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Executive Summary

HarborOne Credit Union (formerly Brockton Credit Union), headquartered in Brockton MA, is a state-
chartered, community-based credit union serving the financial needs of members living or working in four
counties south of Boston. It was founded in 1917. As of May, 2009 it had approximately 130,000
members, $1.7 billion in assets, twelve branches (serving the city and a number of towns) and
approximately 350 employees.

Brockton is a typical northeastern industrial city which has lost most of its industrial base. In the past two
decades it has seen the arrival of a number of new immigrant populations. The largest are Cape
Verdeans, former residents of a chain of islands off the west coast of Africa. Their language is a dialect of
Portuguese. The second largest immigrant group is Haitians and the third is Hispanic, coming from various
locals in the Caribbean, Central and South America. The most recent US census shows immigrants
comprising 20% of the city’s population. It is widely believed that this is an underestimate.

HarborOne has traditionally been a significant mortgage lender and a leader in the region. In recent years,
it withessed its market share diminish as subprime lenders saturated the market. When the bubble burst,
Brockton experienced some of the highest foreclosure rates in the state. Those most affected were low
and moderate-income residents especially minorities and immigrants who relied heavily upon such
practices.

HarborOne has been perceived as a regional leader in promoting financial literacy for over a decade, in
2002 winning the National Dora Maxwell Social Responsibility for its efforts. Its Senior Management Team
knew that the most effective way to fight the practices of subprime and other financial predators was to
build trust through education. Accordingly, it took the visionary step of converting its vacant former
headquarters into a MultiCultural Banking Center. The mission of the Center was to provide education and
other resources to enable residents to enter the mainstream banking system and achieve financial
independence.

The facility was converted into two state-of-the-art classrooms and a computer lab. Office space was
made available free-of-charge to local non-profit agencies offering complementary services. The objective
was to create a financial services mall where residents could avail themselves of whatever resources they
needed.

In September 2007, the Center officially opened and began offering eight week courses in Financial
Literacy. Subsequently, they have been offered in three languages other than English, i.e., Portuguese,
French and Spanish. Graduates receive a Second Chance Checking Account and a Line of Credit
regardless of the condition of their credit. The Line of Credit will be increased if managed well for a full
year. First-time Homeownership workshops have also been offered in four different languages.
Foreclosure clinics have been held as have Credit Counseling workshops. English for Speakers of Other
Languages (ESOL) programs have been held several times to address the long waiting lists. These
programs have become “feeders” for the Financial Literacy courses. More recently, courses have been
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offered in Citizenship Test preparation and Computer Literacy. In 2009 the Center became an established
VITA (Volunteer Income Tax Assistance) site and completed almost 350 free tax returns for low and
moderate-income residents. It also began offering Individual Development Accounts.

Programs were promoted through the credit union’s established outreach programs, through sponsorship
of ethnic events, through advertising on ethnic media, through public relations and, through outreach to
community associations and faith-based organizations, through word-of-mouth. The critical objective was
to reinforce and expand trust in HarborOne among immigrants who had been told by many members of
their own communities not to trust traditional financial organizations.

It is not necessary for a resident to be a member of HarborOne to avail themselves of the Center’s
services. Typically, a Brockton immigrant’s first contact with the Center would be to attend an English
class. Then they would attend a financial literacy course. Then they would become a member and start
using the credit union’s range of financial services. HarborOne Credit Union has created a perfect
environment with an educational facility, a full service branch and several community organizations located
in the one building in the center of the community.
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The Challenge and the Vision

A reporter for the Wall Street Journal interviewing HarborOne CEO, James W. Blake, for a story on the
MultiCultural Banking Center called it “a beacon of light in these very dark times.” In many ways, the
consequences of the subprime foreclosure debacle (and related predatory practices) are bleak, and the
need to find resources to overcome them are great. The leadership of HarborOne Credit Union believes
that the MultiCultural Banking Center reestablishes the roots of why Credit Unions were founded in
America almost a century ago by crusading progressive leaders, to provide education and economical
financial services to those of modest means.

HarborOne Credit Union has for over a decade had a strong community outreach effort, forging relations
with low and moderate-income residents, minorities and immigrants. This is in part driven by the obligation
to comply with the Community Reinvestment Act as administered by the state Division of Banks, but
management feels that it would have done so regardless. Brockton, where the credit union was formed
and its core market, is a northeastern city that has struggled because of economic and social changes. As
a consequence the ethnicity of the residents has changed and significant portions of the population are
minorities and immigrants.

