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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. 

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… 
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Achieving consumer 
understanding

We rewrite and redesign
customer communications,
achieving the stringent
standards set by our Clear &
Simple Mark accreditation. 

We conduct sludge audits, using 
behavioural science to review 
product lifecycles.

We design and conduct 
consumer testing, 
benchmarking results against 
the wider sector.

Evidencing fair value

 
independently assessing fair
value. 

We are familiar with the FCA’s 
way of thinking and are close to 
the latest developments. 

We hold up a high bar on the 
evidence required to 
demonstrate fair outcomes. 
Passing our fair value tests 
provide real reassurance. 

Shaping policy

We influence and shape new
pieces of legislation and
regulation. 

We are asked to advise on the 
most contentious and high-
profile issues. We provide a 
challenge to conventional views 
which prevent progress. 

We conduct independent 
economic impact studies to 
inform evidence-based policy.
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We act as a critical friend,
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Our Insight Portal



The purpose of the Insight Portal
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One way we fulfil our mission is through providing financial services
providers with unique data and analysis. 

Our data, available primarily through our Insight Portal, is relied upon 
by businesses and policymakers from across financial services. 
The Insight Portal contains a significant variety of data, as well as time-
series analysis stretching back as far as 10 years. 

•This data underpins our endorsements and ribbons, product ratings and 
– ultimately – our public policy positions. 

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

• Product data on over 10,000
products from more than 30
sectors

•

•Consumer experience data, from 
our twice-yearly survey of 10,000 
customers

Transparency analysis, 
containing analysis of firms’ 
purchase journeys and key 
documents 

•

•

•
•Complaints analysis, 

benchmarking firms’ FOS 

complaint uphold rate against
their peers

Document library, allowing firms 
to easily track how their 
competitors are changing their 
products and see best practice
Fair value reports, benchmarking 
product features, pricing, and 
service metrics against the rest of 
the market
Consumer understanding tools, 
Such as our document analyser
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Polling data (1)
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Our polling data is updated every six months. We have these
metrics for dozens of brands, broken down by demographic:

•

•

•

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

Data on why customers picked a provider (e.g. because of
price on PCWs, because of reputation etc)

•

•

•

•
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Customer satisfaction over time (car insurance)



Polling data (2)
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Data on why customers picked a provider (car insurance) Value for money scores over time (pet insurance)



Polling data (3)
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Customer satisfaction over time (car insurance) Net satisfaction with product features (pet insurance)



Polling data (4)

© Fairer Finance | fairerfinance.com | Strictly confidential 10

Trust by age demographic (bank accounts) Trust by respondent financial security (bank accounts)



Transparency analysis 
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Our portal provides bespoke feedback on how
providers can improve their purchase journey and
terms and conditions/policy wordings, to make
them more transparent and improve customer
understanding.

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

11

•

•

Transparency analysis with examples of best practice for car insurance



Document analysis
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Part of the document analysis feedback screen



Market changes
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•With our market changes tool, users can get an 
email whenever a provider updates one of their
products.

•Our researchers constantly monitor the market to 
look out for changes. Whenever a product is
updated, users will get an email summarising the
change.

•The market changes feed can be filtered by 
provider or product features. Reports can be
saved and accessed on the Insight Portal.
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The market changes feed in 0% balance transfer credit cards.



Product Comparison Tool
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Our product feature comparison tool lets users
easily compare products on their various features. 

Users can see what the market average is and 
what the best and worst products are for every
feature.

This allows users to benchmark products against
competitors and the market as a whole. 

The output of the tool can be exported as an Excel
file.
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• Comparing ‘Gold’ products (travel insurance)



Product Ratings Data (1)
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Users can also view our product ratings in detail
via the Insight Portal. This lets them see how they
can improve in our star ratings. 

Our ‘performance against average’ barometer
allows users to easily see which product features
are above or below the market average, and how
far.
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Product rating data for Tesco Gold Car Insurance



Product Ratings Data (2)
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Comparing ‘Gold’ products (car insurance) Using the ‘compare’ button to see the distribution of cover levels for a product
feature (cover limit for stolen keys in car insurance)



Data Explorer (1)
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Our Data Explorer allows users to export a full or
filtered data set for all product types where we
have data

The output can be filtered by product feature

The output can be exported into an Excel file
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Interface for the Data Explorer



Data Explorer (2)
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Output of the Data Explorer



Document Analyser
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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.
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Output of the document analyser
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Document library
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Our document library is an up-to-date
archive of thousands of policy wordings
and terms and conditions documents.

Users can filter by provider and product
type.

Users can also filter by ‘best practice’
(such as ‘few jargon terms’, ‘good use of
colour’, ‘low reading grade’, ‘good use of
icons’) to see how providers are writing
and designing documents to improve
customer understanding.

All documents can be viewed and
downloaded as pdfs.

20

•

•

•

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



Fair Value reporting (1)
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Our Fair Value Reporting allows users
to benchmark their products on
comprehensiveness, price and service.

Our service data comes from our twice-
yearly polling. 

Price data is either collected internally
or provided by Consumer Intelligence.

Comprehensiveness data is based on
our assessment of product features.
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A Fair Value report for AXA car insurance



Fair Value reporting (2)
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Detail of how comprehensiveness scores are calculated (car insurance)



Fair Value reporting (3)
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A Fair Value results table, showing comprehensiveness and price (dog insurance)



Insights Feed
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Our Insights Feed section allows users
to see what providers are doing. 

It includes changes to assist with
consumer understanding or consumer
support, significnt product changes
and pieces of analysis by our
researchers.

It also acts as a news feed for new
initiatives by firms, such as those
intended to improve outcomes for
vulnerable customers. These updates
can be filtered by product category
and brand
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