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The best of British banking

Foreword

Basic bank accounts are an example of how 
the financial services industry can get it right. 
Initiated by the Financial Inclusion Taskforce 
in 2003 to tackle the problem of financial 
exclusion, basic bank accounts have 
succeeded in bringing the benefits of a bank 
account to millions of UK consumers. As 
our report shows, a fifth (20 per cent) of the 
adult population state a basic bank account 
is their only or main account. 

A bank account today is an essential 
product and everyone needs the option of 
having an account which, as a minimum, 
lets them access their money safely and 
conveniently, make payments and receive 
their salaries and any benefits. This report 
emphasises the success of the basic bank 
account, reveals high levels of satisfaction 
and looks closely at why the product has 
proved so successful with consumers. 

This research report finds that while no 
substantial changes are needed to the 
current product format, a combination 
of attributes already offered by different 
providers could form the basis for a standard 
product that meets the majority of consumer 
needs. The report also sets out how the 
product could be made more attractive 
so we can encourage existing basic bank 
account holders to make more use of their 
account and persuade those without an 
account to open one.

British banks should be proud of what they 
have achieved with basic bank accounts and 
although there are still nearly a million people 
without transactional bank accounts, the 
banking sector had been working to steadily 
reduce this figure.

Unfortunately there are dark clouds gathering 
on the horizon for the basic bank account – the 
hard won successes are now under threat as we 
see a reduction in utility of these bank accounts 
across the board. RBS has joined Lloyds Banking 
group in withdrawing access to the LINK network 
to withdraw cash and check balances. More 
recently the Cooperative Bank stopped offering 
bank accounts to undischarged bankrupts; 
leaving Barclays as the only provider to this 
customer group.

The reality is that the bank offering the best basic 
bank account in terms of its functionality and low 
charges will rapidly attract a large volume of new 
customers. However, as these products are less 
profitable for banks, they are wary of increasing 
their market share. Without intervention we fear 
that banks will start a race to the bottom which 
would result in less useful and/or more expensive 
bank accounts for low income consumers. This 
would have a disastrous impact on how consumers 
manage their money and may result in increased 
numbers of consumers without bank accounts. 

All banks must pull their weight in providing bank 
accounts for consumers in vulnerable positions. 
Voluntary agreement between the banks on a 
minimum specification for the basic bank account 
would be the most effective way of securing this 
product for the future and ensuring a level playing 
field between providers and thus inhibit the race 
to the bottom. 

Consumer Focus calls on industry to work 
together with Government and regulators to 
produce minimum standards for basic bank 
accounts to protect this product and ensure a fair 
approach to providing access.

Mike O’Connor 
Chief Executive
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Executive Summary 
 

Background and objectives 

 

Consumer Focus is the statutory consumer champion for England, Wales, Scotland and 

(for postal consumers) Northern Ireland. It was formed by The Consumers, Estate 

Agents and Redress (CEAR) Act 2007. Consumer Focus operates across the whole of 

the economy, persuading businesses, public services and policy makers to put 

consumers at the heart of what they do. This research project focuses on concerns 

within the organisation about the way banks are treating holders of Basic Bank 

Accounts (BBAs). 

 

BBAs were initiated by the Financial Inclusion Taskforce (FIT) in 2003 with the 

overarching aim to increase inclusion of citizens in the banking system and push down 

the number of consumers who are „unbanked‟. A crucial element in the design stage of 

BBAs was that banks were only bound to fulfilling two conditions in their offering: no 

cheque book and no access to overdraft facilities. It is estimated the number of BBAs 

grows by more than half a million a year. The number of unbanked consumers, 

however, has remained high. 

 

Consumer Focus believes that the increase in the number of these accounts comes 

predominantly from a range of other consumer groups outside the key target audience, 

such as full account holders who switch to a BBA and immigrants without a credit 

rating in the UK who are offered a BBA upon arrival. In addition, Consumer Focus has 

concerns about the way banks deliver their services to current BBA holders and the 

impact that this has on consumers. It is against this background that research was 

carried out to help Consumer Focus lobby effectively for the future of the BBA. 

 

Consumer Focus needed a deeper understanding about the nature of BBA holders and 

their experience of the account. This would allow the organisation to assess the 

suitability of the current (voluntary) arrangements around the design of the BBA, 

determine the account features that should be prescribed, if any, to ensure a minimum 

functionality and explore how BBAs could be made more appealing (and accessible) to 

consumers who remain currently unbanked but do want a bank account.  

 

The research programme 

 

The final research programme comprised four stages: 

 

Stage 1: Omnibus survey 

Consumer Focus commissioned the omnibus survey through TNS. Between 18 and 25 

January 2012 a total of 2,123 face-to-face interviews with adults aged 16+ were carried 

out across the UK and the results weighted to be representative of the UK adult 

population. The aim of this stage was to obtain a view on the overall structure of the 

BBA market. 

 

Stage 2: 8 exploratory depth telephone interviews 

The second stage of the research comprised a short series of telephone depth interviews 

ahead of the main stage of the research. Eight telephone depth interviews, each lasting 

between 20 and 30 minutes, were conducted with BBA holders and transactionally 

unbanked consumers between 10 and 13 January 2012. 
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The main aims were to obtain a first indication of the issues surrounding BBAs and 

being unbanked, to assess the terminology used by consumers around these topics and 

to explore whether the language being developed for the quantitative questionnaire 

needed revising. 

 

Stage 3: 1,001 face-to-face interviews in halls 

1,001 face to face interviews were carried out with consumers who were categorised as 

being within either of two main target groups: BBA holders and transactionally 

unbanked consumers, including consumers with a BBA only but who do not use it 

(dormant BBA). 

 

This stage included a stated preference/trade off approach designed to explore the key 

features required from a BBA. The approach contained an exploration of how different 

formulations of the BBA product could lead to a change in market response.  

 

The interviews, which took place in selected locations in England, Scotland and Wales 

between 31 January and 12 February 2012, were administered on PDAs. This provided 

the additional benefit of automatically routing questions which reduces the potential for 

interviewer error and increases the quality of the interviewing.  

 

Stage 4: 13 face to-face (in-home) depth interviews 

The final stage of the research programme consisted of a series of in-home depth 

interviews which allowed the project team to explore in more detail certain issues, draw 

up pen portraits of each consumer that included information about their personal living 

circumstances and the areas they live in. A total of 13 in-home depth interviews with a 

mix of BBA holders and transactionally unbanked consumers were conducted between 

15 and 22 March 2012.  

 

Research findings 

 

Basic Bank Account experience 

 

The main reasons for opening a basic bank account are of a pragmatic nature and focus 

on getting salary or benefits paid in. Few consumers open the account to avoid charges 

or actively pursue a BBA. In this respect it should be noted that most consumers 

actually use the term current account for their BBA; for them it is often simply a current 

account without an overdraft (or a chequebook). In addition, banks also don‟t use the 

term Basic Bank Account for BBAs but rather use their own branded accounts, for 

instance the Barclays Cash Card Account or Halifax Easy Cash. 

 

Besides seeing the BBA as a vehicle to get their wages or benefits paid in, the absence 

of an overdraft (and hence the potential to avoid charges), and the fact that the account 

helps them manage their money and keep their finances under control are also 

mentioned as important elements.  

 

Satisfaction with its usefulness in daily life and the ease of using a BBA is very high but 

there is a small group of dissatisfied consumers who could benefit from changes to 

BBAs. Dissatisfaction is often related to charges for rejected Direct Debits and a feeling 

that, if the Direct Debit is not paid out, there is also no need to charge the customer. 
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Despite having a bank account, and 78 per cent stating that they hold a debit card, many 

BBA holders still pay a lot of their expenses by cash. A majority of the research 

participants pay cash for their grocery shopping and other regular expenses. As a result 

of being on prepayment meters for fuel, many also pay this by cash. The main reasons 

for paying cash are that the consumer is used to doing so and that there is a fear of fraud 

when using a debit card. 

 

In the first instance, there seem very few concerns about BBAs among holders of these 

accounts. The vast majority say that they don‟t have any concerns at all. Those that do 

have concerns mostly state various types of charges and an associated perceived lack of 

control over their money as the main ones. In the qualitative research, when pressed on 

the subject, it became clear that the fact that the time it can take for payments to go 

through and/or show up on the account is seen as annoying and sometimes this causes 

money management problems.  

 

The importance and appeal of account features 

 

A series of possible BBA features was tested among current BBA holders and 

transactional unbanked consumers inclined to open a bank account. Whilst there are 

differences between the two segments, the provision of a debit card is the highest valued 

feature amongst both customer segments. 

 

The differences between the two segments are more evident when the importance of the 

other features is explored.  

