
This report looks at the following areas:

•• Leading financial services brands in terms of usage.
•• How leading financial services brands perform in terms of trust,

differentiation, satisfaction and likely recommendation.
•• The top-scoring financial services brands for particular attributes including

ethics, customer service, competency and reliability.
•• The best performing financial services brands on traits including

progressiveness, rewarding loyalty, innovation and helpfulness.

The financial services sector can be difficult and often confusing for consumers
to navigate - even more so during periods of financial instability. Consumers
are warier than ever due to the cost-of-living crisis, strengthening the position
of brands with a strong reputation. Established brands are also well-positioned
to experience high engagement as consumers will be more inclined to stick
with what they know.

In times of uncertainty, consumers will look for advice and guidance to help
them make the most educated decision to meet their specific requirements.
Price comparison websites play a significant role to play in helping cost-
conscious consumers find money saving options.

Brands that are seen as progressive tread a fine line of tempting consumers
into experimenting with newer approaches without creating a sense of
vulnerability. That can be a particular problem for disruptor brands as
established names often carry more credibility, irrespective of whether this is in
fact the case. Brands that are seen as helpful and that put consumers first are
more likely to gain trust, a crucial metric in the financial services sector.

Rewarding loyalty is not necessarily something the financial services sector is
known for - therefore those that are able to stand out on this front can get
ahead of competitors in the same industry. Price comparison website Compare
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“The financial services sector
is put under more scrutiny
during periods of financial
uncertainty. Consumers will
look for assistance from
brands to guide them through
this cost-of-living crisis and
help them make better
decisions that will benefit
them financially.”
– Luke Santos, Household
Care and Brand Analyst,
August 2023
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the Market offers a wide range of rewards, which actively contributes towards
its high level of usage.
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Figure 10: Top brands in the financial services sector, by
agreement with “a brand that rewards loyalty”, 2021-23

• Revolut’s crypto revolution
• Questions remain around the safety of disruptor brands

Figure 11: Top brands in the financial services sector, by
agreement with “progressive”, 2021-23

• PCWs dominate ‘helpful’ metric
Figure 12: Top brands in the financial services sector, by
agreement with “helpful”, 2021-23

• Price comparison websites feature high usage during cost-
of-living crisis
Figure 13: Top brands in the financial services sector, by
usage in the last 12 months, 2021-23

• PayPal tops usage in the last 12 months

• Legacy brands garner consumer confidence
Figure 14: Top brands in the financial services sector, by
agreement with “A brand that I trust”, 2021-23

• Online services score well for excellent reviews
Figure 15: Top brands in the financial services sector, by
excellent reviews, 2021-23

• Klarna’s consumer-centric offerings
Figure 16: Top brands in the financial services sector, by likely
recommendation, 2021-23

• Consumers will commit to brands they trust
Figure 17: Top brands in the financial services sector, by
commitment (net of “I prefer this brand over others” and “this
is a favourite brand”), 2021-23

• Moneybox aims to stand out amongst younger consumers
Figure 18: 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”), 2021-23
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• Money Saving Expert’s ethical perception is formed through
honesty
Figure 19: Top brands in the financial services sector, by
agreement with “ethical”, 2021-23

• Klarna combats credit criticisms

• The digitalisation of customer service
Figure 20: Top brands in the financial services sector, by
agreement with “a brand that has great customer service”,
2021- 23

• PCWs supports all customers…
• …but Post Office’s local presence makes a difference

Figure 21: Top brands in the financial services sector, by
agreement with “a brand that treats its customers fairly”,
2021- 23

• More frequent interaction allows for evidence of
competence
Figure 22: Top brands in the financial services sector, by
agreement with “competent”, 2021-23

• Aviva helps piece financial puzzles together
Figure 23: Top brands in the financial services sector, by
agreement with “reliable”, 2021-23

• Consumer have high engagement with reliable brands

• Compare the Market’s vast reward offering
Figure 24: Top brands in the financial services sector, by
agreement with “a brand that rewards loyalty”, 2021-23

• Revolut’s crypto revolution
Figure 25: Top brands in the financial services sector, by
agreement with “progressive”, 2021-23

• Questions remain around the safety of disruptor brands

• PCWs dominate ‘helpful’ metric
Figure 26: Top brands in the financial services sector, by
agreement with “helpful”, 2021-23

ETHICAL FINANCIAL SERVICES BRANDS

CUSTOMER SERVICE IN FINANCIAL SERVICES

COMPETENCY AND RELIABILITY IN FINANCIAL SERVICES

LOYALTY IN FINANCIAL SERVICES

INNOVATIVE BRANDS IN FINANCIAL SERVICES

HELPFUL BRANDS IN FINANCIAL SERVICES

Brand Overview: Finance - UK - 2023

Report Price: £2195 | $2995 | €2600

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

© 2023 Mintel Group Ltd. All Rights Reserved. Confidential to Mintel.reports.mintel.com

What's included
Executive Summary

Full Report PDF

Infographic Overview

Powerpoint Presentation

Interactive Databook

Previous editions

Did you know?
This report is part of a series
of reports, produced to
provide you with a more
holistic view of this market.

All Mintel 2020 reports
contain specific COVID-19
related research and
forecasts. The world’s
leading brands rely on
Mintel reports for the most
complete, objective and
actionable market
intelligence.

Buy this report now
Visit

EMEA

Brazil

Americas

China

APAC

store.mintel.com

+44 (0) 20 7606 4533

0800 095 9094

+1 (312) 943 5250

+86 (21) 6032 7300

+61 (0) 2 8284 8100

/reports.mintel.com//display/store/1155179/


• Abbreviations

APPENDIX – DATA SOURCES, ABBREVIATIONS AND
SUPPORTING INFORMATION

APPENDIX – BRANDS COVERED
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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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