As part of its outreach efforts it was inevitable that HarborOne would form strong bonds and linkages with
local non-profit agencies.

HarborOne is a leading mortgage lender with many real estate loans in the city. It only made sense to
protect its investment in those assets by reaching out to the population very likely to own them.

HarborOne has also been a leader in providing creative financial literacy programs to local residents, many
of them offered to the same ethnic groups.

The subprime mortgage crisis inspired the creation of the MultiCultural Banking Center. With the
introduction of subprime lending, HarborOne witnessed a loss of its formerly dominant market share to
mortgage brokers who were often members of the same ethnic communities.

In many instances, the victims of subprime mortgages (as well as abusive Payday Lending, Check
Cashing, Income Tax Refund Loans, Remittances and other predatory financial practices) are low and
moderate-income residents, minorities and immigrants preyed upon, often by members of their own
communities because they are inexperienced and uneducated in personal finance with little or no access to
community support programs. The HarborOne Board and management saw that providing education and
building trust was the best long-term method to address this.

HarborOne’s MultiCultural Banking Center strategy has many goals that are genuinely WIN/WIN/WIN — a

win for the low and moderate-income residents, minorities and immigrants, a win for the community and a
win for the credit union.
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By establishing the Center, HarborOne Credit Union set these goals:

To address the consequences of the foreclosure crisis.

To provide Financial Education to those being preyed upon

To develop the trust of low and moderate-income individuals, minorities and immigrants
To provide viable REAL Solutions alternatives to predatory financial practices

To bring the unbanked and underbanked into the mainstream of financial services
To help re-establish damaged credit

To expand homeownership

To provide transaction services through the adjoining HarborOne branch

To increase the number of English speaking immigrants

To aid immigrants to become American citizens

To improve computer literacy among the underserved

To improve the quality of life in the region

To recapture lost mortgage market share

To make effective use of vacant office space

To generate deposits and loans

To generate goodwill through positive PR
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Market Analysis

While the MultiCultural Center is open to anyone regardless of membership in HarborOne Credit Union and
regardless of residence, the majority of those availing themselves of its services come from the city of
Brockton. Accordingly, the Market Analysis will focus on that.

Brockton, Massachusetts is a city with a population estimated at 95,000 in 2003 by the US Census Bureau.
At the onset it must be noted that the census data are questionable for important reasons. First of all it is
well known that not all immigrants respond to the census. Many do not have a sufficient command to
English to respond. Secondly, the two largest immigrant populations in the city do not fit easily into the US
Census classifications. Cape Verdeans from islands off the west coast of Africa are a people of combined
Portuguese and African ancestry whose language is a dialect of Portuguese Creole. From its own
experience in collecting Home Mortgage Disclosure Act data on mortgage applications, HarborOne has
found Cape Verdeans to answer the race/ethnicity questions sometimes with “black-African American”,
sometimes with “White” and sometimes with “Other”. The second largest immigrant population is Haitians
who speak a dialect of French Creole. Because they trace their roots to France, they cannot be considered
Hispanic.

The census data show the following:

7.3% of the city’s population is under age 5
27.8% is under age 18

11.7% is age 65 and over

17.8% is Black or African American

2.2% is Asian

10.3% is Other race

7.8% is two or more races

8.0% is Hispanic or Latino

18.4% is Foreign born

28.4% speak languages other than English

Qualitative data speaks much more effectively. For example, qualitative evidence indicates that the
immigrant population is much larger than the census data show. For example, for a number of years it has
been stated that the “minority” population of the city’s only high school is literally a “majority”.

Home Ownership

Home ownership is a major issue in the city of Brockton. While the rest of the country has a home
ownership level of 76.2%, Brockton is at 54.6%. Those with homes face higher than average monthly
owner costs. For homes with a mortgage, average monthly owner costs were $1,146 (national average
was $1,088). For homes without a mortgage in Brockton, average costs per month were $386 (national
average was $295).

In 2007 before the Center was opened, the city of Brockton had the highest foreclosure ranking in the state
of Massachusetts, and Neighborhood Housing Services reported that the mitigation success rate was 3%.
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Education

Education also poses a major challenge in Brockton. At the time of the last survey, 75.9% of people in the
community had a high school degree compared to the national average of 80.4%, while 14% of people in
Brockton also had a Bachelor’s degree or higher, compared to the national average of 24.4%.