 

Among BBA holders, having a debit card dominates totally and is valued almost three 

times as highly as the second highest valued feature – having unlimited face to face 

access to any branch of their own bank plus internet and phone options for transactions 

(in relation to a base of no such face to face opportunity at all). The third most highly 

valued feature is having no charges for unpaid items coupled with a £10 buffer for 

Direct Debits and credit.  

 

Among transactionally unbanked having a debit card is valued less than one and a half 

times the next most important feature, which is the ability to set up standing orders. 

 

Having unlimited face to face access (for transactions) to any branch and phone and 

ATM is on a par with not having any charges and a £10 buffer for Direct Debits and 

credit. These are the next most highly valued features. 

 

Neither segment sought Direct Debit availability which could be indicative of the 

concern over lack of control when this feature is activated. 

 

The broadest range of ATM access was valued by BBA holders (though not that highly) 

but was not at all by the transactionally unbanked who were content with local bank 

branch access. 

 

In conclusion 

 

The research suggests that no substantial changes are needed to the current BBA 

product format but that a combination of attributes already offered by BBA providers 

could form the basis for a product that meets the majority of consumer needs. 
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There are, however, some areas that could usefully be addressed to encourage existing 

BBA holders to make more use of their account and transactionally unbanked to open 

such an account.  

 

Including a debit card (or enhancing awareness of its availability) and addressing 

concerns about rejected Direct Debits are essential.  

 

A debit card provides consumers with a means to pay for higher priced items, avoiding 

the need to carry a lot of cash.  

 

Direct Debits are a cause for concern in more than one way. Not only do many perceive 

the charges to be high and to an extent unjustified, they are also what caused some 

consumers problems in the past (and are part of the reason they have a BBA or are 

transactionally unbanked). 

 

Having face to face access to branch staff is an important feature for BBA holders. Even 

if there is evidence to suggest that they don‟t go into the branch very often for 

transactions, they value the opportunity to be able to do so as needed. 
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1. INTRODUCTION 

1.1 Background 

Consumer Focus is the statutory consumer champion for England, Wales, Scotland and 

(for postal consumers) Northern Ireland. It was formed by The Consumers, Estate 

Agents and Redress (CEAR) Act 2007. Consumer Focus operates across the whole of 

the economy, persuading businesses, public services and policy makers to put 

consumers at the heart of what they do. 

 

Basic Bank Accounts (BBAs) were initiated by the Financial Inclusion Taskforce (FIT) 

in 2003 and developed jointly by retail financial institutions and the government. The 

overarching aim of BBAs was to increase inclusion of citizens in the banking system 

and reduce the number of consumers who are „unbanked‟. The movement to „bank 

only‟ payments for the majority of state benefits was a key driver behind BBAs.  

 

A crucial element in the design stage of BBAs was that banks were only bound to 

fulfilling two conditions in their BBA offering:  

 

 no cheque book 

 no access to overdraft facilities.  

 

In other words, banks were (and are) free to design the accounts as they saw (see) fit 

beyond these two conditions. 

 

It is estimated that there are 8.4 million1 BBAs and that the number grows by more than 

half a million a year.  

 

The number of unbanked consumers, however, has remained high as shown in Figure 1 

below. 

 
Figure 1: Unbanked without access to transactional account2 

 

Year 

Households without 
transactional account- 
Positively affirmed no account 
(000, % of total) 

Adults without transactional 
account- Positively affirmed no 
account 
(000, % of total) 

2008/9 1,140 (4%)  1,540 (3%) 

2007/8 1,280 (5%) 1,750 (4%) 

2006/7 1,410 (5%) 1,920 (4%) 

2002/3 2,570 (10%) 3,570 (8%) 

 

Consumer Focus believes that the increase in the number of these accounts comes 

predominantly from a range of other consumer groups outside the key target audience, 

such as: 

 Full account holders switching to a BBA for fear of high overdraft charges 

 Immigrants without a credit rating in the UK who are offered a BBA upon arrival to 

reduce credit risks to banks 

                                                 
1 British Banking Association‟s Abstract of Banking Statistics 2010 
2 Financial Inclusion Taskforce paper “Banking Services and Poorer Households”, December 2010 
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 Students who prefer a „safe account‟ whilst they are not yet earning 

 School leavers.3 

 

Research by FIT also showed that 52 per cent of unbanked consumers would like to 

have a bank account and it is this statistic that raised further concerns within Consumer 

Focus about whether BBAs were being appropriately designed for (and offered to) the 

actual target group.  

 

In addition, Consumer Focus is concerned about the way banks deliver their services to 

current BBA holders and the impact that this has on consumers. For instance, RBS 

(including RBS, NatWest and Ulster Bank) recently announced that its BBA customers 

will no longer be able to withdraw cash through other ATMs in the LINK network, 

while Lloyds has never offered this functionality.  

 

There are also concerns around so-called „unpaid item charges‟ (rejected Direct Debits) 

for which all banks, apart from HSBC4, charge. It is believed that 40 per cent of newly 

banked consumers suffer a net loss as a result of unpaid item charges (on average £140 

per annum) and that, in part due to these issues, 15 per cent of those with a BBA do not 

use their account5, leaving this group effectively „transactionally unbanked‟. 

 

It is against this background that Consumer Focus wished to carry out research in order 

to help the organisation lobby effectively for the future of the BBA. 

1.2 Objectives 

The key issue that needed to be addressed was:  

 

Why are ever-increasing numbers of consumers served by BBAs, while a substantial 

proportion remain unbanked? 

 

Consumer Focus needed a deeper understanding about the nature of BBA holders and 

their experience of the account, to enable assessment of the suitability of the current 

(voluntary) arrangements around the design of the BBA. Particular attention needed to 

be paid to the experience of those who meet the definition of „exclusion‟ for whom the 

account was originally established. In addition, further understanding was needed into 

why the unbanked remain unbanked. 

1.3 Research objectives 

The research was required to: 

 

 Provide a detailed understanding of the consumer experience of the BBA 

 Determine the account features that should be prescribed, if any, to ensure a 

minimum functionality.  

                                                 
3 At the round table event after the quantitative main stage of the research, banks attributed the increase in 

these accounts in part to their own choice. Banks steer people into having BBAs because of poor credit 

ratings or because they were not confident in giving that consumer access to an account with an overdraft 

until they had built up a relationship with the bank (i.e. someone opening a first account or coming from 

another country).   
4 The account may be closed if any Direct Debit or standing order is refused three times 
5 Financial Inclusion Taskforce, 2010, Banking services and poorer households 



Accent  Page 9 of 165 
 

 Explore how BBAs could be made more appealing (and accessible) to consumers 

who remain currently unbanked but do want a bank account.  

 

Objective 1: Consumer experience of the BBA 
 

A measure of satisfaction with BBAs was needed as well as a detailed understanding of 

the vital characteristics of the account that are needed in any future development. The 

research was required to assess the experience of all BBA customers including the long 

term customers.   

 

Specifically, the research needed to provide the following information:  

 Profile of BBA holders and satisfaction levels with the account 

 Prioritisation of account features 

 Customers‟ impressions/concerns in terms of: 

 trust in the account 

 control of their money 

 clarity of how much the account will cost 

 the withdrawal of certain account features like ATM access 

 Likelihood of migrating to a full account, leaving their BBA dormant, or becoming 

unbanked 

 Details of BBA account 

 Which provider, and why? 

 Banking situation prior to obtaining a BBA 

 Reasons for choosing a BBA rather than a full account, or a Post Office Current 

Account (POCA) 

 Intention to return or move to a full current account in the (near) future 

 

Within BBA holders, a distinction needed to be made between those who had moved 

from other current accounts for the convenience of being able to avoid unauthorised 

overdrafts, those who were new to banking by virtue of a life stage transition (i.e. 

school leavers and students) and the true „target audience‟, the financially excluded and 

formerly unbanked who had come into banking via the BBA. 

 

Objective 2: What would make BBAs more appealing to the 
(transactionally) unbanked  
 

The second main objective focused on the transactionally unbanked population with the 

requirement being to understand what could make the BBA appeal to: 

 consumers who were transactionally unbanked but did want a bank account 

(estimated by FIT6 to be 52 per cent of the unbanked) 

 consumers with a „Dormant BBA‟ i.e. a BBA that they never used and no other 

transactional accounts 

 

The research was required to profile this unbanked group and cover the following 

issues: 

 Previous banking experiences (if any) 

 Reasons for being transactionally unbanked 

 Awareness of (other) bank account options  

                                                 
6 Financial Inclusion Taskforce, 2010, Banking services and poorer households 
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 Needs of a bank account 

 Factors that might influence inclination to open or use a transactional account 

operated by a High Street bank:  

 Changing life circumstances 

 Changing product design 

 Greater promotion of the BBA  

 Aspects of product design that could be amended to increase appeal to the unbanked 

with interest in becoming banked and to dormant BBA holders.  

 Estimate of the potential impact a revised product design would have on increasing 

„inclusion‟ 

 How many and what kind of unbanked people would be attracted to an improved 

product design? 

