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About Fairer Finance

Creating a fairer financial services market for
consumers and the business that serve them.

Founded in 2014, Fairer Finance is a research and
ratings agency, consultancy, and consumer group with
a mission to create a fairer financial services market.

We do this by publishing our unique ratings —and by
working with companies who want our help and
expertise to do better.

We support insurers, banks, lenders, and asset
managers in delivering good outcomes for their

customers.
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We have advised providers across all FCA-regulated
markets, and non-regulated firms ahead of
forthcoming regulation.

Familiar with how the regulator thinks and supervises
firms, firms ask us the tricky issues that require the
combination of our skills.

Our multi-disciplinary team includes experts in
behavioural science, data science, economics,

linguistics, and regulatory compliance.
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Delivering better customer outcomes through...

Achieving consumer Shapine bolic
understanding AL

We rewrite and redesign We act as a critical friend, We influence and shape new
customer communications, independently assessing fair pieces of legislation and
achieving the stringent value. regulation.

standards set by our Clear &

. - We are familiar with the FCA’s We are asked to advise on the
Simple Mark accreditation. o _ .
' _ way of thinking and are close to most contentious and high-
We conduct sludge audits, using the latest developments. profile issues. We provide a
behavioural science to review challenge to conventional views

We hold up a high bar on the

roduct lifecycles. . :
P y evidence required to

which prevent progress.

We design and conduct demonstrate fair outcomes. We conduct independent
consumer testing, Passing our fair value tests economic impact studies to
benchmarking results against provide real reassurance. inform evidence-based policy.

the wider sector.
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Our Insight Portal
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The purpose of the Insight Portal

AXA » Customer experience ratings » Car insurance |

* One way we fulfil our mission is through providing financial services ! —
providers with unique data and analysis. ey S

* Our data, available primarily through our Insight Portal, is relied upon e
by businesses and policymakers from across financial services. -

.........

« The Insight Portal contains a significant variety of data, as well as time- e

series analysis stretching back as far as 10 years. :& | =
*This data underpins our endorsements and ribbons, product ratings and gz

— ultimately — our public policy positions. = el

*We have significantly developed the scope and functionality of the - -
Insight Portal over the last few years. Spurred on by the Consumer Duty, W
providers use our data and analysis to evidence that they have met
the regulator’s expectations.
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Features

i - . , ol o
The Insight Portal includes: complaint uphold rate against - L
* Product data on over 10,000 their peers E— ——
products from more than30  * Document library, allowing firms ~ semesmmeo oo
sectors to easily track how their et scsten O co
eConsumer experience data, from  competitors are changing their R w0 o m—p
our twice-yearly survey of 10,000 Products and see best practice E— T
customers * Fair value reports, benchmarking =~ om0 - s
- Transparency analysis, product features, pricing, and o0 EEE——
containing analysis of firms’ service metrics against the rest of o
purchase journeys and key the market B st s s ot e sk Z,m"a,,, .,
documents ° Consumer understanding tools, Pucrmes =
*Complaints analysis, Such as our document analyser s 06~ 0= = gune
benchmarking firms’ FOS =L 0~ - e
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Polling data (1)

Customer happiness over time @

Our polling data is updated every six months. We have these

FROM TO

metrics for dozens of brands, broken down by demographic: sz v spina2024 v
.CF"l.'t:hH .Hg-~.li'\;;~. Direct .J’u‘:m ral () AxA . Market average

* Overall customer satisfaction
* Customer trust

* Satisfaction with specific product features and customer
service (broken down by channel of customer service)

. Satisfaction with claims

. Perceptions of value for money

. Satisfaction with website/app/online customer portal

Customer satisfaction over time (car insurénce)
. Data on why customers picked a provider (e.g. because of
price on PCWs, because of reputation etc)
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Polling data (2)

Why did you pick your provider? Value for money over time &
— - FROM ™
. Well below average || Below average Average | Above average . Well above average
' - Autumn 2022 v Autumn 2024 w
% OF RESPONDENTS ..Cm:'lm. Friends . Petplon . Tesco Bank .h’c:h;‘. CTER e T
RESPONSE (RESPONDENTS CAN CHOQSE MULTIPLE OPTIONS) 3
MARKET AVERAGE MARKET BEST .
VALUE VALUE VALUE
45
| was an existing customer, and | renewed my product. 27% 49% 43 %
NFU Mutual 48
The Brand's reputation 18% 49% 24 % a7
BMW £
U a6
The product was cheaper than others in the market. 33% 48% 29% A
General Accident s
| use this provider for other products, 12% 27% 17% a4
Lioyds Bank .
It was recommended by a friend. 9% 15% "% .
NFU Mutual
It was cheapest on a comparison site. 32% 58% 1% : Autumn 2022 Spring 2023 Aytemn 2023 Spring 2024 Autumn 2024
Policy Expert
Data on why customers picked a provider (car insurance) Value for money scores over time (pet insurance)
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Polling data (3)

Customer happiness over time @ How satisfied or dissatisfied are you with the following?

