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CRA Leadership Councils were established to recognize and encourage community reinvestment efforts throughout the 12th District. The Councils, which are affiliated with the local CRA
roundtables, actively participate with the San Francisco Fed’s Community Affairs staff to identify critical community and economic development needs, and to develop new products and
services. In this ongoing feature, we ask Council members to talk about their backgrounds and how they became involved in CRA, their responsibilities, successes and any advice or words of
wisdom they would like to share. This time we are pleased to feature, Juan Aguilar of Washington Mutual in Seattle, Florence Franklin of Nordstrom Bank in Phoenix and Keith Land of Farmers
& Merchants Bank in Lodi.
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FLORENCE FRANKLIN, VICE PRESIDENT & CRA OFFICER

NORDSTROM BANK; PHOENIX, ARIZONA

board and senior management, and
keeping the public file updated. I have
also been involved with the thrift char-
ter approval process as it relates to
CRA requirements, as well as the de-
velopment of the deposit platform and
mortgage lending entity.

Nordstrom fsb’s CRA program ex-
emplifies belief in the spirit of CRA
and allows me the flexibility to focus
on why CRA was enacted in the first
place—the need for access to capital
in low-and moderate-income commu-
nities. I serve on the board of the Lo-
cal Initiatives Support Corporation
(LISC), a nonprofit organization that
works to help stabilize community-
based organizations. In 1999,
Nordstrom fsb awarded a $100,000
donation to LISC to assist their fund-
ing efforts to various nonprofits. Be-
ing involved with these groups helps
keep me focused on the positive im-
pact that CRA has made in many com-
munities. CDCs are taking courageous
steps to reclaim their communities. We
should also take active steps to assist
with the revitalization of these com-
munities as well.

It’s important as a CRA officer to
keep the big picture in front of you at
all times, that is helping to make a
real difference in someone’s life. By
helping to create homeownership for
someone who never thought they
could own a home or assisting a small
business owner who wants to take a

big step and expand his business,
you’re involved with helping to turn
around blighted communities. All of
these initiatives can at some point cause
some frustrations, but nothing worth
doing is ever easy and this is truly a
job to love.

My banking career started in 1991 as a
management trainee with Wachovia
Bank in South Carolina. I had served
in the branch system as an assistant
branch manager for four years when
one day the regional manager came
to me with “an offer I couldn’t refuse.”
Wachovia Bank owned a savings bank
on Hilton Head Island, Atlantic Sav-
ings Bank, and they were in need of a
CRA Officer. I served as the CRA Of-
ficer for Atlantic Savings Bank from
1995–1997, which became the impe-
tus for continuing in CRA after my
husband’s job relocated us to Phoe-
nix, AZ. Since 1995, I have served as a
CRA officer at three different financial
institutions; each institution has been
unique and my experiences have all
been extremely rewarding.

In November 1999, I came on board
with Nordstrom fsb as its vice presi-
dent of CRA. At the time, we were
Nordstrom National Credit Bank—one
of the first limited purpose banks to
be granted a thrift charter. My func-
tion as the CRA officer for Nordstrom
fsb has been that of an advisor to se-
nior management and relationship li-
aison with key community develop-
ment corporations (CDCs) in the
greater Phoenix area. My responsibili-
ties in this regard include, but are not
limited to, monitoring lending distri-
bution to low-and moderate-individu-
als and communities, collecting/report-
ing CRA data, preparing reports for the

JUAN AGUILAR, VICE PRESIDENT & CRA MANAGER

WASHINGTON MUTUAL; SEATTLE, WASHINGTON

ington branch. A very short year later
I was promoted to AVP and awarded
the Community Lender Award. This rec-
ognition brought me to the attention of
the bank’s corporate CRA manager, who
gave me the chance to become the CRA-
Community Outreach Officer with re-
sponsibility for 34 branches in central
and eastern Washington.