1.4 Methodology in brief 

A combined quantitative and qualitative approach was chosen for this project as was 

suggested in the original brief issued by Consumer Focus. 

 

Consumer Focus wished to conduct the quantitative research ahead of the qualitative 

research. A key reason for this was that the quantitative phase was required to provide 

robust data to be presented at a stakeholder round table event on 28 February 2012 in 

London at which time stakeholders would be invited to input into the development of 

the subsequent qualitative/depth interview stage. In addition to the quantitative and 

qualitative stages suggested by Consumer Focus in the original brief Accent 

recommended a short series of exploratory telephone depth interviews ahead of the 

quantitative stage. The objectives of this phase were for the key issues comprised in the 

subject matter to be established, to obtain insight into the language used and understood 

by the target sample, and to determine existing levels of knowledge and interest about 

the subject matter.  

 

During the set-up meeting with the Consumer Focus project team it became apparent 

that the proposed programme of research would leave one objective untouched.  

 

The research design at that stage was aimed at profiling BBA holders and the 

transactionally unbanked in terms of various characteristics such as demographics and 

attitudes to money management with the approach effectively being targeted at 

locations with a greater potential propensity of such consumers. It was recognised that 

such an approach could not, however, provide a reliable profile that could be seen as 

representative for all BBA holders.  

 

An additional research phase was included whereby Consumer Focus commissioned an 

omnibus survey to address the specific objective of profiling BBA holders and 

establishing the extent to which BBAs might be serving a market other than the one 

intended. The omnibus survey was carried out alongside the preliminary qualitative 

research.  
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The final programme comprised four stages: 

 

Stage 1: Omnibus survey 

Stage 2: 8 exploratory depth telephone interviews 

Stage 3: 1,001 face-to-face interviews in halls 

Stage 4: 13 face to-face (in-home) depth interviews 

1.5 Report structure 

The report comprises the findings from all stages of the research programme. These 

focus predominantly on the two main segments: BBA holders (without a current 

account) and the transactionally unbanked (who are interested in a current account). 
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2. MARKET STRUCTURE 

2.1 Introduction 

This section describes the overall market structure, based on the omnibus survey, and 

also details the structure of the sample obtained through the Accent quantitative 

research programme.  

2.2 Overall market structure for BBAs 

The omnibus survey findings show that, overall, 73 per cent of the GB sample hold a 

full current account with cheque book and overdraft facility, 31 per cent hold a basic 

bank account (BBA) and 8 per cent are transactionally unbanked (ie has neither).  

 

The estimate of 31 per cent holding a BBA comprises 22 per cent who initially claim to 

have this type of account plus a further 9 per cent who say they used to have a BBA but 

who, on further questioning, reveal they had not actually closed the account they „used 

to have‟ but that it is dormant.   

 

Among the 22 per cent who initially said they had a BBA, 15 per cent also have a full 

current account with a cheque book and overdraft facility. Of this group, 74 per cent say 

they regard the cheque book account as their main account. In other words, 20 per cent 

of the population state that their main or only account is a BBA. 
 
Figure 2: Accounts held and main account 
Base: All consumers (N=2,123) 

8

22

73

None of these

BBA

Current account

% Respondents

3% also 

have a 

current 

account

2% c/acc 

as main 

account

1% BBA 

as main 

account

20% say BBA is 

only or main 

account

 
 

Virtually all (93 per cent) of those who say they „used to have‟ a BBA now have a full 

current account with a cheque book. 

 

Overall, 12 per cent of the population holds both a full current account and a BBA.   

 



Accent  Page 13 of 165 
 

For all consumers who say that they either have now or „used to have‟ a BBA, half say 

it was their first ever account. In addition, 17 per cent say they have more than one 

BBA.  

 

Of the 22 per cent of the population with a live BBA, ie those who initially said they 

had this type of account, 9 per cent are students, 25 per cent are not working, 17 per 

cent are retired and the remainder either work full time (35 per cent) or part time (13 per 

cent). Whilst there are some differences, the employment profile of BBA holders shows 

clear similarities to the UK population as a whole (as compared in Figure 3). Whilst the 

proportion of non-working BBA holders is similar to the population as a whole, they 

have a younger age profile (as shown in Figure 4) and are thus less likely to be retired. 

 
Figure 3: Profile of all BBA holders compared to total population (Q1) 
Base: All consumers (N=2,123), all BBA holders (n=622) 
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Looking at income, there are some differences although not substantial ones. Among 

BBA holders, 42 per cent have a personal annual income of £10,000 or less whilst this 

is 35 per cent for the population as a whole.  

 

The omnibus findings also show that 6 per cent of BBA holders are non-UK nationals 

and, again, this is not significantly different from the population as a whole. 

 

Where the profile of BBA holders does differ, though, is in terms of age. BBA holders 

are more likely to be aged under 35 than the population as whole, as is shown in Figure 

6 below. 
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Figure 4: Age profile of all BBA holders compared to total population (Q1) 
Base: All consumers (N=2,123), all BBA holders (n=622) 
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Whilst recognising the differences in certain age categories, it can be said that the 

overall profile of BBA holders does not differ significantly from the population as a 

whole. And whilst this is by no means evidence that the account is not fit for purpose in 

terms of its key target group of financially excluded consumers, it may be an indication 

that BBAs appeal to a wider range of users than just the key target group.  

2.3 Sample demographics 

This section details the demographics of the sample in the main quantitative (hall test) 

stage.  

 

Eighty per cent of the consumers (800 in total) interviewed were recruited as Basic 

Bank Account (BBA) holders.  Some also have a full current account with cheque book 

and overdraft facility, but this group forms a smaller proportion of the BBA holder 

sample than it does in the population as a whole (based on the TNS Omnibus data): 7 

per cent versus 15 per cent. The reason for this finding might be that, as indicated 

through the omnibus survey results, some consumers do not remember accounts that 

may be dormant and hence do not mention them when asked. And, as opposed to the 

omnibus survey, consumers were not prompted specifically on the issue of dormant 

accounts. BBA holders with more than one account were asked to think about the one 

they used most often. 

 

The transactionally unbanked make up 20 per cent of the in the main quantitative stage. 

Half of these hold a POCA account.   
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There are two key sub-segments of consumers which are looked at in detail in this 

report. The first comprises BBA holders without a full current account who form 93 per 

cent (741 consumers) of all BBA holders interviewed. The other key sub-segment 

comprises the transactionally unbanked who have an interest in opening a current 

account. These make up just under half of all the transactionally unbanked who were 

interviewed (46 per cent - 93 consumers). 

 
Figure 5: Overview of key segments as part of the overall sample  
Base: All consumers (N=1,001) 

93 7All BBA holders

BBA without current account BBA with current account

46 54
All transactionally

unbanked

Transactionally unbanked interested in c/acc
Transactionally unbanked NOT interested in c/acc

 
 

These transactionally unbanked consumers and BBA holders are seen (in Figure 7) to 

have a similar age profile.  

 

There is, however, a gender difference with 58 per cent of the transactionally unbanked 

being males compared with 46 per cent of BBA holders. On average, BBA holders have 

a higher personal annual income than the transactionally unbanked, who are more likely 

to be unemployed.  

 
Figure 6: Demographic background 
  

 BBA holders without a full 
current account 
(n=741) 
% 

Transactionally unbanked 
interested in having a 
current account (n=93) 
% 

Male 46 58 

Female 54 42 

   

Age 

18-34 53 56 

35-54 32 32 

55 or over 14 12 
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Annual personal income 

Zero 1 4 

£1 - £10,000 44 72 

£10,001 - £15,000 17 6 

£15,001 - £20,000 10 3 

£20,001 - £25,000 4 1 

More than £25,000 4 0 

   

Main source of income 

Earnings from (self) employment 44 15 

State or other pension 8 2 

Job seekers allowance 16 47 

Other state benefits 24 29 

Investment income 0 2 

Other 3 2 

Husband/wife/partner 0 2 

Student loan/grant 4 0 

   

Employment status 

(Self) employed 44 15 

Retired 8 3 

Not working 47 80 

   

Occupation type 

Employed – full time 26 10 

Employed – part time 14 4 

Self employed 4 1 

Student 9 2 

Unemployed (seeking work plus 
other) 

22 53 

Look after home/children 5 10 

Retired 8 3 

Unable to work 10 15 

   

Household size (nr adults) 

One 37 49 

Two 38 33 

Three 13 10 

Four or more 11 7 

Number of children 

None 65 72 

One 19 10 

Two 9 15 

Three or more 6 2 

   

When opened BBA 

Less than 6 months ago 4 n/a 

7 – 12 months ago 6 n/a 

1 – 2 years ago 16 n/a 

3 – 5 years ago 16 n/a 

More than 5 years ago 57 n/a 
Figures do not always add up to 100 per cent as a proportion refused to say 
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2.4 Money management 

An important discussion that surrounds the use of a BBA centres on the degree to which 

users can and want to manage their money effectively. Around half of all consumers 

interviewed say they know how much money they have „within a pound or two‟. This 

proportion is higher among transactionally unbanked (51 per cent) than among BBA 

holders (43 per cent). Only 4 per cent of BBA holders and 8 per cent of transactionally 

unbanked say that they have no idea at all how much money they have. In both 

segments those aged 35-54 are most likely to say they know „within a pound or two‟.  

