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INTRODUCTION 
 
It is true that change is a constant... We could almost ask if Heraclitus would not be 
Argentine instead of Greek, because that feeling of radical and permanent change is 
closely linked to the culture of the country. 
 
The goal of this webinar is to share the recent experience of Argentina in terms of 
developing strategies and initiatives of FE/IE in 'changing times', and to discuss the 
impending challenges in the face of the new political and social environment that 
began to take shape by the end of 2015.  

In other countries, the phases of significant economic and social changes can be more 
or less casual (although globalization tends to act as an accelerator). However, in 
Argentina they seem to be part of the identity of the country. The citizens speak of 
themselves as people who adapt quickly, who are used to uncertainty. 

Certainly this perception has positive aspects. However, in the area in question (FE/EI 
aimed to improve people's lives, economic well-being and financial stability of the 
country) is largely counterproductive. 

This talk is intended so that the Argentine experience can help to the reflection and 
provide some useful insights, not only for those who reside in the country but also for 
the people engaged in these issues who listen to us from other jurisdictions. 
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No hay nada permanente excepto el cambio.

Ningún hombre se baña dos veces en el mismo río, 
porque todo cambia en el río y en el hombre.

There is nothing permanent except change.

No man ever steps in the same river twice, 
for it's not the same river and he's not the same man.

Heráclito / Heraclitus
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1. CHALLENGES AND STARTING POINT 
 
To analyze the starting point we will distinguish the INSTITUTIONAL and SOCIAL 
aspects. 

1.1 Institutional landscape. It is characterized by a shortage of (public or private) 
initiatives in the field of FE/IE and unattractive capital markets. 
 

a) Scarcity of FE/IE initiatives 
 
While in other countries around the world, even in Ibero-America, the importance of 
FE/IE has been recognized for more than one decade, Argentina did not begin to speak 
publicly about the responsibility of institutions on this issue until about the year 2012, 
when the CNV (Argentine Securities Markets Commission) seems to assume public 
leadership in the development of FE/IE. 
 
There had been some isolated initiatives for some years before. The BCRA (Central 
Bank of Argentina) had an interesting program for schools and teachers, with an 
experienced and well trained team. Unfortunately, the continuity of the program used 
to depend on the budget and the ideological preferences of those responsible for the 
institution at any times, so that in recent years it has been applied intermittently (for 
example, it was suspended for three years, between 2012 and 2014). There was not 
too much monitoring and the scalability of the project turned out to be very limited. 
 
There were also some excellent initiatives driven independently by the capital markets 
themselves, as PRODIBUR (Stock Exchange Outreach Programme) based on 
simulations for the promotion of capital markets, with modules for high schools, 
universities and public in general. 
 
Apart from these initiatives, there was nothing worth mentioning with some continuity 
and outreach. In particular, there was nothing for grown-ups who do not have enough 
surplus to invest and are not willing to take risks in the markets. The first generalist 
program on Personal Finance and Banking addressed to an adult audience (Cuentas 
Sanas, by Banco Macro) was not launched until 2015.

 

Desafíos y punto de partida
Challenges and starting point

Panorama INSTITUCIONAL Panorama SOCIAL

INSTITUTIONAL overview SOCIAL overview

1

 

Panorama INSTITUCIONAL INSTITUTIONAL overview

Escasez de iniciativas de EF/EI  
Scarcity of FE/IE initiatives

Challenges and starting pointDesafíos y punto de partida 1

2012
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b) Not appealing capital markets 
 
We talked about 2012 as a turning point in which the CNV begins to consider a broader 
strategy. It is the year in which the new Capital Market Law was promulgated. 
 
Among its objectives we can emphasize the following: 1) To modernize the Argentine 
investment environment, with outdated mutualized stock exchanges, far from the 
standards that govern the rest of the world and the region; 2) To promote the 
participation of small investors and SME in capital markets. 
 
In short, a double challenge: To develop more competitive and attractive capital 
markets and, at the same time, to get more participants, both through the 
supply and demand of investment instruments. 
 
But how is the economic and social environment in which we seek to achieve these 
objectives? 
 
 
1.2 Social landscape 

 
• Argentina has one of the worst levels of banking inclusion in the region.  

 
And reality is probably even worse. The number of bank accounts is a nominal data 
that does not reflect the level of effective banking, because it includes GGU 
(Universal Free Account) and the salary/Social Security accounts: anyone working 
as an employee or who receives a pension must have a bank account. These 
measures seem to increase the ratio of financial inclusion, but they do not always 
encourage people to take the next step and make a regular and systematic use of 
banking products and services, beyond the usual and inevitable credit card. 

 
The country also shows a high degree of informality many small businesses 
operate completely outside the economic and financial system. 
 
 

 

Panorama INSTITUCIONAL / INSTITUTIONAL overview

Challenges and starting pointDesafíos y punto de partida 1

2012: Nueva Ley del Mercado de 
Capitales

1) Desarrollar unos mercados de 
capitales más modernos, 
competitivos y atractivos.

2) Incorporar a más inversores y 
emisores.

Mercados poco atractivos

Not appealing capital markets

2012: New Securities Market Act

1) To develop more modern, 
competitive and attractive
capital markets. 

2) To attract more investors and 
issuers. 

