and services, from loans to transit passes.

But, regardless of size or scope, all Financial

Service Centers share one thing in common: they

deliver superior personal financial services on a face-

to-face basis to tens of millions of customers each

year. It is the personal relationship developed with

customers that makes the industry unique in today’s

world of increasingly impersonal financial services.
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Nationally, the FSC industry conducts more

than 350 million transactions per year, 

providing an estimated $1.6 billion in products

and services to an estimated 30 million

customers. In FiSCA’s 2006 Customer

Satisfaction Survey, conducted by Cypress

Research Group, customers stated that 

the “convenience of locations and hours,”

the high “level of customer service,” the

“friendly employees,” and the “speed of

service” were what they liked best about

FiSCA members’ locations. Cypress also

found that customers exhibited extremely

high levels of loyalty to the member stores.

Other financial institutions can only envy

these loyalty and satisfaction ratings.

The FSC industry’s ability to deliver service

at this level is directly attributable to its

employees: people that reflect the industry’s

commitment to customer service. It is,

therefore, incumbent on industry operators

to ensure that employees are as satisfied

and loyal as the customers they serve 

so well.

Maintaining and improving upon this

“culture” of customer service is dependent

on finding and keeping quality people who

share the goals and values of FSC compa-

nies, a process more art than science. It

starts with screening and hiring, but its

success also requires employers to offer

attractive and flexible employment terms,

responsive to the needs of today’s workers.  

Many FSC companies have been successful

in this quest, and, therefore, have become

employers of first choice to tens of thousands

of Americans.

A MAJOR U.S. EMPLOYER – 

REFLECTING DIVERSITY AND ECONOMIC

INCLUSION IN U.S. COMMUNITIES 

As the U.S. population and the demand

for more convenient and accessible financial

services has grown, so too has the FSC

industry. Today, it conservatively consists of

more than 13,000 locations, employing

more than 55,000 people nationwide.

The industry’s reaction to the convenience

and access needs of its customer base

through expanded business hours has 

contributed substantially to the expansion

of the FSC workforce. In the past, many

companies operated on banker’s hours, 

9 a.m. to 5 p.m., Monday through Friday,

with limited weekend hours. However, in

recent years companies have begun offering

extended hours, including in some cases

24-7-365 service. This expansion of business

hours has had a significant impact on the

number of employees needed to operate

locations. For example, in the last six years,

RiteCheck, a 12-store chain with locations

in the Bronx and Manhattan boroughs of

New York City, has seen its workforce grow

400%, due in large part to its decision to

expand its hours of store operations.

The FSC industry also boasts a diverse

workforce. Generally speaking, employees

mirror the makeup of the surrounding popu-

lation. For example, at RiteCheck, the

employee population is mostly Hispanic,

reflecting the customer base in the commu-

nities it serves. ACE Cash Express, with

4,500 employees in 39 states, has a very

diverse employee base, with significant 

representations of African-Americans,

Hispanics and Caucasians. 

In its 2007 Survey of FiSCA members,

Cypress Research Group found that of

respondent company employees, approxi-

mately 26% are African-American and 35%

are Hispanic/Latino.  

The Survey also found that women on

average comprise 76% of the FiSCA member

workforce. This was reflected in the statistics

from our interviewee companies; the per-

centage of female employees among them

was 70% at Dollar Financial Group, 64% at

RiteCheck and 80% at ACE Cash Express.

In contrast, women make up only 46.3% of

the total U.S. workforce, according to U.S.

Department of Labor statistics. Thus, the

FSC industry outpaces the overall employ-

ment of women in the U.S. by more than

30 percent. 

Keeping these figures in mind, a closer

look at the nation’s workforce proves even

more revealing. It shows that FiSCA mem-

bers employ more than twice as many

African-American women in sales and office

occupations than are employed in the

nation at large: 26% vs. 12%.  And, 

members employ more than three times 

the number of Hispanic women in these

occupations than are employed in the U.S.

workforce at large: 35% for FSCs vs.