 
Figure 7: Awareness of personal money situation (Q62) 
Base: BBA holders without current account (n=741) and Transactionally unbanked but 
interested in a current account (n=93) 
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In both segments, 6 per cent say they do not have bills/credit commitments. A high 

proportion of those consumers who do have bill and credit commitments, 81 per cent of 

BBA holders and 70 per cent of transactionally unbanked, say they keep up with all 

bills and/or financial commitments though it may be a struggle from time to time. 

Nevertheless, this leaves a substantial proportion of consumers in these segments 

struggling constantly or falling behind.  

 

BBA holders aged 18-54 are more likely to struggle (from time to time) than those aged 

55 or older. For transactionally unbanked, the age based sample sizes are small (and too 

small for 55+) for firm conclusions to be drawn but the indications are that those aged 

35-54 struggle more often than those under 35. 
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Figure 8: Keeping up with bills and credit commitments (Q63) 
Base: BBA holders without current account (n=741) and Transactionally unbanked but 
interested in a current account (n=93) 
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Attitudes to saving and buying goods show some differences between BBA holders and 

transactionally unbanked consumers. A higher proportion of BBA holders, compared to 

the transactionally unbanked, say they are never late paying bills, are very organised in 

managing their money and are more a saver than a spender. On the other hand, the 

transactionally unbanked more often say that they prefer to buy on credit and are 

impulsive when it comes to buying things (even if they can‟t afford it). The overall 

pattern, however, is similar for both groups and clearly neither group would prefer to 

buy on credit. 

 
Figure 9: Attitudes to saving and buying goods (Q64) 
Base: BBA holders without current account (n=741) and Transactionally unbanked but 
interested in a current account (n=93) 

65

50

82

24

32

53

57

77

32

44

33

48

16

76

65

45

40

19

66

52

Impulsive (buy things even when can`t really afford)

Am more a saver than a spender

Prefer to buy on credit rather than wait &  save up

Am very organised managing my money day to day

Am never late at paying my bills

Impulsive (buy things even when can`t really afford)

Am more a saver than a spender

Prefer to buy on credit rather than wait &  save up

Am very organised managing my money day to day

Am never late at paying my bills

% Respondents

Disagree Agree

BBA Holders

Transactionally unbanked

 



Accent  Page 19 of 165 
 

 

The following quotes illustrate the creative ways of managing money and saving for 

expenses that came across: 

 

‘My neighbour upstairs she's a treasurer for a club just along the road, 

so any money what's spare I give it to her and she saves it up for us, 

January-December and then we just get it back off her. When I get my 

money and I get like £70 and we spend £40 of that on whatever, half of 

the rest goes towards Christmas and that. She runs a darts team, and so 

she puts it all, like the darts teams money she puts that aside.’  Male, 35-

44, Newcastle 

 

‘Well what I’ve actually done this time all my little ornaments there, 

they’ve all got little bits of money in so I put like 20s, 10s, 5s, 2p and 

when we say we’ll have a night out, I’ve got it all saved up there.  It 

doesn’t come out of my household money or anything you see so I tend to 

put money away for that.  If I know I’m going to have a night out or I 

want my hair done or my nails done, I’ll save it up.’ Female, 45-54, North 

Shields 
 

‘I'd save for Christmas. Normally around about August, something like 

that. So I just basically put money in a pot out there.’ Male, 18-24, Chester-

le-Street 
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3. BASIC BANK ACCOUNT USAGE, AWARENESS AND 

REQUIREMENTS 

3.1 Providers used 

The quantitative survey indicates (in Figure 11)  that Lloyds TSB is the most commonly 

used brand (20 per cent) with Barclays, Halifax, Santander and NatWest accounts also 

held by over 10 per cent. Combining the Lloyds Banking Group brands on the list 

shows that more than a third (38 per cent) of BBAs among the participants of the 

quantitative survey is held with this provider.  

 
Figure 10: BBA provider (Q4) 
Base: All BBA holders without current account (n=741) 
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By way of comparison, a report7 published by the Office of Fair Trading in 2010 

estimated that Lloyds Banking Group‟s (including Halifax and Bank of Scotland) 

market share of the retail banking market was 30 per cent and HSBC 14 per cent. These 

numbers (set out in Figure 11 below) would suggest that the former is over-represented 

in the BBA market while the latter is under-represented. 

 

                                                 
7 Review of barriers to entry, expansion and exit in retail banking – Office of Fair Trading, November 

2010  
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Figure 11: Personal current account market shares  
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Please note: the market share data shown here is based on the research sample and not necessarily an 

accurate representation of actual market share of basic bank accounts for each bank listed 

3.2 Reasons for opening a Basic Bank Account 

For a fifth of BBA holders the main reason they opened that account is because their 

employer wanted to be able to pay their salary into a bank account. A further 13 per 

cent state the main reason being that they started work and 11 per cent that they needed 

to open the account to be able to get benefits paid in.  

 

Many of the reasons given could be classified as passive or reactive reasons whereby 

consumers reacted to an event (such as starting a job or being told by an employer they 

need an account to get their wages paid in) and opened the account. Very few BBA 

holders say they opened the account to avoid charges or the temptation to go overdrawn. 

Only a small proportion of consumers would appear to have actively sought to open the 

BBA for reasons such as saving, avoiding carrying cash and building up a credit rating, 

all of which are mentioned by 1 per cent or less. Two per cent mention fear of overdraft 

charges and 3 per cent state that being unable to open a standard current account was 

the reason. The latter, however, could also be seen as a passive reason in cases whereby 

the consumer was directed towards a BBA by the bank.  

 

Figure 12, below, shows the main reason BBA holders mention for opening the account.  
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Figure 12: Main reason for opening BBA (Q8) 
Base: All BBA holders without a current account (n=741) 

4

2

2

2

2

2

2

3

3

4

7

7

11

13

21

0 10 20 30 40 50

Other, specify

Fear of overdraft charges

Had to provide account details to a 3rd party

Not good at handling money

Promotion by bank

To get debit card

No particular reason

Could not get a standard c/acc

Went to college

Recommended (friends, relatives, colleagues)

Avoid carrying cash

To save/for savings

To get benefits paid in

Started work

Employer wanted to pay direct to b/acc

% Respondents

All others 1% or less

 
 

The subsequent qualitative research also indicated that opening a BBA is mainly driven 

by the top three reasons shown in Figure 12, but that there is some ambiguity when it 

comes to the exact type of account that consumers seek to open.  

 

Based on this research it is clear that few consumers walk into a bank wanting to open a 

„basic bank account‟. Several consumers state that they were given a BBA because of 

their credit rating or because of other financial issues whilst others requested an account 

that does not have an overdraft facility. The perception of the consumer is often that the 

account is a current account without an overdraft (and chequebook) rather than 

specifically a BBA.  

 

‘I have a savings and a current account [with Nationwide]. I can’t go 

overdrawn, that’s what I want.  I don’t want overdrawn or interest or 

anything like that.  They specifically keep saying do you want to 

upgrade, do you want to upgrade but I don’t because I know the interest 

will start and fees will start so I try and be sensible.’ Male, 35-44, London 

 

‘I’ve only got a current account with NatWest at the moment. I did have 

quite a good bank account with HSBC but I was being charged too much 

if something didn’t come out on time, sometimes the companies wouldn’t 

pay the Direct Debit out the day we’d agree so they’d take it out the next 

day or the day before and that would cause me problems with the bank, 

£35 charges and things like that so I stopped using that bank and went 

with NatWest that said to me it’s only £10 charge if something like that 

happens.  Save £25 on that.’ Male, 25-34, Kent 
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‘Yes. Because it didn't have an overdraft and I didn't want a credit card. 

I know you can get a credit card, and you think right, I'll just use this 

and then you overspend. I've worked up here, I've moved down London, 

I've worked down in London 3 or 4 times, kept moving backwards and 

forwards, so it's always been there. Just didn't like credit cards. I've seen 

the mess it can get people in, like my mam before she passed away 12 

years ago, and me dad had to. I've never ever had one.’ Male, 35-44, North 

East 

 

A very small proportion (3 per cent) does not give any particular reason for opening the 

BBA.  

 

There are no significant differences in the reasons cited by age or gender.  