 

Panorama SOCIAL / SOCIAL overview

Challenges and starting pointDesafíos y punto de partida 1

Bajo nivel de bancarización real 
+ Informalidad económica

Low level of true 
banking inclusion

+ Economic informality
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In addition to the lack of familiarity, there are other emotional factors that increase 
the distance between the people and the financial system, the distrust generated 
after the grueling 2001 crisis is still being felt. The generation that lived fully its 
effects still do not trust the financial institutions, and the younger ones have learned 
to live outside the banking system, even in urban environments. For many young 
people, the first contact with the financial system occurs when they start working 
and they are required to receive remuneration through a salary account ... that 
gives them access to the fascinating world of credit cards. 
 
 
 
 
 
 
 
 
 
 
 

• The financial situation of households is becoming more precarious. Not to 
mention the growing pockets of poverty and the persons who are not under the 
poverty lines but live on the margins of the financial system, the middle class live 
largely on the consumer credit and payment facilities provided by both businesses 
and banks. We are not talking about people in vulnerable situations or with low 
educational level: even people with good jobs live a day. The credit card is used for 
everyday expenses and to maintain the way of living and the consumption 
standards that are considered culturally desirable. 

 
• As a result, there is a widespread social acceptance of living with debt. It can be 

concealing a latent problem of debt indebtedness that could emerge as the 
economy deteriorates in terms of job losses and/or higher inflation. 

 
 
  

Without effective inclusion in the banking system, it is not 
possible to give the following steps: to think about saving in 
the long term and investing through the capital markets. 

 

Panorama SOCIAL / SOCIAL overview

Challenges and starting pointDesafíos y punto de partida 1

Sin inclusión efectiva en el sistema bancario no es posible pensar en el 
ahorro/inversión a largo plazo y en el acceso a los mercados de capitales

Effective banking inclusion is the fist step towards long-term savings and 
investments through capital markets. 

 

Panorama SOCIAL SOCIAL overview

Challenges and starting pointDesafíos y punto de partida 1

Problema latente de sobreendeudamiento, que podría aflorar con el 
deterioro del empleo y el aumento de la inflación

Latent over-indebtedness problem, that could surface because of 
increasing unemployment and inflation rates

Economías familiares 
que basan su 

consumo en el 
endeudamiento y 
el pago en cuotas

Households’ 
consumption based

on credit and 
payment in 
installments
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• Debt is not the only threaten for households. Inflation  also plays against 
the money-savings possibilities. The research of Lusardi on financial literacy in 
different parts of the world, released in 2015, showed that Argentina is one of the 
countries where people better understand the effect of inflation on their daily 
decisions.  

 
Unfortunately, years of experience with high inflation make people understand it too 
well. They do not see any advantage in saving, which looks just like an 
unstoppable loss of purchasing power. How to plan for the future in this 
context? It is true that Argentines are accustomed to uncertainty, but the downside 
is that it has become popular among the population the idea that "the sooner you 
spend your money, the better". Who knows what you will be able to afford with the 
same money tomorrow!  

 
In short, we are in an environment that brings together: Low wages and high prices 
+ Consumer credit y payment facilities + Lack of adequate offer of savings and 
investment products that can beat inflation (with an acceptable level of risk for the 
average investor) + Aggressive promotion of consumption and consumer credit. All 
these ingredients are a recipe for disaster for many households. 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Everyday expenses, consumption and indebtedness leave no 
room for savings and investment. The vast majority of the 
population does not save, nor within the formal system or 
informally. Individuals and families do not have surplus to 
plan ahead. There is no critical mass of potential investors. 
In this context, it is very difficult to carry out effective 
strategies to promote capital markets , unless we tackle this 
challenges at the same time . 

 

Panorama SOCIAL SOCIAL overview

Challenges and starting pointDesafíos y punto de partida 1

¿Qué hacer con el dinero?
Efectos psicológicos y económicos de la 

INFLACIÓN

Where to put the money?
Psychological and Economic Effects of 

INFLATION

¿Ahorrar para 
el futuro?

Planning ahead?
Really?

 

Panorama SOCIAL SOCIAL overview

Challenges and starting pointDesafíos y punto de partida 1

Precios altos + Salarios bajos
High prices + Low salaries

Sin oferta de ahorro/inversión 
para batir a la inflación

Lack of saving/investment
instruments to beat inflation

Facilidades de pago, 
crédito al consumo
Payment facilities, 
consumer credit

Publicidad omnipresente de los 
créditos, prueba social (“todo el 
mundo se endeuda para vivir”)

Aggressive consumer credit
advertising, social proof

(“everyone lives on credit”)
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• And where do investors invest? We've talked about pockets of poverty and social 

exclusion and about a middle class that fails to find a place in the financial 
system. Of course, there is a part of the population that is more affluent or that 
managed to save and have a surplus to invest. In those cases, investors usually 
prefer to invest in real estate and foreign markets (either directly 
or through operations in domestic markets whose ultimate effect  is the acquisition of 
securities in foreign markets).  
 
The first one is a cultural and emotional issue: real estate is still perceived as a 
more desirable, tangible and safe investment. The second has to do with a deep 
lack of trust and interest in the currency and domestic markets. Anyway, real estate 
investments have become less appealing in recent years, as the FX market and the 
restrictions to buy US currency made transactions increasingly difficult. 
 