FROM To
=g S0 vi| | Senng 2 N FACTOR NET POSITIVES
" @ churchill @ Hastings Direct (@) Admiral (@) AxA @) Market av ANIMAL FRIENDS PETPLAN MANYPETS TESCO BANK
.. I The overall customer service 79.33% 8073% 80% 73.71%
64 The customer service over the phone 82.93% i 90.75% 74.99% 74.07%
62 o N\ ~ The digital customer service 84.69% | sa0% 8136% 79.31%
: The price | 62.03% 53.88% | 60% 61.35%
The value for meney 63.55% 5858% 6277% 6318%
The app/website/online customer portal 79.47% 79.72% | 7515% | 68.94%
) The communication from the provider 72.54% . 7315% 76% 64.95%
A‘\ The level of cover 70.51% 80.03% 80.8% ‘ 7371%
The fees and charges 590.66% 55.76% 64% | 62.88%
o Managing the policy (e.g. updating details) | 8741% 84.59% 89.55% 82.5%
Customer satisfaction over time (car insurance) Net satisfaction with product features (pet insurance)
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Polling data (4)

Customer trust score by age group @ Customer trust score by financial security @
Response breakdown Response breakdown TR T
Display | All responses | 18-30 46-64 | 65+ Show averages ml 20
80

ustamer trust scare

c

Bills are a haawy burden Bills are somewhat of a burden Bills are not a burden

‘“,_—bc“ﬂ .,.,n'-“ﬁq‘ “\?_tﬁ'-" ”g;_nl" .\-.1\1'“'16 . 902 I‘\I_Jc.‘l‘) i 4028 “\—_107'& P—
e St St et ST o L
Time @ nationwide @) Bank accounts market average
Trust by age demographic (bank accounts) Trust by respondent financial security (bank accounts)
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Transparency analysis

Criteria Ideal answer Best practice
° Our portal provides bespoke feed back on hOW Is the customer auto opted-in to paying The customer must not be Admiral
. . . . monthly? automatically opted-in to paying m
providers can improve their purchase journey and monthy. 5 e
terms and conditions/policy wordings, to make _ |
. How clear are the interest rate/charges for The total cost for paying monthly Lloyds
them more transparent and improve customer paying monthly? and annually must be presented e
. side by side and clearly compared, .
un d e r'Sta n d N g . as well as the deposit and interest =

rate involved in paying monthly,
must be clearly signposted and laid
out on the main page.

Users can also see what best practice looks like
across the industry and learn how to improve their |
position in our transparency league tables. Monthly Annual

£77.03 £85.52 Payment today
today %11 months

£1,017.75/ year £924.03 / year

Amount of credit £847.00 | Interest £93.72 | Applicable APR 23.5%

Please choose how you would like to pay for your Hyundai 110 car insurance

If you pay by instalments you will enter into a credit agreement which will cost you more,

Transparency analysis with examples of best practice for car insurance
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Document analysis

Criteria

Details

Best Direction of
practice travel (2

Length of terms & conditions / policy
document

Show league table

Reading grade

Show league table

Jargon checker grade

Compare to the market

Word count
Fewer than 19,277 words

Reading grade 8 or lower

To pass this red line, the document must have a
reading grade of 8 or less on the Automated
Readability Index. To roughly convert reading grade
to reading age, add 4.5.

Our jargon checker assesses documents for use of
jargon. This will give a good indication of the level
of jargon — but some words are OK in the right
context, or explained clearly when they're used,
Whilst this might be a broad tool (similar to
assessing reading grades). it will show how your
documents compare to the rest of the market.