 

But there are differences by longevity of account. Those who had opened it in the past 

year are less likely than those who opened it longer than a year ago to have done so in 

order to get their benefits paid in. Five per cent of the former state this as a key reason 

while 13 per cent of those who opened the BBA one to two years ago and 16 per cent of 

those who opened the account three to five years ago give this response. Among those 

who opened it more than five years ago, however, the proportion drops again to 10 per 

cent.  

 

There are notable differences between BBA holders in England and Scotland. In 

Scotland, 22 per cent of BBA holders say the main reason to open it was to avoid 

carrying cash and 21 per cent that they started work. In England, however, 3 per cent 

and 10 per cent respectively mention these reasons but a much higher proportion 

mention other reasons, such as „to save/for savings‟ (8 per cent in England and 2 per 

cent in Scotland), not happy with previous bank (2 per cent in England but no mentions 

in Scotland) and „opened account as a child‟ (2 per cent in England but no mentions in 

Scotland). 

3.3 Importance of having a Basic Bank Account 

BBA holders most commonly say that the most important things about having a BBA 

are having wages or benefits paid in and the fact that there is no overdraft facility (and 

related charges). The findings are set out in Figure 13 and show the responses to two 

associated questions for ease of comparison. 
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Figure 13: Single most important thing about having a BBA (Q21) and other important 
things about having a BBA (Q22) Base: All BBA holders without a current account 
(n=741) 
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Combining the two responses „helps me manage my money‟ and „feel in control‟ places 

this management/control issue at the top of the „single most important‟ list (15 per cent).  

 

Only 39 BBA holders without a current account state that they have more than one 

BBA. Whilst this number is too small for statistical analysis, we can say that the main 

reasons they give for doing so are that they use the accounts for different things (15 

BBA holders) or that the original account did not meet their needs (eight BBA holders). 

3.4 Satisfaction with usefulness and ease of use 

In terms of its usefulness in everyday life the average rating (on a scale of one to ten) is 

7.8 while ease of use is rated 8.5 on average. There is, however, a small proportion of 

consumers who are dissatisfied and are looking for quite substantial improvements:  

 

‘When I've got 6 or 7 Direct Debits coming out traditionally banks will 

not pay these things if you haven't got a facility but they'll still charge 

you for them. And 6 or 7 in the account a month, twice, that's a lot of 

money, and then they say you owe us that money. I don't believe in 

paying for things I've not had. If they'd paid it, they'd have been fine, but 

they've not paid anything and they're still charging me for it. And I think 

one account [a current account he used to have] I think I owe about 

£380 for charges, which to me is trumped up money, they didn't do 

anything for it, they just turn, no we're not paying them, which is fine, 

but don't charge me.’ Male, 45-54, Kent 
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Figure 14: Satisfaction with BBA (Q15) 
Base: All BBA holders without a current account (n=741) 
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There are few significant differences by age, gender or other background characteristics 

on either question.  

 

Those aged 55+ are the most satisfied, compared to other age groups, with 37 per cent 

rating it 10 out of 10 for usefulness. Women also display a higher satisfaction than men 

on this measure (31 per cent vs 24 per cent). The same is true for ease of use, which 46 

per cent of women rate 10 out of 10, compared to 38 per cent of men. 

 

RBS (8.2) and Halifax (8.0) customers show the highest level of satisfaction for 

usefulness in everyday life but differences between different banks‟ customers are 

negligible across the board. The lowest average satisfaction rate for usefulness, for 

example, was 7.7 for Nationwide. 

 

The differences by bank are bigger, however, for „ease of use‟. On average, Halifax is 

rated 9.0 (with 48 per cent rating it 10 out of 10). On the other end of the scale, Bank of 

Scotland is rated at 7.9 out of 10.  

 

The main reasons given for any high ratings are that consumers find that particular 

account easy to access (through ATM and online) and generally easy to use 

(straightforward, convenient).  

3.5 Cash, debit card and Direct Debit usage 

The majority of BBA holders say that they mainly pay in cash for the weekly grocery 

shop and for other purchases such as transport, papers, cigarettes etc. Cash is also the 

most commonly mentioned method of payment for one-off large purchases and „regular 

bills, such as water, electricity etc‟ though this is not mentioned by a majority.  
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Direct Debit is used by 26 per cent of consumers for payment of regular bills while the 

debit card is mostly used for large one-off purchases and grocery shopping (cited by 45 

per cent and 29 per cent of consumers respectively). In total, 78 per cent of BBA 

holders without a current account say they have a debit card.  

 
Figure 15: Main method of Payments (Q12) 
Base: All BBA holders without a current account (n=741) 
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In the qualitative research BBA holders were questioned in detail about the drivers 

behind their choice of payment method. Those who predominantly pay by cash for the 

types of expenses described above do so because they are used to paying by cash, they 

are fearful of debit card fraud or because of a combination of the two. Some BBA 

holders are firm and purposeful cash users. They have always done this and they also 

feel that it helps them keep an eye on how much they have got left.  

 

‘When I go grocery shopping, I have a bank card which I haven’t 

actually used because somehow I’m used to paying cash and usually in a 

week, I don’t exceed the budget over £50 a week so most times I pay in 

cash, go to Sainsbury’s. My favourite shop is actually Lidl and I go to 

Lidl and I just pay cash and I just get my stuff out. I have current account 

and I have a savings account.’ Female, 45-54, London  

 

‘Just so that I’ve got cash in my pocket so I can pay my way and 

everything I’ve got on my plastic, I say plastic but it’s my debit card but 

everything I’ve got, I can pay on that, it’s in the bank, that’s your 

allocated bill money and there may be a bit of saving so my £500 is my 

spending money, that’s it.  My expenses and everything else have got to 

come out of that £500.  If it goes over that then I can’t really budget too 

well for bills and things like that. (Also) it’s safer, that’s what I think 

because you read so many stories about cloning at petrol stations and 

things like that and I have gone into petrol stations and things where the 

card machine is not working and they’ve got to swipe it and that’s sort of 
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made me a bit uneasy so then I will pay it out of cash out of my pocket.’  
Male, 25-34, London  

 

‘It's always been cash.’  Male, 25-34, North East  

 

This kind of attitude does mainly relate to grocery and other „everyday‟ expenses. The 

reason that other regular expenses such as fuel bills are paid in cash is because a large 

proportion of the target group appears to be paying for such services on prepayment 

cards and cards are generally not accepted for topping up their credit.  

 

‘We have to pay cash for that because most of the outlets will only take 

cash for it, you can't pay it with a card.’ Male, 45-54, London 

 

‘[To top up my gas and electrics], I will use cash because you can’t use 

your debit card to pay through these card things.  You have to use cash, 

it’s cash payment only.’ Male, 45-54, Kent 

 

Large expenses are more likely than other payments to be paid by debit card because 

consumers do not necessarily want to carry a lot of cash.  

3.6 BBA Usage Patterns 

When presented with six usage options 76 per cent of BBA holders say they use it to 

take out cash to pay for shopping – by far the most mentioned use of the account. Only 

36 per cent say they use the BBA to pay for shopping by card. Previously, in Figure 15, 

we saw that 29 per cent pay by card for groceries and 45 per cent pay by card for one 

off purchases. It could be concluded that consumers have differing perceptions of what 

„shopping‟ includes. For instance, some may feel that paying for a holiday or car 

insurance over the phone (and by card) is a large purchase but not shopping. 
 
Figure 16: What the BBA is used for (Q13) 
Base: All BBA holders without a current account (n=741) 
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Additionally, 75 per cent of BBA holders say that getting cash from a cash machine is 

what they use their BBA most often for (see Figure 17). Fifty per cent say that what 

they most often do with their account is check their balance and 45 per cent that they 

most often use it to pay for things with their debit card. Payments by Direct Debit (33 

per cent) are the next „most often used‟ feature.  

 
Figure 17: Things account most often used for (Q24)  
Base: All BBA holders (non-dormant) without a current account (n=739) 

3

7

20

30

33

45

50

75

0 10 20 30 40 50 60 70 80 90 100

Other, specify

Telephone banking

Internet banking

Withdraw cash at

counter in branch

Paying bills by Direct

Debit or standing order

Pay for things with

debit card

Checking my balance

Getting cash from a

cash machine

% Respondents

 
 

There are some clear differences by age (see Figure 18). Those aged 18-34 are far more 

cash machine focused when it comes to withdrawing cash than those aged 55+. For the 

former segment, 81 per cent say that they most often use their BBA to get cash from a 

cash machine which compares with 58 per cent within the older age group. Thirty five 

per cent of those aged 55+, however, say they most often use their BBA to withdraw 

cash over the counter at the branch, compared with only 27 per cent among the 18-34 

year olds. 
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Figure 18: Things account most often used for (Q24)  
Base: All BBA holders (non-dormant) without a current account (n=739) 
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BBA holders who say they check their balance generally keep a very close eye on their 

balance, with 76 per cent of them doing so at least once a week – 11 per cent check it 

daily, 35 per cent a few times a week and 30 per cent at least once a week. Younger 

BBA holders check their balance more regularly than those aged 35 or over. ATMs are 

instrumental in checking the balance on the account. Just under half of BBA holders 

identify this as their primary channel to check their balance.  