Learning to speak English is a major challenge for newly arrived immigrants in the Brockton area. There is
a waiting list in the area for English for Speakers of other languages (ESOL) of almost 2000 people. Some
of these people are well-educated but simply unable to communicate in English. For all of them this is a
barrier to social advancement and employment.

Income

Income levels are also lower than the national average. At the time of the last survey, the median
household income in the community was $39,507. The median household income in the U.S. was $41,994.
The median family income in the community was $46,235. Median family income in the U.S. was $50,046.
The per capita income in Brockton was $17,163. Per capita income in the U.S. was $21,587. According to
the most recent survey, families living below the poverty line in Brockton stood at 12.1% of the population,
compared to the national average which stands at 9.2%. Individuals living below the poverty line in the
community stood at 14.5%. The national average was 12.4%.

HarborOne Credit Union

For many years HarborOne has been the leading financial institution in the city, growing from $400,000 in
assets in 1994 to $1.7 billion in 2009. This came about because of changes in the banking marketplace
over the past two decades. Many national, regional and local banks were acquired, some several times.
As HarborOne has a community charter and markets its services aggressively, estranged customers of
those institutions brought their accounts to the credit union.

Additionally, for the past two decades, state-chartered credit unions in Massachusetts were required to
comply with the Community Reinvestment Act (CRA) as administered by the state Division of Banks. It is
well-known that this is unique in the nation. CRA measures banking performance in serving the needs of
credit worthy low and moderate-income individuals and providing accessible services for that population.
Lenders are given a public score ranging from “Substantial Noncompliance” to “Outstanding”. Accordingly,
in order to accomplish that effectively and attain the Outstanding rating, institutions must have highly
effective outreach efforts into those communities. Less than 10% of those examined receive a grade of
Outstanding.
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As a large community-based credit union HarborOne was frequently the target of bank criticism over the
taxation issue. Management realized that HarborOne would face even greater criticism if it failed to attain
an Outstanding rating. It made it a strategic objective, and for the past five examinations (1995, 1997,
2000, 2003 and 2008), it has received Outstanding. Very few institutions in the country can claim such an
achievement.

Obviously, with that record HarborOne had made extensive and significant outreach efforts into the
immigrant communities of the city. For a decade first-generation immigrants have been officers of the
credit union specifically charged with building relationships with the immigrants, and they have
accomplished it relatively effectively.

As mentioned earlier, dynamics of the marketplace created some changes in the past five years. More first
generation immigrants were arriving in greater numbers. New and sometimes predatory financial practices
emerged including subprime mortgages, payday lending, check cashing, income tax refund loans and
others. Many of these were perpetrated by members of the immigrant population among their own
community. It was these events that specifically led the management of HarborOne to establish the
MultiCultural Banking Center.
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From Concept to Reality

The concept of a Multicultural Banking Center was initially developed in early 2007. A Vice President and
former branch manager made the suggestion that the credit union convert its vacant former headquarters
in downtown Brockton into a Multicultural Banking Center to help educate ethnic groups, to provide them
with community resources, and protect them against financial predators. The senior management team
was inspired by the concept and took immediate action.

James Blake, President and CEO, Leo Donahue, SVP of Retail, Carrie O’Halloran, VP of Retall, Leo
MacNeil, then SVP of Marketing, Aguinaldo Fonseca, Minority Business Development Officer (the new VP
of the Center) were the key motivators in bringing the project from the conceptual stage to reality.

Many large credit unions find the development of significant new initiatives similar to this to be very time-
consuming. However, HarborOne credit union showed that bringing this project from a concept to
implementation can be achieved very quickly. The idea was suggested in early 2007. In June of that year,
the credit union held a press conference to announce the project and the center opened its doors in
September 2007 — six months from concept to reality!

The Center is a “work in process”, constantly evolving as new opportunities present themselves. Since the
Center opened, the following aspects have been added to the Center’s operations:

Citizenship Test Preparation course

Citizenship Test Loan (“New Americans loan”)

English for Employment (through grant to Community Partner, “Workforce Investment Board”)
Computers in one classroom to permit teaching of Computer Basics and VITA

Small Business workshops (through affiliation with Community Partner — U. of Mass Boston)
Volunteer Income Tax Assistance, VITA (through affiliation with Community Partner, Self Help, Inc.)
Individual Development Accounts, IDAs (through affiliation with Self Help, Inc.)