In 1997, Washington Mutual Bank
offered me a position as their VP-CRA
Manager for the Commercial Banking
Division (Western Bank) covering the
states of Washington, Oregon, Idaho,
Utah and more recently, California.
Our CRA group has twelve CRA man-
agers whose primary role is affordable
housing and related community ad-
vocacy. My responsibilities as a CRA
officer involved in small business and
economic development provide a
unique opportunity to work with non-
profit organizations and to source out
their business/commercial banking
needs. It is both challenging and re-
warding to educate commercial lend-
ers about the “real” business needs
of non-profits—many of whose op-
erating budgets of $5 to $100 million
make them ideal commercial bank
customers.

In my role as a CRA Officer, I was
successful in bringing together Wash-
ington Mutual and SeaMar, a nonprofit
that operates 20 community health
centers in western Washington that
serve low-to moderate-income indi-

viduals and families—most of whom
are Mexican migrant farm workers.
SeaMar had located a remodeled as-
sisted living center that they wanted
to convert into transitional farm worker
housing. The negotiated purchase price
was $1.2 million. SeaMar used its own
funds for the down payment and Wash-
ington Mutual’s Commercial Banking
Division financed the balance with a
conventional loan. This is the first non-
subsidized farm worker housing project
of its kind proving again that when
banks and nonprofits sit at the table
with the willingness to understand each
other, they can make deals work. I am
very proud to have been involved in
this transaction.

Another role I have taken on recently
involves working closely with many
different Sovereign Tribes to ascertain
how to meet their banking needs.
Washington Mutual has been very sup-
portive of the Federal Reserve’s Barri-
ers to Sovereign Lending initiative and
the North American Native Bankers
Association as they work to form a SBA
Small Business Investment Corporation
(SBIC) to finance tribally owned com-
munity banks in Indian country.

My advice to other CRA officers is
to be true to yourself and the letter
and intent of the “Community Reinvest-
ment Act”, and to provide guidance to
your bank and community(s) on how
to use CRA to best access each other’s
resources.

II am a native Washingtonian, born in
Yakima and raised and educated in
Sunnyside, a rural farming community
in central Washington. My involvement
in banking was preceded by a varied
background that included small busi-
ness ownership of a restaurant, an as-
paragus/grape farm and two conve-
nience stores. At the same time, I be-
came involved in community activism
starting as a community aide with
Lyndon Johnson’s “War on Poverty-
Equal Opportunity Programs.” From
there, I moved on to state employment
with the Departments of Employment
Security and Labor & Industries and
the Washington Public Power Supply
System. Eventually, my public sector
experience lead me to the private sec-
tor, where I worked in human resource
management with General Instrument
De Jalisco in Guadalajara, Mexico.

In 1989, a study I had the opportu-
nity to prepare and present to Secu-
rity Pacific Bank (now Key Bank) on
the Hispanic Market and how to more
effectively outreach to the Hispanic
consumer led to my current position.
My hope was to be hired as a consult-
ant to the bank and instead I was hired
as a “Personal Banker Trainee” that
started my eleven-year career as a con-
sumer/commercial lender. Within
eleven months I was promoted to
branch manager, and by 1992 I was
back in the Yakima Valley—where I
was born—managing the Zillah, Wash-
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KEITH LAND, COMMUNITY DEVELOPMENT OFFICER

FARMERS & MERCHANT BANK; LODI, CALIFORNIA

I am proud of several CRA programs
in which the Bank is playing a leader-
ship role. In particular, to help the
aforementioned Lodi House open its
doors in a timely fashion, Farmers &
Merchants purchased the home and is
leasing it to Lodi House, a newly
formed nonprofit. Lodi House will re-
ceive approximately $25,000 in CBDG
funds to buy down the lease, which is
renegotiated as the funds are applied.
Lodi House is a desperately needed shel-
ter whose presence will provide a stable
environment for women and children,
connect them to established city, county,
state and federal resources and ultimately
enhance the quality of their life by pro-
viding structure, education, occupational
and spiritual support.

The Bank’s participation in the Indi-
vidual Development and Empower-
ment Account 2000 (IDEA) program
offers a unique opportunity to achieve
our investment goals by promoting
homeownership opportunities for very
low-, low-and moderate-income house-
holds. In another program, we have
committed $3.7million in a private
placement bond to construct a 56 unit
apartment complex in Modesto—
Woodstone Apartments. These units are
intended for entry-level workers earn-
ing 50 to 60 percent of area median
income.