 
Figure 19: Method of checking balance (Q25)  
Base: All BBA holders without a current account who know how often they check their 
balance (n=371) 
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‘Cash point. If it's a big Asda or Sainsbury's there's always a cash point 

there so I'll go there first and see what I've got in there.’ Male, 45-54, Kent 

 

The figures above underline the importance of access to ATMs. They also reinforce 

concerns surrounding the recent initiative taken by RBS (including RBS, NatWest and 

Ulster Bank) that its BBA customers will no longer be able to withdraw cash through 

other ATMs in the LINK network, while Lloyds has never offered this functionality.  

 

In addition to inclusion in the stated preference exercise, a direct question was asked of 

all BBA holders to gauge the importance of this feature. The question was phrased as 

follows: How important is it to you that you are able to get cash out of any cash 

machine? 

 

Virtually all consumers (90 per cent) state that this feature is important (22 per cent) or 

very important (68 per cent). Younger consumers attach a higher level of importance to 

this feature than older consumers. 94 per cent of those aged 18-34 say it is important (21 

per cent) or very important (73 per cent) compared with 90 per cent (22 per cent 

important, 68 per cent very important) aged 35-54 and 75 per cent (25 per cent 

important, 50 per cent very important) for those aged over 55. 
 
Figure 20: Importance of being able to get cash out of any cash machine? (Q60) 
Base: All BBA holders without a current account (n=741) 
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BBA holders say they see their debit cards providing the following services:  
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Figure 21: Perceived cash machine functionality (Q20) 
Base: All BBA holders without a current account (n=741) 
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Most BBA holders think they can use any cash machine, or at least all bank cash 

machines.  A minority (11 per cent) think that they can only use their own bank‟s ATM. 

 

There are some differences by bank on this issue. Focusing, for instance, on the banks 

whose customers cannot get cash out of other banks‟ machines demonstrates that 48 per 

cent of RBS customers think they can get cash from other banks‟ machines. In the light 

of the bank‟s recent move which restricted its BBA holders to only the cash machines 

from the RBS Group it should be noted that the research could not establish from this 

questioning whether RBS customers, for instance, consider NatWest to be a different 

bank or not. Among NatWest customers, 64 per cent think they can get cash out of any 

cash machine or at least all other banks‟ machines. And it is a similar picture among 

Lloyds TSB (68 per cent) and Bank of Scotland (74 per cent) customers.  

 

BBA holders in Scotland state they have less functionality in terms of cash machines 

than those in England: 66 per cent of BBA holders in Scotland say they can use any 

cash machine or at least all other banks‟ machines compared with 75 per cent in 

England. 

 

This shows low awareness/understanding of the policy of restricted access. 

  

The perceived importance of being able to withdraw cash (and ideally from any cash 

machine), then, is not in doubt. It is, however, not clear whether it would drive BBA 

holders to switch banks or, indeed, whether it would hugely inconvenience them.  

 

‘Well I was with NatWest but they changed it so that I could only go to 

the cash point and use a card in NatWest and Royal Bank of Scotland 

cash machines and it was just a pain; it was a major pain so I changed 

banks.’ Female, 18-24, Kent 
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‘The only thing I’d change about it is I can’t use every cash point 

machine.  I can only use a Royal Bank of Scotland or a NatWest cash 

machine and that can be quite annoying if you're travelling about.  I 

travel quite a lot.  If I go to somewhere and there isn’t a Royal Bank of 

Scotland or a NatWest machine, I can’t get cash out so that was one of 

the main reasons why I do it straightaway.  Every time I get paid, I take 

£500 out so I’ve got it because wherever I am, I can’t rely on my card to 

get money out everywhere.  It has to be a certain bank and that can be 

quite.  A lot of them are Link machines; it doesn’t work in one of them.’ 
Male, 25-34, Kent 

3.7 Causes for concern 

Few BBA holders have substantive concerns about the account. In fact, the vast 

majority (82 per cent) has no concerns at all about their account. There are no 

significant differences by age, gender or nationality. Only 18 per cent do mention 

concerns and these are summarised in Figure 22. Only two per cent mention limited 

ATM access. 

 
Figure 22: Concerns about BBA (Q26)  
Base: All BBA holders without a current account (n=741) 
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The subsequent qualitative research reaffirmed that that there are few concerns about 

BBAs. Most consumers did not spontaneously express real concerns about their 

account. When pressed, some of the reasons outlined in Figure 22 again come out.  

 

‘Yes, the only thing is with the Direct Debits is that if they’re going to 

take it on the day they say then I wish they’d take it and not charge you 

because I think that’s a bit mean. But I haven’t really got any complaints 

about the account. The account’s been good for me and it’s got 

everything that I need.’ Male, 35-44, London 
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‘The money when I’ve paid for something on the card, it doesn’t always 

come out straightaway so that can be a bit confusing sometimes but 

because I’m quite careful with my money, I sort of account for that 

anyway.  No, it’s generally alright really.’ Female, 18-24, Kent 

 

Another issue that was mentioned quite regularly in the qualitative research is that of 

unpaid item charges (ie charges levied for a rejected Direct Debit). Some say that these 

charges are not fair and often do not do consumers any good in terms of keeping a grip 

on their spending. It is, however, mainly limited to those who have been charged for 

rejected Direct Debits. Those who haven‟t do not mention the possibility of being 

charged as a major concern. But clearly, for those affected by these charges it is a real 

concern and it often hampers them in their goal of stabilising their financial situation. 

 

‘Any machine, anywhere you was you could get your money out and I did 

love it for that fact but I just didn’t like the fact that they never told you 

what you had in your bank.  It felt like they kept from you. We’re not 

going to tell you you’ve got this; you’ve got this money in the bank.  Take 

it. Now they tell you that you haven’t really got it.  It’s not yours.  Snap!  

£35 and that just, I hated it.  I hated it.  £35 a charge every time that you 

went just for £10, even a penny over, they would charge you £35. That I 

never thought fair.  I thought you’ve got to have a £5 either way and I 

think NatWest have got that.  If anything like that ever did happen, 

they’ve got a leniency of £5 either way, £5 in, £5 out, they won’t charge 

you for that.  Once it goes over then it’s £10 every charge for something 

what you’ve got in there which is to me better, a lot better.’ Male, 25-34, 

Kent 

 

Looking at the perception of what happens in this regard, during the quantitative 

research 40 per cent of BBA holders say that their bank charges for rejected Direct 

Debit payments (so-called unpaid item charges) while 20 per cent say that their bank 

does not charge. There is a further 40 per cent who say that they do not know whether 

their bank charges for rejected Direct Debits.  

 

Levels of (perceived) knowledge are significantly higher for those aged under 55 (44 

per cent) than for those aged 55 or over (22 per cent). It is not clear, however, what the 

reason for this is. It is possible that younger age groups have more experience iwith 

these charges than those aged 55 or over. 
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Figure 23: Whether bank imposes ‘unpaid item charges’ (Q18) 
Base: All BBA holders without a current account (n=741) 
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There is a wide variety of response between the customers of different banks. More than 

half (57 per cent) of Barclays customers say they will be charged for an unpaid Direct 

Debit while only 27 per cent of Lloyds TSB customers say this. A third of HSBC 

customers, which does not charge for unpaid items, also say that their bank charges for 

a rejected Direct Debit. 

 

Of those who say their bank levies unpaid item charges, 30 per cent do not know how 

much it is. Twenty three per cent say it is less than £10, 12 per cent say it is between 

£10 and £15, and 35 per cent say it is £15 or more.  

 

Looking at the average amount mentioned by specific banks‟ customers also shows a 

lack of knowledge about exact figures. For instance, the average charge mentioned by 

Barclays customers is £14, but the real figure is £8. The same is true for Halifax 

(average mention £18, real £108) and NatWest (average mention £17, real £65). Sample 

sizes for other banks were too small for analysis but indications are that consumers 

consistently estimate or perceive the charges to be higher than they really are. 

 

Overall, the level of charges has decreased in recent years from an average of £34 in 

2007 to an average of £14 in 20119 which may be a reason for the overstatement of 

charges by consumers. 

 

 
 

                                                 
8 Basic Bank Accounts guide by Money Advice Service  
9 Basic Bank Accounts – SoR, Consumer Focus 
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4. VIEWS FROM THE TRANSACTIONALLY UNBANKED 

4.1 Introduction 

In this section, details are provided about those consumers who are currently 

transactionally unbanked but who are interested in holding an account. Within the 

segment of transactionally unbanked consumers who are interested in a current account, 

42 per cent have a Post Office Card Account (POCA) and the remainder are fully 

unbanked (although some may have savings accounts). Analysis in this section is based 

on 93 consumers who are interested in holding an account. 

