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S U M M A R Y  

PayPal and the Financial Wellness 
Initiative 
T H E  C H A L L E N G E  
In 2019, PayPal learned through an internal survey that nearly two-thirds of its global customer 
service workers ran out, or nearly ran out, of money between paychecks.  

T H E  S O L U T I O N  
PayPal’s leadership team dug into their employees’ financial needs to develop a financial 
wellness plan. In late 2019 the company implemented a four-point financial wellness initiative 
designed to benefit all hourly and entry-level employees: 

1. Raise wages to improve financial outcomes. 

2. Reduce required employee contributions to health care premiums by 60% while 
expanding benefits. 

3. Make everyone a shareholder of PayPal by granting equity shares valuing $3,100 on 
average to 8,600 employees who had not been granted equity before and a second 
equity grant to nearly 12,000 employees. 

4. Provide a no-cost financial coaching program to drive financial wellness and learning. 

The Financial Wellness Initiative was estimated to cost the company tens of millions of dollars in 
the first year alone. The PayPal leadership team believed that this initiative was the right thing 
to do and that ultimately it would save the company money: for every one percent reduction in 
attrition, the company would save $500,000 a year from reduced recruiting, onboarding and 
training as well as through higher productivity.  

T H E  R E S U L T S  



  

The Financial Wellness Initiative was a success. By 2021, PayPal’s operating margins had 
increased nearly 4%. The effects of its financial wellness plan were in part to thank for the 
increased profitability: 

• PayPal’s average turnover at its customer service centers fell from 19.4% in 2019 to 
7.3% by 2020. Notably, PayPal experienced its greatest attrition gains from female 
employees.  

• Over two-thirds of PayPal’s hourly and entry-level workers enrolled in the company’s 
401k plan. 

• Employees reported higher job satisfaction scores and engagement scores on internal 
surveys. 

• During COVID, PayPal added several programs to the Financial Wellness Initiative that 
met unique needs during this time, including a Crisis Leave program, income 
supplements, and additional equity “wellness grant” awards. 

 
PayPal has continued to add services and benefits to its financial wellness program that respond 
to the mix of employee needs. 
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https://mitsloan.mit.edu/sites/default/files/2024-04/PayPal%20and%20the%20Financial%20Wellness%20Initiative_0.pdf
https://worklife.alight.com/ah-angular-afirst-web/#/web/paypal/contentPage?articleId=am2axg5i-8083-90bc-08t4-vwyh48ijlqle&linkId=CONTENT_am2axg5i-8083-90bc-08t4-vwyh48ijlqle_LINK&tileid=Financial_Wellness_0522b6913fbe&tileTechnicalName=Financial_Wellness_0522b6913fbe&baseClntInd=Client&technicalNameForLink=CONTENT_am2axg5i-8083-90bc-08t4-vwyh48ijlqle_LINK&userFriendlyNameForLink=U.S.Financial%2520wellness&domain=N%2FA&baseClientIndicator=Client&isUCCELink=true
https://worklife.alight.com/ah-angular-afirst-web/#/web/paypal/contentPage?articleId=am2axg5i-8083-90bc-08t4-vwyh48ijlqle&linkId=CONTENT_am2axg5i-8083-90bc-08t4-vwyh48ijlqle_LINK&tileid=Financial_Wellness_0522b6913fbe&tileTechnicalName=Financial_Wellness_0522b6913fbe&baseClntInd=Client&technicalNameForLink=CONTENT_am2axg5i-8083-90bc-08t4-vwyh48ijlqle_LINK&userFriendlyNameForLink=U.S.Financial%2520wellness&domain=N%2FA&baseClientIndicator=Client&isUCCELink=true
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