Rental Assistance to Families in Transition (RAFT grants) through Community Partner, South Shore
Housing

Pending grant for “Determining the efficacy of Savings Clubs” (Partnership with Brandeis University)
Use of former boardroom for community meetings.

Enhanced technology to meet the increasing demands.

Reached out to local college both for volunteers and as students.

Most recently Center staff was approached by non-profit agencies asking that programs be run at their
sites, and the manager of several large low to moderate-income housing complexes in the city asked
HarborOne’s MultiCultural staff to teach personal finance at their location.

Staffing
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Building trust among residents who have been told not to trust traditional financial institutions including
credit unions is most important. Language barriers, but most importantly cultural barriers, must be
overcome. HarborOne learned very early in its CRA outreach efforts that it needed to recruit and hire
members of the minority communities as liaison to accomplish this.

The Center is located in downtown Brockton in a low-income census tract. It has an adjoining branch
whose customer base is minority. The branch is managed by minorities and three quarters of the staff is
minority. Several of them are bi or multi-lingual. Other than that it has all the features of a traditional
branch.

Four individuals staff the MultiCultural Center. The Vice President-manager is of Cape Verdean descent, a
first-generation multi-lingual immigrant who served the credit union for seven years as liaison to the ethnic
populations. Another loan officer is a multi-lingual first generation Haitian. The Center’'s Coordinator
(triage) is first generation Portuguese and also multi-lingual. The last is a white American woman whose
grandparents were Irish immigrants. All of them possess a drive and passion to serve the needs of these
minority communities. Three of them are female and that contributes to the effectiveness of the Center’'s
programs as the majority of attendees are also female.

Partners

In addition to education, HarborOne wanted to provide other resources at the Center. It had vacant office
space available, and if offered that space free-of-change to non-profit agencies offering complementary
services.

Again, the credit union had forged strong bonds with many non-profits and knew their management on a
first-name basis. No due diligence was necessary. When it was announced that many offering
complementary services would be offered expense-free space at the Center or be allowed to use the
Center’s facilities, a number quickly jumped at the opportunity. In the year since it opened, more have
followed suit.

HarborOne has been a major mortgage lender in the region for decades. As a part of this effort it has
relationships with non-profits active in the Affordable Housing arena. Neighborhood Housing Services of
the South Shore, a NeighborWorks affiliate, had long desired to establish a presence in Brockton but had
not been successful. The offer of free space at the Center gave it the impetus to press on. Subsequently,
it received several significant grants from NeighborWorks, had expanded its staff at the Center, hosted
numerous First-time Home Buyer programs (with the assistance of Center staff many offered in different
languages), conducted Foreclosure Clinics and one-on-one consultations with clients. In the 18 months
since it established a presence, it has raised the Foreclosure workout success from 3% to 75 %.

Another occupant is South Shore Housing Development Corporation. It too is a major sponsor of
Affordable Housing, but to avoid completing with Neighborhood Housing Services, it currently limits its
activity at the Center to providing Rental Assistance to Families in Transition (RAFT) grants.

Self-Help, Inc., the local Head Start Agency, is another occupant. It offers many services to low and
moderate income residents including fuel assistance, home repairs, “Get the Lead Out” programs. More
recently it became an approved Voluntary Income Tax Assistance (VITA) Center and efforts were
established to provide this service through HarborOne employees at the MultiCultural Center. In 2009, the
Center held a very successful program that was praised by a city of Brockton staff member, saying that it
was the most impressive he had witnessed. An officer of HarborOne and staff member of the Center
serves on the Board of Self-Help.

For a brief period, South Shore Haitians United for Progress, the Haitian association occupied space while
it transitioned from one office space to another.
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There are a number of other non-profit partners affiliated with the Center that do not occupy space. The
Brockton Area Workforce Investment Board and Training Resources of America have jointly conducted
English for Employment at the Center funded through grants. Money Management International
(Consumer Credit Counseling) has also run workshops. Catholic Charities allowed HarborOne staff it
attend its English for Speakers of Other Languages to learn how to conduct its own programs. The local
United Way offers scholarships for those students unable to afford some of the few modest fees for
courses. Mass Housing promotes its Affordable Housing programs through signage at the Center.
Careerworks, the local site for unemployed residents works with Center staff on complementing each
other’s efforts. The YMCA has offered to provide social service support.