 

2. FIRST STEPS: DESIGNING A STRATEGY 
 
 

a) The context 
 
Once the new Capital Markets Act was passed in 2012, the CNV began to actively 
express their interest in promoting capital markets. Among other measures, a specific 
area for investor education was created in the institution, and a public event was 
held to launch the message that financial and investor education was a matter of public 
interest. 
 
Some months later the CNV started working on a very exciting and challenging task, 
the design of a nationwide strategy in which I was invited to take part as an advisor. The 
first step was to make an inventory of all the problems and difficulties to be addressed. 
 
  

El contexto Líneas generales 
de la propuesta

2

¿Un proyecto 
congelado?

The context Líneas generales 
de la propuesta

¿Un proyecto 
congelado?

Primeros pasos: diseñando una estrategia
First steps: designing a strategy

 

Panorama SOCIAL SOCIAL overview

Challenges and starting pointDesafíos y punto de partida 1

Preferencia por ahorrar /invertir 
fuera del sistema financiero 

argentino: inmuebles, mercados 
extranjeros…

Inversiones inmobiliarias
Mercados de capitales extranjeros

Preference for investing outside
the domestic financial system: 

real state, foreign capital 
markets…
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It is quite common that these initiatives are fostered in the first place by the securities 
commissions (since investment instruments are more complex, less intuitive and more 
optional than banking or even insurance products). The problem is that these 
institutions have a very specific (and partial) goal: the promotion of capital 
markets. As already noted, any effort in this regard is not really effective unless there 
is someone else who is taking care of the previous steps, i.e. generating the critical 
mass of citizens with a healthy economy that can become potential investors. 
 
For that reason, a key principle of the strategy was the development of institutional 
partnerships,  with the financial industry but also with other public bodies with power 
for regulation and supervision, especially the Central Bank, due to its role of 
supervisor of the financial system and ultimate responsible for promoting effective 
financial inclusion and ensuring consumers protection. 
 
One of the most salient aspects of initial diagnosis was the reluctance of 
intermediaries to the new Capital Market Law, because of its potential to 
significantly change the status quo in the sector. In addition, they were not interested in 
addressing small investors, due to the operating costs and marketing efforts required.  
 
The brokers also pointed out, quite rightly, that investors were not 
interested in domestic markets either, since there was not a varied and adequate  range 
of products that could meet the average investor's needs, in terms of risk and 
profitability. 
 
And what about the banks, which are usually a privileged ally in the development of 
FE/IE strategies thanks to their ability to reach the public? While they showed 
willingness to dialogue, the truth is that they are much more interested in other 
products and services, and investment products tend to be quite far from their core 
business interest. 
 
Anecdotally in this regard, the banks websites include "fixed term deposits" within the 
category "investment". Though it is usually the first financial product that people acquire 
when they think of saving, it is a bank product, not an investment. This gives us an 
idea of how much the investment world does not seem to be part of the agenda of the 
entities. 

 

El contexto The context

First Steps: A StrategyPrimeros pasos: una estrategia 2

Dos espacios que no se comunican ni 
muestran interés por acercarse.

Two groups ignoring each other, with no 
apparent intention of getting closer

Future domestic investors?

??????
No creo No, thanks

Financial System (Capital Markets)

Brokers
& Banks

Markets

CNV / Securities
Commission

¡Hola!
Come in!

 

El contexto, en resumen The context, in short

First Steps: A StrategyPrimeros pasos: una estrategia 2

2012: Nueva Ley del Mercado de 
Capitales (2012). La CNV pone sobre la 
mesa la EF/IE

Cierta resistencia y falta de interés de 
los intermediarios por la inclusión 
masiva de nuevos clientes/inversores

Ausencia de otras iniciativas o de otros 
actores enfocados en la inclusión 
financiera en niveles más básicos 
(acceso y comprensión de los servicios 
bancarios)

Considerable falta de confianza de los 
ciudadanos en el sistema financiero.

2012: New Securities Market Act. The
Argentina Securities Commission points
out the need for FE/IE

Intermediaries show some reluctance
and lack of interest about attracting
new clients/investors

Lack of initiatives or institutions
focused on basic financial inclusion
(access and understanding of banking
services and products)

Widespread distrust of financial system
from people.
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Graphically, the situation was as showed in the image: two worlds that neither 
communicate nor share a common space: the CNV and the domestic markets seemed 
to be the only ones interested in bringing investors to the markets. However, neither 
the investors nor the intermediaries had a special interest, each for their own reasons. 
 
There had been some specific cases of relative success, such as the issue of YPF bonds, 
which benefited from a very strong advertising campaign and all possible institutional 
support. But obviously, these actions do not generate cultural or behavioral changes 
and cannot be extrapolated directly to other products, issuers or situations. And even in 
this case the banking system didn't make a great effort to actively market the bonds. 
 

 

b) The outlines of the proposal 
 

 
Broadly speaking, it was designed a path of action based on the following approaches. 
 

• Participation of all professional actors in the definition of the National Strategy 
for Financial Inclusion and Education, through the convening of seven 
working groups. Each group would analyze one of the seven key challenges 
that had been identified regarding the new scenario generated after the new 
Capital Market Act. 