4.2 Reasons for being transactionally unbanked 

Of transactionally unbanked consumers who are interested in holding an account:  

  

   41 per cent used to have a standard current account.  

   20 per cent had a BBA. 

   44 per cent have always been transactionally unbanked. 

   16 per cent used to, but no longer have, a POCA leaving them without any way 

of receiving benefits. 

 

More than a quarter (26 per cent) of those without a transactional bank account say that 

they are unbanked because they never felt the need for an account. A further 17 per cent 

say that their account was cancelled and 15 per cent say that they had financial 

problems; it is likely that the two reasons are linked. 

 

More than half (54 per cent) of the POCA holders in this sub-segment opened the 

account to get their benefits paid in and 26 per cent say that the account was opened for 

them (the majority indicating that this happened when benefits payments changed to 

electronic payments).  

 

‘I have had that now about 3 years I think, yes when I started paying 

benefits because they didn’t send Giros out unless you have got an 

account so they set them up for you, this account automatically, so that 

was about it that’s why I had that one.’  Female, 25-34, Kent 

 

13 per cent refer to being unable to get a standard current account.   

4.3 Satisfaction with POCA 

Similar to the feedback gained on BBAs, POCA holders are generally satisfied with the 

usefulness of the account in their everyday life and the ease of using the account. The 

usefulness is rated, on average, 7.2 out of 10 while the ease of use is rated higher at 8.3 

out of 10. BBA holders rated their accounts slightly higher, 7.8 and 8.5 respectively. 
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Figure 24: Satisfaction with POCA (Q38) 
Base: All POCA holders with an interest in a current account (n=39) 
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The ease of accessing the account is the main driver behind the satisfaction levels for 

usefulness and ease of use with the POCA. It is mentioned by more than half of POCA 

holders. Being able to use any (Post Office) branch is also an important element for a 

minority (13 per cent).  

 

The most important thing about having a POCA is to have benefits paid in, mentioned 

by 69 per cent of POCA holders. This is followed by 13 per cent saying that feeling in 

control of their own money and 8 per cent who say having a cash card is the most 

important thing about having a POCA. 

 

Like BBA holders, POCA holders are almost all without substantive concerns about the 

account.  Seventy nine per cent say they have no concerns at all. The small proportion 

of consumers that do have concerns mention limited use/not being able to pay bills (5 

per cent), restricted access/Post Office opening times (3 per cent), closure of local Post 

Office (3 per cent), distrust of Post Office (3 per cent) and not knowing the Post Office 

very well (3 per cent). 

 

Although the expressed level of concern is low, there is evidence from other research to 

suggest this does not mean the POCAs always meet consumers‟ needs or include all the 

features they consider essential in an account.10 

                                                 
10 Consumer Focus, 2010 Opportunity knocks Providing alternative banking solutions for low-income 

consumers at the Post Office 



Accent  Page 37 of 165 
 

4.4 Interest in trading up or down 

Eighty per cent of the unbanked with an interest in an account are aware of other types 

of accounts but this is spread across an understanding of a variety of products – 

awareness of standard current accounts is 35 per cent, BBA also 35 per cent and POCA 

26 per cent. Savings accounts, by comparison, attract the greatest proportion of 

mentions (44 per cent).  

 

A total of 20 POCA holders (51 per cent of those who are interested in an account that 

allows payment for things without using cash) had previously had a BBA or current 

account, and nine say they envisage returning to one or the other in the near future.  

Five say they will not and the remainder are unsure. Among POCA holders who had 

previously been unbanked we see a similar division with seven saying they will move to 

a full current account in the near future, three saying they will not and the remainder 

saying they are unsure. 

 

Collecting benefits (24 per cent) is the most commonly mentioned main reason for 

expecting to open an account. To feel in control of their own money (21 per cent) and to 

get wages paid in (18 per cent) are other important reasons.  

 
Figure 25: Reasons for wanting to open an account (Q55-56)  
Base: All who are transactionally unbanked and say they expect to open an account 
(n=39 –small base size) 
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Using cash machines (24 per cent), because it helps managing money (24 per cent) and 

feeling in control of own money (18 per cent) are most commonly mentioned as other 

reasons alongside the single most important reason. To be able to pay by Direct Debit 

and to pay for things by card are also important but less so.  
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5. BBA DESIGN MODIFICATIONS 

5.1 Introduction 

A stated preference component (SP) was included in the quantitative survey to explore 

consumer priorities for potential modifications to the product. Please refer to Appendix 

H for a technical report on this section of the research. 

 

The context for the approach is that a product such as a BBA conveys a benefit to the 

consumer who then seeks to maximise that benefit and will make choices between 

alternative specifications to facilitate that.  

 

Product features are varied through a statistical design and the alternative specifications 

(options) are presented as packages in the way that consumers are typically presented 

with them in normal commercial situations. Rather than asking consumers to trade off 

each attribute at different levels (for instance, having a debit card against not having a 

debit card) in turn, consumers are asked to consider two full product packages that 

include all the attributes as shown in the table below. For each attribute, however, the 

presented level might be different in each package. 

 

The subsequent analysis allows the importance of each feature level to the market (or 

segments of the market) to be determined  

 

A more detailed technical discussion of the approach is provided in Appendix G. 
 

The features that consumers were asked to consider are set out below. 

 

Attribute Description Levels tested 

Debit card Whether the account includes a debit 
card which allows you to buy goods 
and services without using cash. 
 

 Yes 
 No 

Missed 
Direct Debit 
charges  

Charges that apply when a Direct 
Debit (DD) payment is rejected 
because there is not enough money in 
the account.  
 
A £10 buffer zone means that if, for 
example, there is £5 in your account a 
payment of £15 (which in theory would 
mean you’re £10 overdrawn) would 
not be rejected. 
 

 £15 charge, no buffer zone 
 £5 charge, £5 buffer zone (on 

DD only) 
 £1 charge and £10 buffer 

zone (on DD only) 
 No charge, £10 buffer zone 

(on DD only) 
 No charges, £10 buffer on DD 

and credit 

Access to 
your bank’s 
branches 

The ability to undertake transactions 
(withdraw cash and pay bills over the 
counter) at a branch (your own local 
branch or all branches) of your own 
bank – and times of day you can do 
this. 
 

 None, only via phone and 
ATM 

 Limited access to branch near 
you and via phone and ATM 

 Limited access to any branch 
and via phone and ATM 

 Unlimited access to any 
branch and via phone and 
ATM  
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Access to 
help with 
finances 

You could speak to a financial advisor 
who would help you managing your 
finances if you wanted or needed this.  

 No access 
 One time at opening of 

account 
 Unlimited access 

Text 
notifications 

Text sent to you by your bank if your 
balance is low – the level can be set 
automatically by the bank (and the 
same for every customer) or you can 
set your own level 
 

 No notifications 
 Set by bank (and the same for 

all customers) 
 Can set own levels 

Drawing 
cash and/or 
checking 
balance  
 

Channels through which you can 
withdraw cash and check your 
balance 

 Only at any branch and ATM 
of own bank 

 At any branch and ATM of any 
bank 

 At any branch and ATM of any 
bank and via phone and 
internet 

 At any branch and ATM of any 
bank and via phone and 
internet and being able to 
make payments by phone and 
internet 

Making 
electronic 
payments 

Direct Debits and standing orders. 
These allow regular bills to be 
automatically paid direct from your 
account. 

 Not available 
 Only standing orders 
 Direct Debits and standing 

orders 

 

The SP exercise allows the extent to which specific levels within the attributes appeal to 

consumers to be determined. For instance, it enables the level of appeal that having a 

debit card has for consumers compared to not having a debit card to be estimated. But it 

also allows a comparison of these levels of appeal to be explored across all the features. 

 

It is important to note that all appeal levels are measured relative to a base for that 

attribute. So, debit card appeal is simply an on/off feature whereas the use of ATMs has 

as a base the fact that cash can be withdrawn from the consumer‟s own bank branch ie 

there is no total „off‟ switch for this attribute as that would present a totally unrealistic 

base of not being able to withdraw cash from an ATM at all. 

 

The remainder of this section focuses mainly on the two key groups discussed in this 

report: BBA holders without a current account and transactionally unbanked consumers 

who are interested in a current account. 

5.2 BBA Holders 

The provision of a debit card is the highest valued feature amongst those tested against 

their respective bases. The earlier part of the questionnaire had established that 

consumers liked to be able to use a debit card for higher priced purchases. Whilst they 

may not always use the card for everyday items, a substantial proportion indicates they 

use it for larger purchases. 
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This feature far outstrips all other features and is valued almost three times as highly as 

the second highest valued feature – having unlimited face to face access to transacting 

at any branch of their own bank plus phone and ATM access. This is in relation to a 

base of no in-branch services at all. 