Three local healthcare organizations, two large hospitals and a Neighborhood Health Center have also
collaborated with the MultiCultural Center to provide other services including access to Health Insurance
and resources for those affected by the current recession.

The collaboration has made these agencies more aware of what services the others offer. Accordingly,
they are able to refer clients to others easily.

The Center hosts a quarterly meeting of Community Partners for Adult Education (CPAE), which is
comprised of some twenty non-profits providing education in various forms to local adults. In appreciation
for this, many of those agencies have publicly praised the Center and regularly refer residents to its
programs.

By bringing these various non-profits together the MultiCultural Center has been able to expand
communication among them and to establish synergies previously unrealized. This has become
particularly important during these difficult economic times when funding has been often severely curtailed.

Education

The primary reason why the Center was established was Financial Literacy. HarborOne has been
recognized as a leader in providing Financial Literacy for over a decade. It has offered a number of
cutting-edge programs, one winning the national Dora Maxwell Social Responsibility Award.

Personal Finance

The credit union has used the FDIC’s “Money Smart” curriculum elsewhere in some of its Financial Literacy
offerings. Money Smart is a well-developed, self-contained set of ten modules covering a range of
education from an Introduction to Banking, through Budgeting, Checking, and Credit up to Home
Ownership. It is available free-of charge in print and CD. It is also available in a few foreign languages
and, more recently, in a Young Adult version. While the modules can be taught independently or in any
combination depending upon the needs of the student audience, the full curriculum is taught at the
MultiCultural Center over twelve two-hour sessions. Graduates receive a review of their credit report and
are provide a Second Chance Checking Account and a Five Hundred Dollar Line-of-Credit at HarborOne
regardless of the past condition of their checking account or credit. After a year of effective management,
that Line of Credit can be increased to $1,000. Thus far most graduates have managed their finances very
well.

Money Smart has been taught in English, Portuguese, French and Spanish.

First-Time Homeownership

The First-Time Homeownership workshops are conducted through Neighborhood Housing Services and
graduates are eligible for down-payment and closing cost assistance as well as mortgages through Mass
Housing, the state’s Affordable Housing Bank. It is held in two sessions, one 2 hour evening element and
a second full-day class. These too have been presented in languages other than English.
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Foreclosure Clinics

Foreclosure Clinics are run as one-evening, two hour programs. These are conducted in the Center by
Neighborhood Housing Services.

Credit Counseling Workshops

Credit Counseling Workshops are also one-evening, two hour sessions and offered in different languages.
English for Speakers of other Languages (ESOL)

The curriculum for English for Speakers of Other Languages has varied. One, for beginners, ran for nine
months, twice a week for two hours each day. Another, for Employment, ran for twelve weeks twice a
week for two hours. A more recent one, also for beginners, is running for twelve weeks, twice a week for
three hours.

Computer Basics

Immigrants ask for Computer Basics among other reasons to e-mail family in their native lands, to
understand WORD in order to prepare resumes and other documents and to learn Home Banking.

Citizenship Test Preparation

When HarborOne learned that the fee for taking the U.S. Citizenship Test had increased to $675, it
immediately started offering a “New Americans” loan with very liberal underwriting and established a
course to prepare for the test.

These three programs, ESOL, Computer Basics and Citizenship Test Preparation are highly effective in
establishing trust among the immigrant students. Graduates are always recommended to enroll in the
Financial Literacy course.

Business Basics

When the Small Business Center at the University of Massachusetts learned of HarborOne’s operation, it
asked to offer free classes at the Center. The first one, on establishing a new business was held in the
spring of 2009.

Attendance Costs

Attendance at Money Smart Personal Finance Courses and Foreclosure Clinics is free of charge.

The following charges apply to cover materials:

English for Speakers of Other Languages, $75.00*

Citizenship Test preparation, $50.00*

Credit Coaching, $10.00

1st Time Homebuyers Workshop, $15.00 payable to Neighborhood Housing Services

*HarborOne will accept payment in installments if necessary and the local United Way has offered
scholarships for those who cannot afford to pay.