Part of the document analysis feedback screen

Fairer Finance

Most or all marks lost
19.884

Some marks lost

. 9.87
I PDE :
MPLES All or most marks given —_
B POF Good
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Market changes

775 TOTAL RESULTS

*With our market changes tool, users can get an resconn  CHERRIY (mome mm nshovs)

Tesco Bank Low Fee Balance Transfer Card
Duration of 0% balance transfer offer period

email whenever a provider updates one of their o wow

d 15 months 17 months

P : rescone (Y ) -
Tesco Bank Balance Transfer Credit Card
Dwration of 0% balance transfer offer period

*Qur researchers constantly monitor the market to

look out for changes. Whenevgr a prod uFt. is e =
updated, users will get an email summarising the S 0 A A

Highest balance transfer fee during prometional perod (%)
change e e
g . 295% 319%

—————
vescon (MR O baiance ranster crodit cads | =TT

*The market changes feed can be filtered by Tesco Bank Balance Transfer GrodR Card

Balance transfer fee during promotional period

WAS NOW
27 months 28 months

WAS NOW

provider or product features. Reports can be 295% 2%
saved and accessed on the Insight Portal.

The market changes feed in 0% balance transfer credit cards.

Fail‘er Finaﬂce © Fairer Finance | fairerfinance.com | Strictly confidential




Product Comparison Tool

* Our product feature comparison tool lets users s | Smtommten ]
easily compare products on their various features. . Yl P [Ty WU PR TN
. I M ] L o " za
Users can see what the market average is and
what the best and worst products are for every & ; )
This allows users to benchmark products against R S e i A Rl e
competitors and the market as a whole.
° Comparing ‘Gold’ products (travel insurance)

The output of the tool can be exported as an Excel
file.
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Product Ratings Data (1)

* Users can also view our product ratings in detail S
via the Insight Portal. This lets them see how they = #3555
can improve in our star ratings. P
::;“h::émlmmﬂdluﬂmd Musst b €750 0F Mot &w % ampare
" Our ‘performance against average’ barometer o o em == (=
: : == oo
allows users to easily see which product features %= B == T TEET——
are above or below the market average, and how — "=™™="° — = T
far PR Ao Do, Mist b €95 of less — 3 ey pr=— | Compare |
! Panuramic windscroen caver (7) 04 Compars |
Sunrcof windscreen cover (7) X .
m::mmg driver basist dyatem ) .- =

Product rating data for Tesco Gold Car Insurance
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Product Ratings Data (2)

Tesco Bank Policy Expert An Admiral
Fouture Gokd Cor Ingurbncs Gald Car Insurance (Gold) Gold Chr Insurance Compare
MNew car replacemant
D U o o \/ o ‘—l

h— R R R Compare
Mo ca repiacoment ) D [rseo D D e
New car replacemant {age in menths) (7) 12 months 12 months IO 12 months ‘ Compao |

S55% pre——
Naw ear roplacomont (porcontnge cost 1o ropair) () 60% 0% 0% - ‘ Compare |
Hew car replacement (maximum misage) (5 Unlimited Unimited Urilimited! Unlimited [ Compare |
Medical expenses
y £100 por parson £250 por porson £400 por porson £0 ==
Medical exponses - medical, surgical, dental (3 Lchanges Lshanges Lehanges 1changes [(Comoee
Medical exponsos - vat feos (7) x bos ® X ‘ Compao |
Maedical axpenses - hospital stay X X x x (‘Comparo |
#E0 e Uniimited £500.00 £1000.00 SO [ compaeo |
[ Fano | Compane

Cover limit for stolen keys () [ ez JECR [ oo | = =it —
D L Uniimitod £0.00 £1,000.00 m:sou.oo ‘ﬁ|
Cover limit for lost keys (7) @ m 1changes -
Legal cover limit for » manslaughter defence () Uniimitod Unrdimitod Urilimite<d Uniimitod ‘ Compao |
ED LE J e v v ‘7|
= Compare
Child's car seat cover (7) = = [ Pusse | = D

Comparing ‘Gold’ products (car insurance)

Cover limit for stolen keys

You can click a bar on the chart to see which products offer that cover level. The blue bar indicates whare the current product appears.

wat

[

Using the ‘compare’ button to see the distribution of cover levels for a product
feature (cover limit for stolen keys in car insurance)
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Data Explorer (1)

Data explorer
° O u r Data Exp I O re r al IOWS use r‘s to expo rt a fu I | O r Select different features and compare products. See who has 5 stars and happiest customers, for example.

filtered data set for all product types where we st st
have data

Select a product type

Car insurance

The output can be filtered by product feature

The output can be exported into an Excel file

Filter by product features

dd & new filter

Filter by star rating

Any star ratimg

Roscrt e

Interface for the Data Explorer

Fairer Finaﬂce © Fairer Finance | fairerfinance.com | Strictly confidential




Data Explorer (2)

Data explorer

Select different features and compare products. See who has 5 stars and happlest customers, for example.

