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“Loyalty is a confusing concept for consumers. There is
indecision as to how to best measure loyalty and how it

should be rewarded. This causes challenges for providers
as it is difficult for them to devise loyalty strategies which

will be popular with customers.”
– Deborah Osguthorpe, Head of UK Financial

Services Research

This report looks at the following areas:

• Shopping around is a valued activity, but clear and tangible benefits are needed to make
consumers switch

• Consumers will embrace online service, but the bonds with brands will weaken
• Consumers are confused about loyalty

Financial services companies have a poor reputation for rewarding their customers’ loyalty in
comparison to other industries. This is, in part, linked to the lack of trust between consumers and
finance providers as a result of the numerous malpractice and mis-selling scandals over the years.
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DID YOU KNOW? This report is part of a series of reports, produced to provide you with a
more holistic view of this market

reports.mintel.com © 2016 Mintel Group Ltd. All Rights Reserved. Confidential to Mintel.

http://reports.mintel.com//display/store/747581/
mailto:reports@mintel.com


Table of Contents

Overview

Executive Summary

Issues and Insights

The Consumer – What You Need to Know

Loyalty across Different Industries

Switching Activity

Influence of Online Services

Attitudes towards Loyalty and Online Services

Attitudes towards Loyalty in Financial Services

Consumer Understanding of Loyalty

Appendix – Data Sources, Abbreviations and Supporting Information

Report Price: £1750.00 | $2834.04 | €2223.04

Loyalty in Financial Services - UK - February 2016

The above prices are correct at the time of publication, but are subject to
change due to currency fluctuations.

BUY THIS
REPORT NOW

VISIT: store.mintel.com
CALL: EMEA +44 (0) 20 7606 4533 Brazil 0800 095 9094
Americas +1 (312) 943 5250 China +86 (21) 6032 7300
APAC +61 (0) 2 8284 8100
EMAIL: reports@mintel.com

http://reports.mintel.com//display/store/747581/
mailto:reports@mintel.com

	Loyalty in Financial Services - UK - February 2016
	Report Price:
	The above prices are correct at the time of publication, but are subject to change due to currency fluctuations.

	Table of Contents
	Overview
	Executive Summary
	Issues and Insights
	The Consumer – What You Need to Know
	Loyalty across Different Industries
	Switching Activity
	Influence of Online Services
	Attitudes towards Loyalty and Online Services
	Attitudes towards Loyalty in Financial Services
	Consumer Understanding of Loyalty
	Appendix – Data Sources, Abbreviations and Supporting Information



