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This report looks at the following areas:

- The leading financial services brands on metrics like usage, trust,
preference, differentiation, and satisfaction and recommendation.

- The top-scoring brands for particular attributes including ethics, customer
service, competency and reliability.

« The standout brands on traits including progressiveness, rewarding loyalty,
innovation and helpfulness.

The financial services sector is a relatively difficult one fo navigate for
consumers in ferms of ethical behaviours; indeed, 65% of all adults say that they
find it hard fo understand the impact the financial services sector has on the
environment. Brands that are seeking fo improve their environmental
credentials will need fo invest in communication strategies to ensure that
consumers are aware of the lower impact that their services have.

Consumers are set fo face some difficult choices over the coming months with
energy bills rising, inflation biting and interest rates set to creep upwards.
Financial services brands will come to the fore over this period, with a huge
responsibility to help consumers as much as possible. Brands like
MoneySavingExpert, which is a highly trusted resource of information, will widen
its reach, while price comparison sites’ reputation for helping to save money will
encourage greater usage.

Brands in the financial services sfill struggle to fully convince consumers that
they reward loyalty, even despite regulation attempting fo help existing
consumers get better tfreatment. Going forwards, consumers will be more
conscious of fairness and equality in how financial services brands freat their
customers, indicating a way in which brands can stand out from others.

Robo-investment platforms are showing signs of potential growth over the
coming years. 23% of adults without investment products say they are likely to
start in the next year, while brands including Moneybox, Al Bell Youinvest and

are subject to change due to currency fluctuations.

“Financial services brands will
play an increasing role in
consumer lifestyles as the cost
of living rises, inflation bites
and as interest rates continue
to creep upwards.”

- Richard Hopping, Director
of Household Care Insights,
EMEA, August 2022

Buy this report now

Visit store.mintel.com

EMEA  +44 (0) 20 7606 4533

Brazil 0800 095 2094

Americas +1(312) 943 5250

China  +86 (21) 6032 7300

APAC +61(0) 2 8284 8100

reports.mintel.com © 2022 Mintel Group Ltd. All Rights Reserved. Confidential to Mintel.


/reports.mintel.com//display/store/1101807/

Brand Overview: Finance - UK - 2022 M i NTEL

Report Price: £2195 | $2995 | €2600

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

Wealthify are also some of the top brands of preference among those who
have heard of them and included in the fop performers for excellent reviews
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MoneySavingExpert has the opportunity to reach more
consumers

Figure 1: Top brands in the financial services sector, by usage
in the last 12 months, 2020-22

Price comparison sites will maintain high usage as cost
focus grows

Post Office is critical to future branch access

Figure 2: Top brands in the financial services sector, by
agreement with “A brand that | trust”’, 2020-22

Financial services brands are largely seen as satisfactory
Figure 3: Top brands in the financial services sector, by
excellent reviews, 2020-22

Monzo comes highly recommended by users

Figure 4: Top brands in the financial services sector, by likely
recommendation, 2020-22

Investment brands have room to grow

Figure 5: Top brands in the financial services sector, by
commitment (net of “I prefer this brand over others” and “This
is a favourite brand”), 2020-22

PayPal stands out from the crowd

Other brands seek to replicate Klarna's unique proposition
Figure 6: Top brands in the financial services sector, by
differentiation (net of agreement with “It's a unique brand”
and “It somewhat stands out from others”), 2020-22

Brand reputation

Ethics in the financial services field

Prepare for greater consciousness of ethical investments
Figure 7: Top brands in the financial services sector, by
agreement with “Ethical”, 2020-22

Post Office goes beyond others on customer service

Figure 8: Top brands in the financial services sector, by
agreement with “A brand that has great customer service”,
2020-22

Fairness and equality are of great concern to consumers
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Figure 9: Top brands in the financial services sector, by
agreement with “A brand that treafts its customers fairly”,
2020-22

* MoneySavingExpert plays a critical role in consumer
lifestyles
Figure 10: Top brands in the financial services sector, by
agreement with “Competent”’, 2020-22

« Consumers are largely confident in financial services
brands...