Instructors

HarborOne Credit Union MultiCultural Banking Center - Business Strategy



Because instructors for the Financial Literacy courses often must be fluent in foreign languages and need
to possess good presentation skills this has sometimes been a challenge. Other than staff in the credit
union’s Training Department, employees are not professional educators. The burden has fallen on a
limited number of employees. HarborOne has offered and made available programs to help employees
overcome the fear of presentations.

MultiCultural staff conducts Financial Literacy courses, especially when the program is presented in
languages other than English. Bi and multi-lingual staff from elsewhere in the credit union are also used.
Efforts have been made to recruit more bi and multi-lingual employees and to encourage existing ones to
take the Money Smart “Train the Trainer” class.

For some of ESOL courses, HarborOne hired a professional teacher ($28/hour). For others, partner non-
profits provided the instructors through grant funds. Interestingly, ESOL is “English Immersion” and
teachers do not have to be fluent in languages other than English.

For the US Citizenship Test preparation a professional teacher was hired and comparable costs.

For First-Time Home Ownership courses and Foreclosure clinics, Neighborhood Housing provides the
instructors assisted by MultiCultural staff.

Banking Center

The HarborOne branch at the Center offers the same services at the same prices as can be obtained
elsewhere at other credit union branches. However, because it is located beside the Center, it serves the
majority of new members who join as a result of attending the Center.

REAL Solutions

In conjunction with the Center, but also at all branch locations, HarborOne began offering a number of
REAL Solutions services. REAL Solutions is the signature program of the National Credit Union
Foundation and helps credit unions like HarborOne develop products, services and programs aimed at low
wealth communities. Working with the Massachusetts Credit Union League and the National Credit Union
Foundation, HarborOne has developed a number of products under the umbrella of the Foundation’s REAL
Solutions brand.

At HarborOne the REAL Solutions products and programs include:

A Second Chance checking account for Money Smart graduates
A $500 line of credit for Money Smart graduates

A Citizenship Test Loan

Volunteer Income Tax Assistance (VITA)

Liberally underwritten Micro loans

Individual Development Accounts

While it is not specifically associated with the Center, HarborOne was a pioneer in implementing the Credit

for Life Youth Financial Literacy Fair and encouraging others to do so. It is now offered at over 30 venues
primarily in New England but spreading rapidly across the country.
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The MultiCultural Banking Center is a business model. While HarborOne is considering 501 (c) 3 status,
the Center is not currently a charitable non-profit. Accordingly, all the capital and operating expenses must
be overcome by revenue generated by new deposits and loans.

Substantial set up and ongoing costs are required to make the Center a success. However, it needs to be
recognized that this is a substantial project, which is a huge benefit to the local community while generating
substantial growth and income for the credit union.

The major set up and ongoing costs involved fall into the following categories:

Capital costs to convert office space into classrooms and a computer lab
Overhead costs for heat, utilities

Costs for instructors for specialized classes (ESOL, Citizenship)
Security for evening courses

Marketing and PR

Staffing (initially three, currently four full-time)

Since the Center was established,

Over $20 million in first mortgage loans have been identified as being generated specifically by the

Center’s activities

Almost $2 million in deposits (most of them Core Deposits) have been opened.
These can be tracked as they are opened at the Center or at the adjoining HarborOne branch.
Management is certain that loans and deposits are being generated at other HarborOne branches because
of the excellent and widespread public relations coverage the Center has received since it was opened. In
2008, a market research study clearly revealed that residents open accounts at HarborOne because of its
excellent record of community support.
The local and national interest generated by the MultiCultural Banking Center has generated a great
amount of media attention and publicity. It is estimated that the value of this exposure has exceeded
$100,000 since the concept was announced.

HarborOne has received two grants to assist in the functioning of the Center:

$100,000 grant from the National Credit Union Foundation.
$1,000 grant from Liberty Mutual Insurance.

HarborOne Credit Union MultiCultural Banking Center - Business Strategy



The Bottom Line
Through their MultiCultural Banking Center Harborone is able to further several of their key objectives.

They live the credit union philosophy of people helping people and serving those of modest means
— a philosophy that HarborOne is totally committed to.

The work of the MultiCultural Center assists the Credit Union to enhance its reputation in the
community and to continue to receive Outstanding CRA assessments.