11.3% for the U.S.  

The Cypress Survey also found that

almost 80% of FiSCA members operate

with Spanish-speaking employees, who are

available to provide bilingual customer service.

Additionally, industry employees average

approximately 35 years old, also mirroring

customer demographics. 

RECRUITING AT HOME TO MEET FSC

VALUES – “HIRE THE SMILE”

Given the nature of the FSC business, in

which the secure handling of cash and cus-

tomer personal financial information is

paramount, it is no surprise that most FSC

companies have well-developed pre-hiring

screening processes. These include detailed

applications, rigorous interviews and back-

ground checks tapping into various county,

state and federal databases. However, in

order to meet the industry’s core value of

providing superior customer service, most

businesses have also developed systems 

of identifying applicants that are customer-

focused, or that, through coaching, will

embrace the customer service ethic. Thus,

employers screen not just for background

but also for the “front-line” skills of potential

personnel.

How and where can these special employees

be found? Many times, a company’s presence
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are largely due to the fact that the staff,

like the customers, are members of those

communities. The common ground they

share cannot be replicated by any amount

of training.

RETAINING THE CUSTOMER CARETAKERS –

IT’S NOT JUST ABOUT THE MONEY

The relationship between employee

retention and enhanced customer loyalty

cannot be overstated. As explained by

James Webb of ACE Cash Express, “To most

people, financial transactions are very 

personal in nature. So, to the extent that

customers use our stores and become 

comfortable with our customer service 

representatives, it helps ensure that those

people will come back week after week,

which is good for business.”

Finding and hiring the right employee –

one that reflects that all-important culture

of customer service – while difficult, is only

half the battle. The other half is keeping

them. According to the Bureau of National

Affairs, the national average employee

turnover rate in all industries is 14.4%

annually. In some industries, such as banking,

it is more than twice that, ranging from

all aspects of FSC business operations are

technology-dependent. While that requirement

somewhat limits the labor pool, it also

makes the industry inviting to younger

workers, which is one reason for the con-

centration of younger employees in the

industry. Vasquez went on to say, “We find

that younger employees love working with

technology. It is one of the aspects of the

job that attracts them to RiteCheck in the

first place, and keeps them working here.”

Building the local relationships that

allow for the successful hiring of top quality

staff from within the neighborhoods they

serve may be the number one recruiting

priority for FSCs. The strong relationships

that FSC staff forge with their customers

and reputation in a community is an important

asset to their overall ability to hire quality

people. James Webb, Senior Vice President

of Human Resources at ACE Cash Express,

explains, “In those states where we have a

large presence, our reputation helps us

attract the types of candidates we want.”  

RiteCheck relies upon its own internal

resources (Web site and employee referral)

coupled with a strong network of relationships

with area schools, churches and other

neighborhood resources. The company

enjoys many benefits from this system. 

For starters, it does not pay recruiting-related

expenses. More important, this process

helps foster stronger ties with the community,

thus helping the company achieve its business

objectives. “Because we are so active

recruiting in the community, our overall

exposure is actually larger than our physical

presence,” explained Gigi Vasquez, Human

Resources Manager at RiteCheck. 

Partnering with local schools is especially

productive in finding qualified applicants,

given the increasing demand that employees

be technologically savvy. Whether working

at the teller window, in a supervisory

capacity or in a “back office” support role,
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... THIS PROCESS HELPS 

FOSTER STRONGER TIES

WITH THE COMMUNITY,

THUS HELPING THE 

COMPANY ACHIEVE ITS

BUSINESS OBJECTIVES.
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34% to 36%. When employees leave, their

employer must invest significant time,

labor and money to rehire and retrain their

replacements. To compound the loss, the

former employees take with them their

“institutional memory” and, in the case of

FSCs, perhaps even a customer following!