We found 312 car insurance ratings that match your criteria,

& Download Edit your search

24ahr helpline Attached trailers

Product Star rating 0 *) | €X seore ey = Ameredemant fie Amtachied trailer cover Broakdown Cover Cancol
available cover (luggage]

BMW

Car Insurance 5 stars - Yes £0.00 No No No L000

Details » Cha
Mercedes-Benz
Mater Insurance 5 stars - Yes E20.00 No Na Mo E000

Detnils » Changes

MINI
Car Insurance 5 stars - es £0.00 No No L[] S0.00

Jaguar

Carll 5 stars — Yos £0.00 Mo No Mo 000
S stars - Yes £0.00 No No No £0.00
5 stars - Yes £0.00 No No No £000
5 stars - Yes E25.00 ¥ (500) Na s €28.00

Al

Comprehensive Car Inturance (with Recults .20 of 312 n 2 3 4 g (] 7 B '] 0 1] Mt

Output of the Data Explorer
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Document Analyser

Our document analyser tool allows you compare
your documents on several metrics, including
jargon and reading grade.

It will give you a jargon score from poor to
excellent and also highlights the most serious
jargon terms, which should be removed from
communications to make them more accessible.

You can upload up to 100 documents at once and
get the results sent to your email as an excel file.
The tool also calculates the number of words,
sentences and pages in the document.

Fairer Finance

Reading grades
READING GRADE @ READING AGE @

19.33 24 years

FLESCH-KINCAID GRADE LEVEL @ FLESCH-KINCAID READING EASE @

17.54 1716

Jargon score @

Poor Fair Good Excellent

Examples of jargon

Here are some of the most serlous uses of jargon found in your document.

Jargon term
resides
imposed
writs
reimbursing
supervision

deduct

Output of the document analyser
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Document library

Document library

This screen allows you to search our library of documents and find the best practice in your sectors.

* Our document library is an up-to-date ETE— rerr—
archive of thousands of policy wordings =)

- first direct
good use of lkens . First Direct Terms and Conditions

and terms and conditions documents. ) (o) () =)
Product iype

Users can filter by provider and product - HSBOD ioacan accouns Tems and Contions

[ Tow reading grade | [ & good contents page || © good e of kom || available in sltemative formats || G good wae of images |

type. oo
((Poscy womna |

° animal Pelicy woaing
Friends = : :
L= Animal Friends Pet Insurance Lifetime £10,000 and £18,000 policy document

Users can also filter by ‘best practice’ (T ) (et b B e ot S )

. (@ pood use aficons. | '@ avadabie in shernative formats |
(such as ‘few jargon terms’, ‘good use of
colour’, ‘low reading grade’, ‘good use of m ==
icons’) to see how providers are writing =
and designing documents to improve —

customer understanding. A Ecctesiastcal ome nsurance

[ 8 \ﬂurn:d-nqq)do‘l[ ‘-_'qmdmaaa:ch;r][ & wudmcnkr.m][ 8 nahbbnabln_l'.mlmnul.\]

.

All documents can be viewed and
downloaded as pdfs.

A document library search, filtered by ‘good use of icons’

Fairer Finaﬂce © Fairer Finance | fairerfinance.com | Strictly confidential




Fair Value reporting (1)

AXA » Fair Value Reports » Car insurance [—_
Here is our Fair Value Report for this brand and product type. We split our analysis into three sections: product, price and service. We

° O u r Fai r Val u e Re pO rti n g aI |OWS Use rS use our unique product ratings and customer experience ratings to compare this brand to the market averages.
tO benCh mark thel r prOd UCtS On See the full fair value league table

comprehensiveness, price and service. S s St
Happiness
([ ] . . Car Plus Insurance m 60.26% @ e e ﬁ
Our service data comes from our twice- Comptarbmness ok Pt free.
. 12/312 PR i £801.20 T E—
yearly polling. .,m,m_,.,ki 0 a o 5283% @ umemes [
T2 o I9% T% ';'.'-‘lc_r‘-r_::-j-'*fv.— oA T
° . _ _ ] et 83.53% (@) Hoherthan avernge
Price data is either collected internally e — P
or provided by Consumer Intelligence. Comprrns s oo — 62.90% CHEEEIES
° SRRE @ amm 3"‘-;: £740.210 Claims satistaction

Pricing rank ) 3aquse
TERTLEY FEES, CHARGES & EXCESSES b 9 About
62/312 A () : 3 ) 54.33% ) apovtaversge

Comprehensiveness data is based on == A
our assessment of product features.