 
Group 1. TRAINING BROKERS  
Group 2. STRATEGIES TO SUPPORT SMEs (as issuers and investors) 
Group 3. THE ROLE OF BANKS IN THE CAPITAL MARKETS 
Group 4. THE ROLE OF THE NEW TECHNOLOGIES IN PROMOTING THE MARKETS 
Group 5. INVESTMENT PRODUCTS: COMMUNICATION AND INVESTOR EDUCATION 
Group 6. MUTUAL FUNDS AS THE FIRST STEP FOR SMALL INVESTORS 
Group 7. THE FINANCIAL TRUST AS A TOOL FOR FINANCING SMEs 

 
 

 

Líneas generales de la propuesta The outlines of the proposal

First Steps: A StrategyPrimeros pasos: una estrategia 2

Implicación de todos los participantes 
profesionales de los mercados en el 
diseño de la estrategia: creación de 

siete grupos de trabajo

Involvement of all professional actors
in the design of the strategy, by
creating seven working groups

Capacitación de 
intermediarios

Apoyo a PYMES 
(emisión/inversión)

Fondos de 
inversión

Fideicomiso
financiero para

PYMES

El rol de los 
bancos

El papel de las
nuevas

tecnologías

Comunicación y 
educación del 

inversor
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The involvement of the private sector in designing the strategy from the 
beginning was essential. First of all, because taking part in the creation process 
increases the commitment. Secondly, because private entities are in a much better 
position to finance and implement strategies/programs for different groups (they 
have the infrastructure required to get to the people and are more accustomed 
to managing social networks and other elements of public dissemination). 

 
• To build an institutional network similar to the Brazil scheme. The supervisory 

bodies would lead and coordinate the policies and priorities, and the financial 
industry would have a key role in implementing the activities. 
 

• While building the institutional structure,  the CNV and other partners would work 
on developing and disseminating education programs  addressed to different 
segments of population. As a tool for segmentation we used a crosstab with two 
parameters: socio-economic aspects and level of familiarity with the financial 
system. As an example, you can find in the presentation a visual map that outlines 
the production process of educational resources for investors and the table with the 
segmentation criteria. It is worth pointing out that it was planned to include some 
contents on general personal finance (not only investor education), to meet the 
need we mentioned above: the ability to generate savings is a prerequisite 
for investments. 
 
c) A frozen project? 

 
What happened to this emerging strategy? As the time came to start the seven working 
groups meetings calendar, some institutional and political resistance began to slow 
down the process. Soon after, the president of the National Securities Commission 
(CNV) who had been boosting the project was named president of the Central Bank 
(BCRA). 
 
At first it seemed good news, at least from the perspective of progress of the National 
Strategy for Financial Inclusion and Education, since one of the key aspects of the 
strategy had always been to coordinate efforts with the Central Bank. However, much 
to the disappointment of many of the people involved, the distance between the two 
institutions deepened. 

 

Líneas generales de la propuesta The outlines of the project

First Steps: A StrategyPrimeros pasos: una estrategia 2

Creación de una estructura 
institucional basada en el liderazgo 
público y la coordinación público-
privada para la implementación de 

las acciones (similar a Brasil)

To create an institutional structure
based on public leadership and 

public/private coordination for the
implementation of activities

(Brazil style)

 

¿Un proyecto congelado? A frozen project?

First Steps: A StrategyPrimeros pasos: una estrategia 2

Liderazgo público y coordinación 
público-privada para la 
implementación de las acciones 
(similar a Brasil)

Nueva Ley del Mercado de Capitales 
(2012). La CNV pone sobre la mesa la 
EF/IE

Estrategia Nacional de 
Inclusión y Educación 

Financiera

¿Qué va a 
pasar 

ahora?

What
now?
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The new president of the Central Bank carried the flag of financial education to his new 
position, re-started and gave a new boost to the program in schools (that had been 
suspended during the previous three years) and organized some short events to raise 
the financial industry's awareness of the importance of moving towards a more 
inclusive banking.  
 
After the change of Government in late 2015, the Central Bank president had to 
resign. It is probably premature to foretell the future of this aspiration of a Federal 
Strategy for Financial Inclusion and Education. However, the first decisions of the new 
presidents of the Central Bank and the Securities Commission does not seem too 
promising, as they convey the impression (hopefully wrong) that the financial and 
investor education are not considered as priority issues. 
 
Anyway, we should not overestimate the efforts made by the former government in 
order to foster FE/IE. Although this topic received some attention in institutional 
environments, it never was able to reach wider audiences and to raise people's interest. 
Most of people never heard of it. We can say that Argentine society is a kind of "virgin 
forest" when it comes to FE/IE. 
 
In addition to the appointments at management levels of regulatory financial bodies, 
the new government has promoted a radical change in the economic model, 
characterized by greater openness to other countries and foreign institutions and the 
foreseeable need for complicated short and medium-term economic adjustments. 
 
How do these changes affect the social model and the FE/IE needs of the 
people? 
 
Can we consider as positive that the previous strategy did not get to see the 
light of day? Are we now facing the opportunity to create a strong institutional 
foundation that help us go ahead from an updated diagnosis of the new needs 
and challenges? 
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3. THE SCENARIO IS CHANGING. WHAT'S NEXT? 
 
What changing FE/IE needs can we observe in the light of the challenges 
posed by the new economic and political situation? 
 
Let's take an overview of some new needs and the possible FE/IE strategies to 
address them . 
 

a) A new scenario 
 
The main features are a new economic policy, with significant short and medium term 
adjustments, and a deep uncertainty about the financial resilience skills of households. 