Successful retention of the best employees

must be part of every FSC’s mission, and

perhaps the best way to accomplish this is

to treat employees like "customers".

Generally, employees that project the

right values tend to value more than just a

paycheck. In a good portion of the industry,

competitive wages, medical benefits and

some form of retirement program have

become commonplace. Other companies

offer more significant financial benefits,

including revenue sharing and bonus plans.

And some have been successful in retaining

employees by making minor adjustments to

benefits, thus capturing employee loyalty

right from the start.

For example, Dollar Financial makes its

medical benefits available following only

one month of employment. Moneytree, Inc.

offers tuition reimbursements after only six

months of employment. RiteCheck allows

employees to take advantage of a pre-tax

flexible spending account before they actually

“earn” it through time worked.

And all of these companies offer an

increasingly important benefit: flex time.

Explains Gigi Vasquez, “The hiring environment

is different today than it was ten years ago.

Workers are less formal today and are not

looking for the same stability as older workers.

Generation X and Y tend to bounce around

more. We find that most employee issues

are related to schedules, so it is important

to be flexible.”

All Financial Service Centers, regardless

of size, can also successfully increase

employee retention by providing incentives

and recognition. Here are suggestions that

any FSC can include in their retention 

program at relatively little cost:

• Flexible schedules, including work hours

and days

• Employee recognition programs, e.g.,

“Employee of the Month”

• Suggestion boxes encouraging feedback

from employees

• Spot cash bonuses

• Incentive programs awarding theatre or

movie tickets, or gift cards for meals

Still, despite all of the above, there will

be those employees who leave the industry.

The reasons people leave are probably as

varied as the individuals themselves. Some

employees are asked to leave because they

are not following company policies.

“Because our business deals with cash, we

have strict procedures on money handling,

safety and security,” explained Webb.

“When people don’t follow those procedures,

they are asked to leave.”

Others leave for “greener pastures” or

because they don’t like the retail experience.

In addition, the lack of advancement is

often cited as a reason people leave their

jobs – a warning worth heeding by FSC

employers.

In fact, perhaps the most essential

opportunity that can be offered to an

employee to foster loyalty, and to ensure

the overall success of a company, is the

possibility of advancement and promotion

within the company. It is impossible to

overestimate the importance of career

enhancement to the FSC workforce. As

Brian Daly, Human Resources Vice

President of Dollar Financial, put it,
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among U.S. wage and salary workers in

Office and Administrative Support occupa-

tions in 2006 was only 4.1 years. So, once

again, the FSC industry as an employer is

ahead of the national curve. 

THE IMPORTANCE OF THE HUMAN

RESOURCE “FUNCTION”

All companies, large or small, must 

have some type of Human Resource (HR)

“function” to remain in compliance with

the myriad federal and state laws governing

the workplace, and to manage their recruiting

and retention processes. The HR function

is even more complicated for those companies

operating in multi-state, even multi-national

markets, such as Dollar Financial. As

Dollar’s Brian Daly explains, “We’re trying

to get the right people in the right role. 

We are investing time and resources into

management training programs at all levels.

In addition, we’re launching our Talent

Management Process that includes a common

language and tools to assess talent, implement

succession planning, lay out expectations;

everything we do to properly manage and

develop talent. We hope to capture best

practices and disseminate them throughout

the organization.”  

When considering the importance of the

HR function, it is worth remembering that

one never gets a second chance to make 

a good first impression. Often it is HR 

personnel that will set the tone for the

entire organization when making that critical

first impression. How individuals are treated

during the interview process and when they

first start work at the company can well

determine whether or not they will be there

for a long time. As Rebecca Shivel

explains, “From the moment an applicant

expresses interest in Moneytree, we make 

it a point to treat them with the same 

service standards as our customers; we

strive to exceed their expectations! Over

time, employees want to stay with

Moneytree because they see our consistent

commitment to meeting their needs and

helping them succeed.”