Circled numbers indicate the quartile this score is in.

Quartiles are reversed for pricing - the Tst quartile is the lowest priced products.

A Fair Value report for AXA car insurance
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Fair Value reporting (2)

Primary features® 71% ‘
(+]

Show league table
Performance against
Feature Value Score market (@
New car replacement (7) s £ 100% =5
Courtesy car for duration of repair @ v 100% =¥
Courtesy car provided if stolen / total loss @ ® 0% -
Charge for towing after accident @ v 100% =
Storage after accident @ v 100% =
Uninsured driver promise . 100% =
e i =
Personal belongings inside the car (7) £200.00 40% | owest HIGHEST
- (] — ]
Cover limit for stolen keys @ £1.000.00 S50% LOWEST HIGHEST
- () I =n
Cover limit for lost keys @ £1,000.00 50% | owesr HIGHEST

Llbint -— B =

Cover for replacing original audio/visual equipment @ Unlimited 100% | cwest HIGHEST

Detail of how comprehensiveness scores are calculated (car insurance)
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Fair Value reporting (3)

Comprehensiveness Fees, charges
Star rating @ Value indicator rank ® Primary @ Secendary @ Tertiary @ & excesses @ Pricing Price @
Brand Product o @ 0 + it o + + 1 rank i Action
Petplan Classic+ Fisirwr — 26 75% 827% a7% 83% — MNIA View
{with all L& 8 & & o o o
Petplan Lilat
optional
covars)
Marks & Premier Fatrer 27 . B0% 7% 5% BE% 37 o £6174 View
Spencer {£10,000) * * ‘: * * o o o o sy
sprns
MES BANK
Sainsbury's Lifetime Furer 28 o 6% o T5% o 56% o B6% 185 o £2814 View
£7500 * ok ko h
J nparts
Admiral Lifetime

Reasonable 29 o o 280 ° [View
.ir Platinum = B o == o = e | -
val

o ewis . ca000 (IR (L 30 O~ O -~ O~ O 33 Qs [ve
' I- Laparms

Insure with  £12,000 *;:* - E 3 o Fees o 66% o ca% o g3 329 o cs81 I View
Exparts

PETtrac

Tesco Bank  Premier Farws [———— 32 o o Aa% 308 o ca782 | View
e e w o [
Byt

TESCO Bark EIO-OOO

E IdLife S i Fe ‘ : 5 -
e [ =2 0~ ©O0- ©O= O~ o= [~

£ vanuser
(British

Pet
Insurance
Services)

A Fair Value results table, showing comprehensiveness and price (dog insurance)
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Insights Feed

* Our Insights Feed section allows users (private mosicar nurance )
to see what providers are doing. Lateral remove age cap

Lateral have removed the BO year old age cap on their Health Plans.

This means customers can continue renewing their plans into their 80's which previously created uncertainty for customers regarding the continuity
of their cover.

* Itincludes changes to assist with
consumer understanding or consumer —

Support’ S|gn|f|Cnt prOdUCt Changes LV= excludes baggage cover after more than two baggage claims in 3 years
and pieces of analysis by our
LV= have introduced a new question to their travel insurance gquote journey asking whether anyone being insured has made more than two

researCh e rS . baggage-related claims in the last three years. Answering yes removes baggage cover from the quote entirely.

We have not seen this specific question elsewhere in the travel insurance market. It's a targeted response as baggage claims are known to be one
of the most expleoited areas of travel insurance, as they can be hard to verify. Rather than pricing for this risk, LV=is removing it altogether for

. It also acts as a news feed for new
initiatives by firms, such as those
intended to improve outcomes for

customers who have made more than two claims in this area.

vulnerable customers. These updates “l— ................................................................................................ =
can be filtered by product category e e e
and brand S i
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Contact us

Head of Research
peterr@fairerfinance.com

Managing Director
jamesd@fairerninance.com

F Fairer Finance
Strictly confidential

fairerfinance.com

Runway East
52-60 Tabernacle Street
London EC2A 4NJ
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