The credit union is growing and serving more members

And HarborOne has demonstrated that not only can they achieve these key objectives but it is also
be a good business strategy. After only eighteen months of operation, the MultiCultural Banking
Center is breaking even.

HarborOne has been able to demonstrate that it can provide a range of vital community services to an
increasing number of new Americans as part of a sound business strategy.
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The Center faces three challenges.
Engaging Instructors

As noted earlier, there have been some challenges to recruit individuals who possess sound teaching skills
and speak foreign languages.

Security

Because the Center has a full-service branch and because the downtown location can pose a perceived
safety concern for visitors, especially at night, the credit union has found it necessary to retain one or two
security guards at added expense for the evening programs. Thus far, there have been no incidents.
Parking

During the day, the parking lot is needed for employees and members using the branch. There is on-street

parking, but that is limited to two hours during weekdays thus sometimes restricting the length of the
classes.
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The Center has been acclaimed as a Best Practice.

The Massachusetts Commissioner of Banking attended a press conference announcing the Center
and publicly praised the concept.

The Mayor of Brockton has recognized it as a model and spoke about it at a conference of mayors
in Washington, D.C.

The National Credit Union Foundation brought a number of credit unions from around the country to
visit and tour the Center and to talk with community partners and students. Subsequently, the
Foundation awarded HarborOne its largest Innovation grant in 2009 to further efforts at the Center,
and the Foundation with the aid of HarborOne has prepared this Business Plan to help other credit
unions to replicate the Center.

In the fall of 2008, the Massachusetts Credit Union League brought a number of credit unions from
Kenya for a tour of the Center.

It was the recipient of the 2008 Dora Maxwell Award for Social Responsibility from the League.
HarborOne officers have been invited to make presentations about the Center at several credit
union venues and conferences around the country.

Massachusetts Congressman Stephen Lynch visited the Center, toured the facility, spoke with both
students and community partners. Other elected officials have been invited to do the same.

Achievements
Since the Center opened, the results have far exceeded HarborOne’s original expectations.
In the three months of 2007:

Three programs were held for 72 students.
In 2008, the Center offered:

Four courses in English (86 students).

Four workshops on Credit Counseling (47).
Eight Financial Literacy courses in different languages (116).
Five first-time homebuyer workshops in different languages (125).
Eleven pre-foreclosure clinics (148).
Two English for Employment courses(30).
One Citizenship Test preparation (5).
One Computer Basics (12).
A total of 569 students attended in 2008.
In the first four months of 2009, the Center hosted:

Two English courses (37).
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Four Computer Basics courses (50).

Three Financial Literacy courses in different languages (57).

Six pre-foreclosure clinics (92).

Four First-Time Homebuyer workshops in different languages (95).

One Credit Coaching workshop (14). In addition, MultiCultural Banking staff was asked to conduct
sessions at non-profit agency sites and seven sessions have been completed at the Adult Learning
Center and at Brockton High School (102).

Meanwhile, the MultiCultural Community Partners have been active.

Neighborhood Housing Services, one of the resident community partners, has been doing a remarkable
job helping residents facing foreclosure. In January of 2008, when they took up residence at the MBC, the
foreclosure mitigation success rate (as defined by NeighborWorks) was 3%. They now report that their

success rate is at 75%

Over 300 tax returns were completed through the VITA program. South Shore Housing has seen over 200
clients for RAFT payments and provided grants to 58 of them for almost $60,000 and NHS has seen over

a thousand clients for classes and one-on-one counseling.

Thanks in part to the National Credit Union Foundation grant, HarborOne conducted follow-up research
with graduates of the Center’s programs and confirmed the most effective ways to further its programs,
among them outreach to Faith-based leaders, communications through employers and the marketing of

specially designed “infomercials” promoting the Center.

The unigue success of the Center can be illustrated anecdotally.

Recently, an officer of a local hospital proposed a Community Resource Fair to help local residents
affected by the economic recession. She invited HarborOne to participate with a number of non-
profits. HarborOne was the only financial institution in the area invited. When she was challenged
by banks about this, she responded: “HarborOne was invited exclusively because they are doing
something unique.”

And there are other quotations worth noting

This from an immigrant-student: “Unfortunately, we have arrived at the end of this program. |
learned a lot. . .| am so happy and proud that | took this class.”