 
• Macroeconomics adjustment measures. The first visible change has been 

the end of the dollar clamp, so that the exchange rate now reflects better the 
market value of the national currency. 
 
The payment of the external debt is also tightening austerity measures and public 
spending control. The Government is  withdrawing subsidies that the State can no 
longer sustain, especially energy subsidies. 
 

• How does this affect the households financial situation  and, therefore, 
their needs of FE/IE? As immediate effect of the initial measures, the inflation has 
soared to more than 30%. Although everyone expects (and hopes) steadier levels of 
inflation in the second half of the year, the word that best describes the current 
situation is "complete uncertainty". 

 
Households need to make some major adjustments in their personal budgets. This 
is going to be complicated because many of them are already heavily in debt and 
systematically resort to credit and installment payments for basic daily expenses. 

 
 
 

 

El escenario está cambiando. ¿Y ahora qué?
The scenario is changing. What’s next?

Nuevo escenario

3

Propuestas para una 
nueva estrategia

New Scenario Proposals for a 
New Strategy

 

Nuevo escenario / New Scenario

The scenario is changing. What’s next?El escenario está cambiando. ¿Y ahora qué? 3

Medidas macroeconómicas 
de ajuste: fin del cepo 
cambiario y pago de la 

deuda externa, con más 
control del gasto público 

Macroeconomic measures: 
end of the “dollar clamp” 
and payment of external

debt, with more control of 
public expenditure

 

The scenario is changing. What’s next?El escenario está cambiando. ¿Y ahora qué? 3

Deterioro a corto plazo en las 
economías familiares y 
sensación general de 

incertidumbre

Short-term worsening of 
households’ financial

situation and general feeling
of uncertainty

Nuevo escenario / New Scenario
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• Direct measures addressed to the financial system that can change the 
microeconomic landscape and the financial inclusion perspectives. The Central Bank 
is sending messages to foster greater access to the banking system. We can 
mention two interesting examples:  

 
– The "saving accounts" will be free of charge. They are the most 

commonly used bank account (so far the only free account was the Free 
Universal Account, for unbanked people with very low incomes). In  addition 
 to this, bank transfers will be free for individuals. 
 
However, this strategy to encourage access to the financial system will be 
compensated (positively for entities, not so much for customers) by unlimited 
freedom to set bank charges, which will come into force in September 2016. 
Following the example Brazil, the only requirement is to inform the customer 
what the competitors are charging for the same service. This measure 
involves certain risks for financial consumer protection and inclusive banking. 

– Other measures aim to increase the chances of access to home-
ownership. Despite the strong cultural inclination to own a home, in 
Argentina very few people meet the financial requirements to be granted a 
mortgage loan. These new measures are based on a savings instrument (the 
"housing units", whose value is linked to inflation) which should make it 
easier to access to the mortgage market. 
 
Obviously the measure has positive aspects: for most people, the home is an 
emotional need that has nothing to do with financial considerations.  
However, I am Spanish and I know firsthand the damage that can make a 
misapplied and poorly supervised mortgage expansion strategy. What can 
happen in Argentina? Will household debt shift from consumption to the 
payment of the mortgage? Will the families be able to cope with future 
increases in mortgage payments? In short, this is a topic is worth following 
closely and requires specific FE/IE activities to be carried out. 

 

 

The scenario is changing. What’s next?El escenario está cambiando. ¿Y ahora qué? 3

Medidas directas para promover un 
acceso más amplio al sistema 

bancario: operaciones y cuentas 
gratuitas + líneas hipotecarias

Direct measures to foster wider
access to banking system: free 
accounts and operations + more 

mortgage facilities

Nuevo escenario / New Scenario
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• Another aspect that poses considerable challenge, and not only in Argentina, is the 
subject of the new technologies. It is seen by the financial industry as an 
interesting tool to boost financial inclusion, because it reduces operating costs and 
help bond with customers, especially in a context of growth of the cellular telephony 
(mobile banking). However, it is not without risks. In this sense, the CGAP 
(Consultative Group to Assist the Poor) of the World Bank regularly reports how 
digital finance open a wide range of regulatory, supervisory and protection 
consumer requirements. 

 
There is enough awareness of the need to ensure the security of financial 
transactions, but this is not the only challenge. On the one hand, we should think of 
the risks for the people accessing some financial services in this way but lacking 
experience or knowledge of other financial environments and products. And for 
those who do have experience, mobile banking makes it easier to make impulsive 
consumption or investment decisions. In any case,  this reality requires to develop 
messages and special FE/IE strategies that take into account this new operational 
context. 
 

b) Proposals for a new strategy 
 

Much of the never born strategy that we have just glanced at remains valid. Its purpose 
was to create the conditions to develop specific strategies and programs 
that would address the needs of different segments of the population, generating a more 
inclusive environment.  
 
Recall that was based on three pillars: 

– Creation of an institutional framework to provide continuity 
– Education 
– Communication and dissemination 

 
 
 

 

The scenario is changing. What’s next?El escenario está cambiando. ¿Y ahora qué? 3

Nuevas necesidades de EF/IE por los 
riesgos operativos y los 

comportamientos asociados a las 
nuevas tecnologías (banca móvil, etc.

New FE/IE needs due to operational 
and behavioral risks associated to 

the new technologies (mobile 
banking, etc.)