Finally, the Bank committed $350,000
for 2000 to the Sacramento Housing and
Redevelopment Agency’s (SHRA) Com-
mercial Revitalization Program (CRP).

CRP is a flexible lending program de-
signed to support commercial revital-
ization throughout targeted areas in
Sacramento County. It has already
proved so successful in helping to
meet credit needs in our assessment
area that the Bank will be increasing
our future commitment by $200,000.
These are only a partial representa-
tion of the innovative projects we par-
ticipate in to serve the citizens of our
community and help improve the qual-
ity of life for generations to come.

I would encourage bankers involved
with CRA to meet with their local, state
and federal officials to help identify
their community’s needs. I have also
found city and county community de-
velopment officials to be a wealth of
information and in touch with the vi-
sion for community development of
locally elected officials.

My professional training was in the
insurance industry, but I decided to
change careers in hopes of doing more
for the community in which I live. Af-
ter retiring from the insurance indus-
try, I wanted to work for a company
that is well respected and recognized
as a leader in giving back to the com-
munity. My first choice was Farmers &
Merchants Bank.

The position of community devel-
opment officer seemed to be designed
especially for me. My responsibilities
include: developing and maintaining
written profiles for the communities the
Bank serves, advising management of
identified community needs, providing
suggestions for new/revised products
and services, and participating in com-
munity development meetings and
outreach efforts. My extensive involve-
ment with myriad programs and orga-
nizations throughout Lodi are very
complementary to the work that I do
and offer a heightened awareness of
the area’s needs. I currently serve as a
member of the Lodi City Council; Board
of Director, Lodi Redevelopment
Agency; Commissioner, San Joaquin
County Parks and Recreation; and
Commissioner, San Joaquin County
Housing Authority. I am the past Presi-
dent of Lodi Chamber of Commerce,
Lodi Boys & Girls Club, Kiwanis Club
of Greater Lodi, and past Board of Di-
rector for Lodi House (homeless shel-
ter for women with children). I also
served as Mayor for the City of Lodi.

porates a three-step introduction to tra-
ditional financial services with the goal
of converting check cashing custom-
ers into depository customers. First, the
customer has access to products that
meet essential financial services needs,
such as check cashing, money orders,
money transfer, and bill pay. Second,
Cash & Save personnel, working with
community organizations such as Op-
eration HOPE, conduct basic banking
seminars and presentations to educate
customers on the benefits of establish-
ing a banking relationship. Third, Cash
& Save works with the customer to de-
termine which account will best serve
their financial needs. Once a banking
relationship is established and the cli-
ent has demonstrated discipline in han-
dling a bank account, the client then
transitions to conventional bank prod-
ucts. Union Bank of California reports
that the transition rate for repeat Cash
& Save check-cashing clients, who now
hold bank accounts, is 40 percent.

The success of these unique partner-
ships makes clear that while some con-
sumers are more difficult for traditional
financial institutions to reach, none are
out of reach when a bank partners with
a community-based organization. The
transaction cost to serve some segments
of the unbanked is often too high for
mainstream banks, and is better
outsourced to CDFIs whose mission
enables them to provide the credit plus
services cost-effectively. Some of the
models presented may be considered

risky or experimental, thus banks are
encouraged to thoroughly undertake
due diligence and carefully evaluate
the risk relative to the benefit. Partnering
with third parties to add value to a rela-
tionship, create new relationships, or
perform a service cost effectively, is not
a new idea. This familiar practice, ap-
plied to the goal of reaching unbanked
consumers, can help banks meet com-
munity credit needs, satisfy their CRA
obligations, and create new customer
opportunities.

For more information on the above-
mentioned programs, please contact the
following:

NAT’L. FEDERATION OF COMMUNITY

DEVELOPMENT CREDIT UNIONS

Suzanne James
(212) 809-1850 x212
sjames@natfed.org
www.natfed.org

UNION BANK OF CALIFORNIA

Yolanda Brown
(213) 236-5700
yolanda.brown@uboc.com

COMPASS CENTER

Tracy Jones
(206) 461-7835, ext. 15
tjones@compasscenter.org

OPERATION HOPE

Reks Brobby
(213) 891-2904
www.operationhope.org
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