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Customer Experience Ratings Feedback (Mortgages)

We would like to invite you to share your opinion on our customer experience ratings methodology. 

The customer experience ratings consultation period will open on  6th May 2026 and closes to responses on 20 May 2026. 

While we can’t guarantee to make every change suggested, we will consider every piece of feedback – and we are always willing to discuss any concerns you have.

This is for feedback on the customer experience ratings in general, not on your specific brand’s scores - if you have a query about the data relating to your brand, please contact us at corporate@fairerfinance.com

Name:

Company name:

Job title:

Below are the components of our customer experience ratings:

· Customer satisfaction
· Customer trust
· Complaints
· Transparency

Customer satisfaction and trust and measured by polling respondents through our fieldwork partners. We survey 10,000 respondents twice a year to gather this data. 

Complaints scores are calculated by looking at the proportion of complaints upheld against a provider by the Financial Ombudsman Service (the lower the percentage of complaints upheld, the higher the complaints score).

Transparency scores are based on our assessment of the clarity of providers’ online journeys and documents. The full methodology for transparency in this sector is outlined below.

If you think any of these criteria are inappropriate, or if you think we are missing any relevant criteria, please explain why in the box below. 



Below are our criteria for assessing the transparency of a mortgage purchase journey. Please tick all criteria you consider inappropriate.

☐  The product fees must be clearly displayed and explained.

☐  The valuation fees must be clearly displayed and explained.

☐  Other fees, such as default fees, must be clearly displayed and explained.

☐  Information on overpayment or early settlement charges must be clearly displayed.

☐  Customers must be able to compare total costs in pounds and pence.

☐  The APRC should be explained and it should be explained that the rate can change.

☐  The terms and conditions must be easy to access.

☐  The website must use short, simple words. To get full marks, the average word should be five letters or shorter, and there should be no overly complicated words.

☐  All the text on the website should be in a large enough font to read easily. The highest marks are awarded if the smallest font on the website is at least 18 pixels (or 13.5 point).

☐  The website should be adaptable to mobile devices.

☐  Web pages are assessed against the World Wide Web Consortium's (W3C) accessibility guidelines (WCAG 2.1 which can be found on 3wc.org) using SortSite (https://www.powermapper.com/products/sortsite/checks/accessibility-checks/). Violations of these guidelines – such as colour contrast issues or the absence of alternative text - cost points. 
☐ A provider must make their customer service number clear on the contact page and product journey.

☐  Customers must be able to chat directly to a human customer service agent via a webchat.
☐ Vulnerable customers must be able to access information on financial support.
☐  A provider must clearly explain that a lower loan-to-value (LTV) could result in a lower mortgage rate and reduced monthly repayments.




If you said any of these criteria were inappropriate, or if you think we are missing any relevant criteria, please explain why in the box below. 






Below are the criteria we use for assessing a provider’s terms and conditions.  Please tick all criteria you consider inappropriate.

☐  The number of words should not be excessive.

☐  There should not be too many words per page.

☐  The reading grade should be 8 or lower.

☐  There should be minimal jargon.

☐  The document should have a well-designed table of contents. 

☐  The document should not use complicated inter-references. 

☐  The document should use colour effectively. 

☐  The font size must be sufficiently large.



We currently asked respondents questions about their perceptions of the following aspects (All questions are asked on a 5 point likert scale and turned into % scores out of 100%): 

· Satisfaction with the provider
· Trust of the provider
· Satisfaction with particular product features including: 
a) Overall customer service
b) in-branch customer service
c) Customer service over the phone
d) Digital customer service
e) The interest rates
f) The app/website/online portal
g) The balance management tools
h) The fees (products fees, early repayment fees)
i) Access to branches
j) Level of security
k) Communication from the provider
l) The reliability of the service
· Why they picked their provider
· Value for money
· Providers digital capability
· Communications from the provider, including a) clarity, b) ease of understanding, c) helping inform decisions, d) tailored to needs


Do you think these questions are useful, would other questions be more valuable for you to track? We are planning to remove the communications questions as the results have not been very insightful, this means we have space for a new question. Please specify what other aspects would be useful for you to track. 





We ask participants several questions about their personal circumstances so we can split up the responses by different demographic and vulnerability segments, these questions are listed below: 

· Age
· Gender
· Region
· Income
· Confidence handling money
· Are bills are burden
· Do they have a health condition
· Have they experienced a negative life event recently (e.g bereavement)

Do you think there are any other splits that would be useful to include, or any of the above that aren’t appropriate?






If you said any of these criteria were inappropriate, or if you think we are missing any relevant criteria, please explain why in the box below.
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