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Background
Every year, millions of older Americans lose significant portions of
their life savings to financial exploitation—that is, the improper use
of another person’s resources through deceit, coercion, fraud, undue
influence, and other means.
Recognizing the key role played by financial institutions—and particularly
their front-line staff—in identifying and stopping financial abuse, AARP
worked to develop a solution. The result was BankSafe, an online interactive
training specifically for bank and credit union staff. BankSafe is a self-paced
training with an emphasis on gamification and a focus on prevention, as
opposed to simply recognizing and reporting exploitation. This unique design
approach differentiates it from other financial exploitation trainings currently
being used by financial institutions.

500 BRANCHES

82 FINANCIAL
INSTITUTIONS

Working with the financial industry, government, and nonprofits in 11
states, AARP, in partnership with the Virginia Tech Center for Gerontology,
completed a six-month pilot of the first-of-its-kind training to quantify the
impact of training financial industry staff on preventing financial exploitation.
Nearly 500 branches from 82 financial institutions participated in the study.
Branches from participating financial institutions were randomly assigned to
either a BankSafe trained group or a control group in order to compare metrics
from employees who completed the BankSafe training (BankSafe trained
group) versus those who did not (control group). Data were collected from
1,816 financial institution employees who completed the study and also filled
out a pre- and post-test, confidence meter, suspected financial exploitation
incident form, and satisfaction survey. The majority of participants had taken
a financial exploitation course within the past year.
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1,816 FINANCIAL
INSTITUTION EMPLOYEES

VALUE OF FUNDS SAVED

Results
The AARP BankSafe Training Saves Money
from Leaving Consumers’ Accounts

BankSafe Trained Group

$900,915

The BankSafe trained group saved 16 times
more money from financial exploitation than
the control group.

COMBINED TOTAL

$955,299

In only a six-month period following the BankSafe
training, participants saved nearly $1 million of older
adults’ deposits. Front-line employees in the BankSafe
trained group saved 16 times more money than the
control group.

$54,384

The BankSafe trained group saved more than 12
times the amount per participant than the control
group, regardless of previous training experience.
While the majority of participants across both groups
had taken a different training focused on financial
exploitation within the last year, the BankSafe trained
group showed significantly higher savings per participant
for those who completed the BankSafe training.
Specifically, the BankSafe trained group saved an average
of $865 per participant compared with $70 in the control
group, an amount that is more than 12 times higher.
The BankSafe trained group reported exploitation at
a rate four times higher than the control group.

B A N KS A F E R E S U LT S AT- A - G L A N C E

16x More
TOTAL MONEY SAVED BY BANKSAFE
TRAINED GROUP

12x More

NUMBER OF SUSPECTED INCIDENTS REPORTED
BankSafe Trained Group

Control Group

Control Group

MONEY SAVED PER BANKSAFE
PROGRAM PARTICIPANT

123

4x Higher
REPORTED EXPLOITATION RATE FOR
BANKSAFE PROGRAM PARTICIPANTS

25

T H E AV E R AG E I N C I D E N T

Employees were able to save
money more often when the
perpetrator was a family
member.
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The average victim was a
woman between ages 70
and 79, and had under
$20,000 in her account.

BankSafe participants took the proactive step of asking questions to detect exploitation following the
BankSafe training.
Participants were asked what action steps they took once they spotted exploitation. The BankSafe trained group participants
were more likely to take the proactive step of asking probing questions to consumers about the red flag of exploitation
(84 percent), a skill heavily emphasized in the course. In contrast, members of the control group asked questions in only
68 percent of the cases. This skill helps front-line staff probe for suspected exploitation in a given situation. This may
explain why the BankSafe trained group reported exploitation at a rate four times higher than the control group.
The most frequently cited action steps that coincided with saving money from an account were holding, delaying,
and refusing suspicious transactions.1
FREQUENCY OF ACTION STEPS INVOLVED IN SUSPECTED INCIDENTS
IN WHICH MONEY WAS SAVED FOR ALL PARTICIPANTS
Contacted Adult Protective Services

34%

Contacted Law Enforcement

42%
44%
45%
50%
50%
51%
54%
57%
58%
58%
60%
61%

Gave Account Holder New ATM/Debit/Credit
Separated Account Holder from the Perpetrator
Refused to Honor Power of Attorney
Reimbursed Lost Funds
Escalated Case to Supervisor or Risk Management
Explained Concerns to Customer/Member
Flagged Account
Contacted Authorized Third Party
Asked Questions
Put Withdrawals Limit on Account
Added Notes to Account
Put Hold on Account

71%
75%

Delayed Suspicious Transaction
Refused Transaction

84%
89%

Other Action

PERCENTAGE INCREASE IN CONFIDENCE SCORE
BankSafe Trained Group

Control Group

35%
28%
The BankSafe Training
Increases Employee
Confidence
After the BankSafe training,
participants reported an increase
in confidence in recognizing,
preventing, and reporting cases
of exploitation four times greater
than those in the control group.

17%
7%

Separate Possible
Victims from the
Perpetrators

7%

Identify Red Flags

17%
4%

Escalate Possible
Exploitation to Your
Supervisor

5%
Report Suspicious
Activity

Differences between various groups are noted in this analysis, but in most cases results are based on few reported cases of exploitation.
Therefore, differences noted may not be statistically significant nor confidently representative of the larger population.
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INCREASE IN KNOWLEDGE ASSESSMENT SCORES
BankSafe Trained Group

Control Group

133%

The BankSafe Training Increases
Employee Knowledge

33%

Post-test scores improved 133 percent among
those who had taken the BankSafe training,
indicating a significant increase in knowledge
regarding financial exploitation.

What the Results Mean
for Financial Institutions
and Consumers
The AARP BankSafe training
is effective at arming financial
institution employees with the
skills and elevated confidence
important in preventing
exploitation, resulting in greater
protection of institutional and
consumer assets.
Consumers want their financial
institutions to help protect them
from exploitation; therefore,
institutions should be equipped
with the tools needed to keep
consumer assets safe and be ready
to communicate what they are
doing to protect consumers.

Effectively fighting exploitation
will require collaboration across
sectors and merits further study
to continue to identify promising
practices.

Feedback
Participants were asked how likely they were to
recommend the BankSafe training to a colleague at
another financial institution – the average rating
was 8.5 out of 10.
Participants found watching the videos and completing
the training at their own pace the most valuable parts of
the training platform.

“

It’s a lot easier to learn when I can work at
my own pace and watch videos to see these
situations put into perspective.

“

”

I found this very useful… I hope that I do not
have to encounter this kind of stuff while I
work at the bank, but if I do I feel more ready.

Full report available at aarp.org/banksafe

aarp.org/banksafe
BankSafe Support Center: (800) 216-4910
Follow Jilenne Gunther, Director of BankSafe, on Twitter
@banksafegirl
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