Nuevo escenario / New Scenario

 

Propuestas para una nueva estrategia / Proposals for a New Strategy

The scenario is changing. What’s next?El escenario está cambiando. ¿Y ahora qué? 3

Construir una estrategia a través de 
tres líneas de acción:

To build a strategy through
three paths of action:

Educación y 
sensibilización

Educating and 
raising awareness

Sólida base institucional con alianzas 
internas y externas

Sound institutional foundations with
domestic and international partnerships

Comunicación y 
difusión

Communication
and dissemination
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• Creation of the necessary institutional framework. It is still necessary 
 to involve all professional players in the financial system and increase their 
awareness of the unsustainability of a system that excludes large groups of 
population. The aim is to create an institutional foundation that make it possible to 
design a long - term, sound and flexible strategy in order to meet the changing 
needs of people. 
 
However, as we already mentioned, the financial industry has its own interpretation 
and its own business related preferences about the meaning of "inclusion" and how 
to get it, which sometimes frustrates regulatory efforts for inclusion. For example, 
the Universal Free Accounts for unbanked people. In Argentina, to open one of this 
accounts you only have to be over 18, have no other bank account and show your 
ID card. At the moment of truth, those who come to the banks find all kind of 
obstacles and requests for documentation that are not really required.  

 
Probably both the public and private sectors should be flexible in their approaches in 
order to move towards an effective and equitable financial inclusion. In Argentina 
the Central Bank has already proved its flexibility (as we said, in exchange for more 
free bank accounts, the banks will have full freedom to set charges). We could say 
that now it is the chance for banks to be more flexible, by looking less the short term 
and focusing on the benefits of inclusion for long-term sustainability. 
 
In the configuration of this institutional framework we must pay particular attention 
to the importance of seeking the alliance and technical support from international 
organizations specializing in this field. For example, our hosts today, 
the International Forum for Investor Education, which works with and provides 
technical support to countries around the world, including several in the region 
through its Americas Chapter. Their global vision can be really useful, as it 
facilitates access to the experiences of other jurisdictions, allowing us to avoid some 
mistakes and speed up processes. We should recall, for example, that the IFIE has 
collaborated with Turkey, a country that has also faced the economic and cultural 
exhaustion of an inflationary context.  
 

 

Base institucional / Institutional Foundations

The scenario is changing. What’s next?El escenario está cambiando. ¿Y ahora qué? 3

Aproximar las posiciones de los 
sectores público y privado sobre el 

significado de la inclusión financiera y 
el papel de la EF/EI para lograrla

To bring closer the public and private
perspectives on the meaning of 

financial inclusion and the role of 
FE/IE to reach that goal
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• Educating and raising awareness. At this point we would like to suggest a new 
approach. We already know that we have to segment our target audience in 
order to carry out our FE/IE activities. But we need to add another target 
group: intermediaries themselves. 
 
– The intermediaries as target group for FE/IE. In a national strategy we 

should include intermediaries not only as strategic partners and allies, but 
also as recipients of FE/IE, for two reasons: 
 
 As individuals, they have the same needs and shortcomings as the rest of 

our audience. Having economic education or being a bank employee does 
not guarantee to have good habits when it comes to personal finance (we 
have conducted some workshops where people with managerial 
responsibilities did not have a clear idea of his actual level of 
indebtedness). 
 

 Because they have the "expert bias", or more  technically one of the 
manifestations of the Hindsight bias: they do not remember what it 
meant not understanding, not knowing the financial jargon. This greatly 
affect the communication with customers, and our efforts to bring 
people closer to the financial system are frustrated "at the moment of 
truth". Financial institutions must learn to communicate with people who 
do not know their jargon (neither have to), instead of just seeing them as 
"prospect clients" that must sign a contract no matter how. 
 

– And what about the people? What FE/IE approach can work in a context 
of uncertainty, in which the consumer spending patterns socially accepted in 
recent years seem to be no longer sustainable? 

 
Probably one of the reasons why promoting a national strategy produces 
some reluctance is the magnitude of the challenge and the likely absence of 
tangible outcomes in the short term: how can we change the perceptions and 
economic behavior of a full generation? 
 

 

The scenario is changing. What’s next?El escenario está cambiando. ¿Y ahora qué? 3

Incluir a los intermediarios como uno 
de los segmentos objetivo de la EF/IE: 

evitar el “sesgo del experto” en la 
comunicación con el público

To address to intermediaries as 
target audience of FE/IE in order to

avoid the “expert bias” when
talking with people

Educación y sensibilización / Educating and raising awareness

??????
!!!!!!!!!
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Si no mejoramos la forma en que los 
intermediarios se relacionan y comunican 

con el público, las personas seguirán 
percibiendo el sistema financiero como un 

entorno hostil.

Educación y sensibilización / Educating and raising awareness

If we are not able to improve the way
financial intermediaries communicate

to the public, people will keep on
seeing financial system as a 

hostile zone. 
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Should we really aim to "educate" intellectually the adult population in order 
to challenge deeply rooted beliefs, cultural habits and ingrained behaviors?  
Hence the widespread preference for performing actions addressed to 
children and young people in schools, which will likely not have much impact 
but have the "advantage" of raising no expectations of immediate outcomes.  
 
However, the good news is that it may not be necessary. The problem lies 
in our unrealistic expectations about the goals FE/IE are supposed to 
meet. Expecting it to change people's behaviors (neither in the short nor in 
the long run) does not take into account what we know about the emotional 
side of decisions. We are not speaking of some new finding: Advertising has 
been applying it for a long time now (even in the financial industry). 
 