THE VALUES OF THE FINANCIAL SERVICE

CENTER BUSINESS CULTURE

The long-term success and growth of the

FSC industry can be attributed in large part

“All roads lead to people. If people are

happy and doing well, they can move up in

our organization. As we continue to grow

rapidly, people at all levels see opportunity

for personal growth as well. They can see

their own ability to have an impact on the

business as well as move up in the organiza-

tion. That’s good for them and good for the 

overall company.”

Moneytree reported that approximately

80% of its managers have been promoted

from within the company. Gigi Vasquez of

RiteCheck added, “Our workforce knows

that if they work hard, they can grow with

the company. Most of our department

heads started in the ranks, and we always

look to hire internally first.”

Finally, engagement of employees is key.

A recent Global Workforce Study conducted

by the consulting firm Towers Perrin found

that while relationships with immediate

supervisors are important, the attitude of

senior management toward employees 

had a greater impact on engagement than

day-to-day factors. Two-way communication

exists when employers speak and listen to

employees. Rebecca Shivel, Director of

Employee Relations for Moneytree,

observed, “We make it a point to listen to

our employees through employee surveys

and other various forms of feedback. Based

on what we learn from these anonymous

surveys, we aim to fully meet their needs

and create a professional work environment.

We recognize that it is our employees’ hard

work and dedication that makes Moneytree

successful; in return, we want to provide

employees with a rewarding and challenging

experience.” 

Thus, a few simple actions by senior

managers, including regular, two-way 

communication with employees, can 

significantly increase levels of employee

engagement, boost morale and lower

turnover rates. These actions also serve to

mirror the culture of respect and service

that the industry delivers to its customers.

All in all, FSCs are doing a lot of things

well. Overall, the median employee tenure

in the industry is five years (four-and-one-

half years at RiteCheck, six years at Dollar

and five years at ACE). According to the

U.S. Bureau of Labor Statistics, the median

years of tenure with their current employer
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“ALL ROADS LEAD TO PEOPLE. … AS WE CONTINUE TO

GROW RAPIDLY, PEOPLE AT ALL LEVELS SEE OPPORTUNITY

FOR PERSONAL GROWTH AS WELL.”
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the company, and achieve a personally

rewarding and fulfilling career with us,”

said James Webb of ACE Cash Express. 

What better promise can an employer

make? What more could an employee hope

to find? ■

Edward P. D’Alessio, Esq. is a partner of the

firm of Winne, Banta, Hetherington, Basralian

& Kahn, P.C. and Deputy General Counsel to

FiSCA. He has represented employers in

employment-related matters before state and

federal courts and administrative tribunals

and provides counsel on employee manuals,

policies and procedures, executive employment

contracts, non-compete agreements and internal

investigations. D’Alessio developed and 

presents the FSC industry-specific

Employment Workshop Series featured 

annually at the FiSCA Conference.

Stephen Altobelli and Cynthia Vega also 

contributed to this article.

to its central core value: superior customer

service. FSCs offer this service at a level

unmatched elsewhere in the financial services

world. Our customers know it. It drives our

businesses forward. That core value can

only be enacted through being part of the

communities in which we exist. Essential

to becoming part of the community is the

hiring and retention of employees from

within. This solidifies the relationship with

the community.  

The FSC industry is now a mature industry,

one that offers more than simply transitional

employment; it has created real careers. 

In turn, longevity of employment creates

customer loyalty, where customers know

that they will be served by the same friendly

staff week after week.  

At the end of the day, the place you go

to work each week is about more than just

collecting a paycheck. Successful organiza-

tions attract and retain people because 

they are “good places to work.” While the

definition of a good work environment may

vary, certain characteristics are common to

all the companies participating in this article.

They all offer challenging, stimulating and

stable work environments; and all offer the

opportunity to turn a job into a career.

“People can work in the industry, grow with
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