« ...but it remains a challenge for smaller brands to reassure
consumers
Figure 1: Top brands in the financial services sector, by
agreement with “Reliable”, 2020-22

* Rewarding loyalty is important to deter switching
Figure 12: Top brands in the financial services sector, by
agreement with “A brand that rewards loyalty”, 2020-22

- Digital-only brands are seen as more progressive by
consumers

= Revolut provides greater flexibility around access to money
and payments
Figure 13: Top brands in the financial services sector, by
agreement with “Progressive”, 2020-22

» Websites offer financial assistance

* Nationwide has announced it will keep branches open
Figure 14: Top brands in the financial services sector, by
agreement with "Helpful”, 2020-22

BRAND USAGE

* MoneySavingExpert has the opportunity to reach more
consumers
Figure 15: Top brands in the financial services sector, by
usage in the last 12 months, 2020-22

* Price comparison sites will maintain high usage as cost
focus grows

* Visa and Amazon resolve their dispute

TRUST IN FINANCIAL SERVICES BRANDS

= Aviva and Direct Line are trustworthy brands

» Brands attempt to boost trust via ethical means
Figure 16: Top brands in the financial services sector, by
agreement with “A brand that | trust”, 2020-22

« Post Office is critical to future branch access

» Insurance brands face questions around fairness
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BRAND SATISFACTION AND RECOMMENDATION

Financial services brands are largely seen as satisfactory
Robo-investment brands stand to gain

Figure 17: Top brands in the financial services sector, by
excellent reviews, 2020-22

Monzo comes highly recommended by users

Figure 18: Top brands in the financial services sector, by likely
recommendation, 2020-22

BRAND PREFERENCE

Investment brands have room to grow

Figure 19: Top brands in the financial services sector, by
commitment (net of “I prefer this brand over others” and “This
is a favourite brand”), 2020-22

Banking service brands still benefit from switching inertia

Focus on price for financial services products is high

BRAND DIFFERENTIATION

PayPal stands out from the crowd

Figure 20: Top brands in the financial services sector, by
differentiation (net of agreement with “It's a unique brand”
and It somewhat stands out from others”), 2020-22

Other brands seek to replicate Klarna's unique proposition

ETHICAL FINANCIAL SERVICES BRANDS

Ethics in the financial services field

Figure 21: Top brands in the financial services sector, by
agreement with “Ethical”, 2020-22

Prepare for greater consciousness of ethical investments
Consumers want sustainable decisions to provide financial
rewards

MoneySavingExpert's ethical perception is formed through
honesty

CUSTOMER SERVICE IN FINANCIAL SERVICES

Post Office goes beyond others on customer service
Figure 22: Top brands in the financial services sector, by
agreement with “A brand that has great customer service”,
2020-22

Fairness and equality are of great concern to consumers
Figure 23: Top brands in the financial services sector, by
agreement with “A brand that treats its customers fairly”,
2020-22
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COMPETENCY AND RELIABILITY IN FINANCIAL SERVICES

MoneySavingExpert plays a critical role in consumer
lifestyles

Figure 24: Top brands in the financial services sector, by
agreement with “Competent”, 2020-22

Consumers are largely confident in financial services
brands...

...but it remains a challenge for smaller brands to reassure
consumers

Figure 25: Top brands in the financial services sector, by
agreement with “Reliable”, 2020-22

LOYALTY IN FINANCIAL SERVICES

Rewarding loyalty is important to deter switching
Figure 26: Top brands in the financial services sector, by
agreement with “A brand that rewards loyalty”, 2020-22
Compare the Market scores highest on loyalty

Aviva boosts loyalty reputation through AvivaPlus
Savings providers use prize draws to attract and retain

customers

INNOVATIVE BRANDS IN FINANCIAL SERVICES

Digital-only brands are seen as more progressive by
consumers

Figure 27: Top brands in the financial services sector, by
agreement with “Progressive”, 2020-22

Consumers need some reassurance to use disruptor brands
NatWest looks to social media influencers to engage
younger audience

Revolut provides greater flexibility around access to money
and payments

HELPFUL BRANDS IN FINANCIAL SERVICES

Websites offer financial assistance

Figure 28: Top brands in the financial services sector, by
agreement with “Helpful”, 2020-22

Cost of living will put greater focus on providing help
Nationwide has announced it will keep branches open
The pandemic encourages adaption of banking help

Insurance brands find new ways to help consumers

APPENDIX - DATA SOURCES, ABBREVIATIONS AND
SUPPORTING INFORMATION

Abbreviations
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About Mintel

Mintel is the expert in what consumers want
and why. As the world’s leading market

intelligence agency, our analysis of
consumers, markets, product innovation and
competitive landscapes provides a unique
perspective on global and local economies.
Since 1972, our predictive analytics and
expert recommendations have enabled our
clients to make better business decisions faster

Our purpose is to help businesses and people
grow. To find out how we do that, visit
mintel.com.
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