This does not mean we should not perform FE/IE initiatives. Of course we 
have to, and we have much scope for improvement. We should try more 
modern approaches and actions by taking into account what we already 
know about decision making process. There is a lot of discussion upon 
behavioral economics in international conferences and we have a 
considerable amount of research available, but when it comes to developing 
specific FE/IE activities, we continue doing the same things over and over, in 
spite of the persistent lack of results. 
 
  

• Communication and dissemination. Why people do not seem 
interested in something as necessary as FE/IE, despite the many efforts and 
activities deployed?  
 
– Part of the problem is that we devote a lot of efforts to "do" things, but we often 

forget to communicate them. We need to turn FE/IE into a trending 
topic, but not only in institutional environments. Those of us involved in this 
field (we even monitor the web with Google alerts!) live under the false 
impression that there is much going on, and imagine a lively public debate about 
the importance of financial literacy. We should take the harsh reality: most of 
our audience does not share our interest.  

 

The scenario is changing. What’s next?El escenario está cambiando. ¿Y ahora qué? 3

¿Qué EF/EI necesitan los ciudadanos en 
un contexto de incertidumbre y 

dificultades económicas?

What about people? Which are their
FE/IE needs in a context of uncertainty

and increasing financial struggle?

Una EF/EI que tenga en cuenta lo que 
sabemos sobre el proceso humano de toma 
de decisiones: menos recomendaciones 
“racionales” y más behavioral economics.

La EF/EI no puede conseguirlo todo: 
tenemos que trabajar también sobre el 
entorno.

Educación y sensibilización / Educating and raising awareness

A FE/IE that takes into account what we
know about human decision-making process: 
less “rational recommendations” and more 
behavioral economics.

FE/IE cannot reach all our goals: we have to
work on improving financial environment.
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Possible solutions? On one hand, we should involve different actors, including 
social referents unrelated to the financial system, to help us convey the practical 
applications of this topic for everyday life. On the other hand, we must seize the 
cognitive "Repetition Bias": we are willing to believe what we are told most 
often. We should try to increase people's exposure to our activities and 
messages. 
 

– We previously mentioned the “Expert Bias” among intermediaries. However, 
other institutions also suffer the "Expert Bias” in their relation with the 
public. As an example, let us consider our insistence on talking about the 
importance of "financial education".  
 
I am sure that each one of the people attending this webinar has a different 
notion of what "financial education" means and of how to provide it (Is it 
personal finance? Macro- and microeconomics notions? Training in 
entrepreneurial skills? Investor education?). 
 
The same happens to our audience. They do not always know what we mean by 
"financial education" (Mathematics? Complex financial notions?). To make it 
worse, people usually do not like the idea of a bank or Securities Commission 
telling them how to live their lives and how to spend their money. 
 
The proposal is to use the "mirror” marketing technique, i.e. to use appealing 
sentences that reflect what people are really interested in, as "how 
to make ends meet", or "how to improve your personal finance". If we want our 
messages to catch people's attention, we should probably reserve the term 
"financial education" for professional environments. Those of us who work on 
this field are the ones entering "financial education" in Google. The rest of the 
world enters other terms when searching about money. 
 

– The form of the message is not the only problem. We have to care about 
the credibility of the source. Supervisory bodies are often largely unknown to 
most of the population, and they do not always have a good image among those 
who know them. With regard to the financial industry, it raises some suspicions 
of hidden agendas ("What are they trying to sell? ").  

 

 

The scenario is changing. What’s next?El escenario está cambiando. ¿Y ahora qué? 3

Para recuperar la confianza, es esencial 
ser conscientes de que nuestros 

mensajes institucionales más habituales 
pueden ser percibidos de forma negativa. 

Comunicación y divulgación / Communication and dissemination

To regain people’s trust, we must
be aware of how they feel about

some of our most frequent
institutional messages. 
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As mentioned before, it is a good idea to use social referents, people with whom 
the audience can identify and empathize with. But we also have to be very 
careful with the "institutional messages" we convey (with the best possible 
intentions), but that has a large potential to backfire.   
 
For example, we often read and hear that "the economic and financial 
environment is increasingly complex, and the effects of the crisis would not had 
been so serious if people had more financial literacy." It is partially true. But 
only partially. We cannot transfer the responsibility for the difficulties faced by 
the households to the lack of financial literacy. At least, not without further 
consideration.  
 
It is true that people have bad personal finance habits. But it is also true that 
the economic and financial system encourages those bad habits, by fostering 
and facilitating consumption and indebtedness. 
 
It is true that people are not familiar with the financial system. But it is also true 
that there is a large part of the financial system that remains beyond people's 
reach, anchored in unclear information, incomprehensible contracts and 
business-related priorities.   
 
In short, in an environment so clearly defined by the information asymmetry, 
there is no doubt of which player is the most vulnerable one. We cannot merrily 
place such responsibility on people, because it is not fair and will increase the 
distrust and reluctance they already feel.  
  

– One last suggestion regarding institutional communication, especially addressed 
to entities and agencies that aspire to be part of a potential private-public 
network in favor of financial education and inclusion. 
 