And from a non-profit leader: “Opening the MultiCultural Banking Center to classes for ESOL was a
huge step toward helping the region. . .This is a win-win for you and the community. We thank you

from the bottom of our hearts.”
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And finally from a HarborOne employee-volunteer instructor: “It was so great to have them come

here to learn what an awesome opportunity we have for them. | was so proud to be there.”
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HarborOne is not a credit union to rest on its laurels! It is constantly looking for ways to enhance and
improve its outreach in the community, the scope of services it offers and the innovations it can bring to the
MultiCultural Banking Center.

It is constantly looking to establish new community partnerships provided they are consistent with the
objectives of the Center.

It is investigating the development of new products and services specifically aimed at the low to moderate-
income, minorities and immigrants. These include:

Savings Clubs

Check Cashing

Alternatives to Payday Loans,

Individual Development Accounts (IDAS)

It intends to continue to consult with members and the community to ensure the services it provides stay
relevant and to measure its success.

It will continue to assist other credit unions emulate its Multicultural Banking Center concept by sharing its
story at every opportunity.
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Appendix 1

Name & Location of Partner

Role/Contribution to Project

Neighborhood Housing Services
(NeighborWorks)

422 Washington Street

Quincy, MA 02169

Expense-free occupant of MultiCultural Banking Center.
Provides Home Buying Workshops, Foreclosure Counseling
and related education. Received $250,000 grant from
NeighborWorks nationally to establish the first Home
Ownership Center in Brockton at the MultiCultural Center.
Received a $150,000 grant to provide Foreclosure
Counseling.

South Shore Housing Development
169 Summer Street
Kingston, MA 02364

Expense-free expected occupant of MultiCultural Banking
Center. This non-profit has long provided housing counseling
to low and moderate-income residents. A very active
participant in the city of Brockton and a specialist in rental
properties. Received a grant to provide Foreclosure
Counseling.

Self Help, Inc. (Head Start)
780 West Main Street
Avon, MA 02322

Expense-free occupant of MultiCultural Banking Center. This
non-profit provides numerous services to low and moderate-
income residents, including fuel assistance, healthcare, family
based services, lead abatement. Self Help is a certified VITA
site and has started offering tax preparation assistance at the
Center.

South Shore Haitians United for
Progress

68 Legion Parkway

Brockton, MA 02301

Expense-free occupant of MultiCultural Center when it lost its
lease elsewhere in the city. This non-profit is the local ethnic
association for Haitian immigrants. It provides educational
and quality of life services.

Brockton Area Workforce Investment
Board (WIB)

34 School Street

Brockton, MA 02301

Leveraging resources to maximize the workforce
development system in the Brockton area. Taught a 16 week
“English for Speakers of Other Languages (ESOL) for
Employment” at the MultiCultural Banking Center.

Training Resouces of America
144 Main Street
Brockton, MA 02301

Non-profit providing education, employment and training
services to local residents, many of them low and moderate-
income. Collaborated with the WIB on the ESOL for
Employment course

CareerWorks

UMass Donahue Institute
34 School Street
Brockton, MA 02031

Provides education and resources to help residents find
employment. Sees many opportunities for mutual benefit
working with the staff of the MultiCultural Center.
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Consumer Credit Counseling
(Money Management International)
8 Winter Street, Suite 700

Boston, MA 02108

Non-profit providing credit counseling skills to individuals
having problems with financial management. Has hosted
Credit Counseling workshops at MultiCultural Banking Center
and instruct HarborOne staff as trainers.

Catholic Charities South
686 North Main Street
Brockton, MA 02301

Provides food pantry, English as a Second Language,
Computer Literacy programs to low and moderate-income
residents. A strong proponent of financial literacy among low
and moderate-income residents. Provides advice and
consulting to staff of MultiCultural Banking Center.

United Way of Greater Plymouth
County

928 West Chestnut Street
Brockton, MA 02301

Provides fundraising coordination for many non-profits
serving the region. Has offered to provide mini- scholarships
for students attending classes at the MultiCultural Banking
Center

Old Colony YMCA
320 Main Street
Brockton, MA 02301

Broad range of services to local residents. Social services
assistance to students as needed. Consultant to staff of
Center.

MassHousing
One Beacon Street
Boston, MA 02108

The state’s Affordable Housing Bank. Supports Affordable
Housing opportunities statewide. Involvement and support of
Center’s activities. Collaborated on multi-lingual awareness
marketing.
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