We now have on the table the new Sustainable Development Goals. Argentina’s 
Global Compact Network is one of the most active networks in the world. It is 
pertinent to recall that poverty reduction is the first objective, and that financial 
inclusion is considered an important tool to tackle the challenge. 
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4. LESSONS LEARNED 
 
What lessons can we recall from this analysis and the situation of the FE/IE in 
Argentina? Let's divide them into two categories: 

a) Those related to the institutional framework, essential to develop an adaptable 
and comprehensive strategy. 
 

b) Those related to the approach and concrete actions that can be performed. 
 

 

 

Aprendizajes para el futuro
Lessons learned

Sobre la estructura institucional 
necesaria para una estrategia 
adaptable y de amplio alcance

4

Sobre el enfoque y las 
acciones concretas que 
podemos llevar a cabo

About the institutional structure
required to deploy an adaptable 

and outreach strategy

About the approach and the
specific actions we should

carry out

A B
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INSTITUTIONAL FOUNDATIONS 
 

APPROACH AND ACTIONS 

 
The institutional structure must involve a variety of 
domestic actors (members of the financial sector, public and 
private, agencies with responsibilities for social development and 
consumer protection issues, etc.) and international 
organizations (such as IFIE). 
 
 

 
We need to bring together the different perspectives on the 
"inclusion" that keep the public and private sectors apart. 
In general, the public sector commitment means to get the largest 
possible number of people involved in the financial system. The 
private sector expects customers with enough activity to offset 
operating costs. 
 
How to reconcile both actors’ expectations? 

1. Considering the intermediaries as strategic allies, but also as "target 
public" of EF / EI strategies: employees of banks and agents 
serving people directly, are the first contact with the financial 
system. It is essential for this first interaction, to be friendly and 
to establish a good communication, avoiding the "expert bias." 
 

2. Switching attention from short – term profits to a sustainability 
long - term business vision, managing conflicts of interests so that 
customer needs are prioritized address the immediate 
business objectives. 
 

3. Coordinating efforts and avoiding the "inclusion by decree" 
(regulatory measures, such as free accounts that institutions are 
reluctant to apply, creating confusion and distrust of citizens). 
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INSTITUTIONAL FOUNDATIONS 
 

APPROACH AND ACTIONS 

 
The institutional structure should provide CONTINUITY 
 
Among other things, this requires public commitment, budget 
allocation and a clear division of tasks and responsibilities among 
all stakeholders. This increases the chances for the strategy to 
continue even in the face of changes in the political and economic 
context. 

 
To be aware of PRIORITIES and PREVIOUS STEPS for 
financial inclusion 
 
To start inclusion efforts by promoting capital markets is like 
"putting the cart before the horse". For people to grow confidence 
in capital markets, there are two previous steps to give: 
 
1. People need to be familiar with banking products and services 

and to use them regularly. 
 
2. People need to have a healthy personal economy (without over-

indebtedness) that allows them to generate a surplus available 
for savings and investment. 

 
 

 
It should ensure a balanced attention to the needs of all 
population groups. 
 

An effective coordination requires to go beyond fads or specific 
trends, avoiding bias in the allocation of resources to specific 
groups that are perceived as more accessible or more regarding in 
terms of reputation (while the adult population and more 
vulnerable groups receive less attention). 
 
 
 
 
 
 

 
To MAINTAIN REASONABLE EXPECTATIONS about what we 
can (and cannot) achieve through EF / EI. 
 
FE/IE have two key roles: to raise awareness and awake people's 
interest. However, the goal of turning this interest into behavior 
changes and better financial decisions goes beyond what FE can 
provide: it requires to be complemented with regulations and actions 
meant to create a truly inclusive financial environment. 
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INSTITUTIONAL FOUNDATIONS 
 

APPROACH AND ACTIONS 
 

It should grant a PERMANENT ATTENTION towards the 
CHANGING NEEDS of different groups, promoting timely 
updates of FE/IE messages and tools. 

 

To ADAPT MESSAGES to real people’s needs and concerns at 
all times. 
 
We often continue to use standardized and general messages that 
do not always fit the context. This not only reduces our credibility, 
but also reinforces the idea of Economics as something unrelated 
to the daily life. 
 

For example, keep talking about the virtues of thrift in an 
inflationary environment like Argentina, as logic and orthodox it 
might be, is doomed to failure. 

 
 

The institutional structure should promote a SOCIAL STATE 
OF MIND about the importance of financial inclusion and 
the role of the FE/IE to achieve it. 

 

It is important to make FE/IE a salient topic, to talk as 
much as possible about it. We must gain the support of social 
referents that may help us convey the core messages, while 
working on enhance the credibility of the financial system and 
restoring public confidence. 
 

 

To develop more effective communication and 
dissemination activities to enhance the CREDIBILITY and 
help restore PUBLIC TRUST in the financial system. How to 
achieve it? 

1. Real transparency vs. appearance of transparency: brief, 
clear, relevant and timely information, as opposed to the 
"overdose of information". 

2. Being aware of potentially negative institutional 
messages. For example, attributing economic households’ 
difficulties to the lack of financial literacy, ignoring the greater 
influence of other factors. 

3. Adapting the tone and messages to the people's real 
interests and concerns, not what we think they should be 
interested in. For example: 
– People do not want " to receive financial education", but “to 

make their money work" 
– We are willing to "use our resources to live the life we 

really want" but not to "make informed decisions."   