 

The third most highly valued feature is having no charges for unpaid items coupled with 

a £10 buffer for Direct Debits and credit and this feature level is also given around one-

third of the value of having a debit card. Again, the previous elements of the 

questionnaire had signposted seemingly „disproportionate‟ charging as a cause for 

consumer concern. The base here is a £15 charge and no buffer. 

 

Having limited face to face transaction access to any branch of their own bank plus 

ATM and phone access is valued only slightly lower than unlimited face to face access. 

Clearly, having some access to a branch, even if BBA holders do not necessarily expect 

to use this facility regularly, is important. Indeed, the drop in valuation is not that great 

if the access is limited to a single local branch for the consumer. 

 

There is a range of other features that are also attributed a significant value.  

 

For instance, unlimited access to financial advice is allocated a quarter of the value of 

having a debit card. A similar value is accorded to the ability to set up standing orders. 

 

Being able to withdraw cash or check one‟s balance at any branch and ATM of any 

bank, and via phone and internet, and being able to make payments by phone and 

internet (as opposed to only being able to withdraw cash and check balances at their 

own bank branches‟ machines) is also significant though relatively speaking not valued 

that highly (half as much as unlimited access to financial advice). It is likely that this is 

driven by the fact that the base level already allows consumers to withdraw cash and 

check balance at their own bank‟s machines. It shows that having this capability as such 

is an important feature and that any added features only make a small difference. 

 

The apparent discrepancy between these results and those in response to the direct 

question to gauge the importance of this feature is explained by the fact that, typically, 

importance of features is overstated by consumers when asked a direct question without 

the full context of other account features.  

 

A separate analysis shows that those customers who currently believe that they have 

limited ATM access through their bank value this feature relatively more highly than do 

those who believe they have broader ATM coverage. This finding needs to be caveated 

by the observation made earlier in the report that few consumers appear aware of what 

ATM coverage they have. 

 

There is no value accorded to the ability to set up Direct Debits, in addition to Standing 

Orders. In fact, this feature shows a negative value compared to „only Standing Orders‟. 

This is in line with some consumers‟ concern with this aspect of having a bank account 

and the fact that not having charges for missed Direct Debits is the third highest valued 

attribute. 

 

The relative importance of the different features is shown in Figure 26. Whilst some are 

allocated higher values than others, it should be noted that all were attributed a 

significant value. 
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Figure 26: Most highly valued features (SP analysis)  
Base: All BBA holders without a current account (n=741) 
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In addition to the features discussed above, there are other features and levels that are 

not significant for this segment.  

 

All other options around Direct Debit charges fall into this category. In other words, 

having no charges and a £10 buffer on Direct Debits and credit has a significant impact 

on the appeal of a BBA but none of the other Direct Debit charge options in the test 

does.  

 

Other features that are not significant include one-off access to financial advice (as 

opposed to unlimited access, which was significant). Text notifications do not have 

relative appeal to BBA holders at any of the tested levels. Whilst there are clear 

indications from the qualitative research that those who have this service appreciate it 

there are also indications that those without this service do not see it as a possible 

improvement. 

5.3 Transactionally unbanked 

Transactionally unbanked consumers also attach the highest value to having a debit card 

but it is less dominant than it is for BBA holders. Among the latter, having a debit card 

was valued three times more highly than the next feature whereas among transactionally 

unbanked this is less than one and a half times.  

 

The second highest valued feature in this segment is being able to set up standing orders 

but, perhaps crucially, not Direct Debits which again reinforces the concerns over the 

inclusion of a Direct Debit option from many consumers.  

 

Having unlimited face-to-face access (for transactions) at any branch of their own bank, 

as well as by phone and ATM, is on a par with not having any charges and a £10 buffer 
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for Direct Debits and credit. This points, again, in the direction of consumers being 

wary of charges that banks may levy on rejected Direct Debits. Both have a value of 

about half that of debit card availability. 

 

Unlimited access to financial advice has a value of around half of that of the charging 

feature.   

 

Again, the feature importance hierarchy is set out in Figure 27. Whilst some are 

allocated higher values than others, it should be noted that all were attributed a 

significant value. 

 
Figure 27: Most highly valued features (SP analysis)  
Base: All transactionally unbanked interested in a current account (n=93) 
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In addition to these features discussed, in this segment there are also features and levels 

that are not significant. 

 

As for BBA holders, all other options around Direct Debit charges fall into this 

category. It appears that the £10 buffer on credit without a charge is very attractive 

across the board.  

 

Other features that are not significant include limits on access to the branch for 

transactions and one-off access to financial advice (as opposed to unlimited access, 

which was significant, though not that highly valued).  

 

As is the case among BBA holders, text notifications do not hold a relatively high 

appeal to transactionally unbanked consumers in any of the suggested set-ups.  

 

Access to an ATM other than at a customer‟s own local branch is not significantly 

valued. It should be noted that the base level for this attribute already included access to 

ATMs, even if only those of consumer‟s own bank. It is the increased functionality that 

is rated less significantly than other attributes in a direct comparison. 
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6. BEHAVIOURAL CHANGE: PREVIOUS AND 

POTENTIAL FUTURE BANKING STATUS 

6.1 Previous banking status 

Twenty eight per cent of BBA holders and 41 per cent of transactionally unbanked 

consumers used to have a full current account which was subsequently closed or left 

dormant, and 16 per cent of the transactionally unbanked previously had a BBA. On the 

other hand, 50 per cent of BBA holders and 42 per cent of the transactionally unbanked 

consumers have never had any type of account (before their current status). 

 

All these findings are shown graphically in Figure 28. 

  

Reflecting the findings in the omnibus survey, half of BBA holders say it is their first 

ever account.  

 

The subsequent qualitative phase was designed to explore the reasons, for example, for 

why consumers may change from a standard current account to a BBA.  

 

The most common reason cited is that consumers get into financial trouble, whether or 

not related to a bank account, and find themselves in a downward spiral of going 

overdrawn, being charged, going further overdrawn etc. Those who want to make a 

clean break then pay off their debts and open a different account, possibly with a 

different bank, and end up with a BBA. The fact that they get a BBA can be because no 

bank will give them a full current account any more but can also be because consumers 

purposefully ask for an account that doesn‟t allow them to get into any kind of debt with 

their bank. 

 

‘I have a savings and a current account [with Nationwide]. I can’t go 

overdrawn, that’s what I want.  I don’t want overdrawn or interest or 

anything like that.  They specifically keep saying do you want to 

upgrade, do you want to upgrade but I don’t because I know the interest 

will start and fees will start so I try and be sensible.’  Male, 35-44, London 
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Figure 28: Type of account, if any, before BBA or being transactionally unbanked (Q11, 
Q37, Q50) – Base: All BBA holders without current account (n=741) and transactionally 
unbanked interested in a current account (n=93) 

42

0

4

16

41

50

20

5

28

N/A

0 10 20 30 40 50 60 70 80 90 100

No

Other types of

account

Post Office Card

Account

Basic Bank Account

Standard current

account

% Respondents

BBA

Transactionally unbanked

 

6.2 Anticipated future banking status 

In a reflection of the lack of any real concerns and the relatively high satisfaction rates 

with BBAs, only 8 per cent say they are likely to stop using their account in the near 

future (Figure 29).  

 
Figure 29: Likelihood of stopping using the BBA in the near future (Q27)  
Base: All BBA holders (non-dormant) without a current account (n=739) 

Very unlikely

76%

Quite unlikely

12%

Very likely

3%
Quite likely

5%Not likely not 

unlikely

4%

 
BBA holders aged 55 and over are less likely to stop using the account (4 per cent) than 

those aged 35-54 (7 per cent) or 18-34 (10 per cent).  

 

BBA holders in England display a higher likelihood to stop using the account than those 

in Scotland (9 per cent vs 2 per cent).  
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The main reasons given for potentially stopping using the BBA are: wanting additional 

benefits such as an overdraft, a Direct Debit facility (29 per cent), the application of 

excessive charges (14 per cent) and poor customer service (12 per cent).  

 

Of the small group of consumers who say they will stop using the BBA, 49 per cent say 

they will switch to a full current account while 32 per cent say they will open another 

BBA account. Base sizes in sub groups are too small for analysis but the indications are 

that younger consumers are more likely to want to switch to a current account. 

 

The main reasons for wanting to continue to use the BBA, on the other hand, are that 

holders are happy with the service/have no problems (36 per cent) and that it fulfils their 

needs and requirements (23 per cent).  

 

Similar views are reflected in the qualitative research where almost all consumers say 

that the BBA, on the whole, meet their needs and that they don‟t see a reason to switch 

bank account in the near future. Getting a stable job with a stable income is the main 

stimulus that some cite for potentially wanting to trade up to a full current account with 

an overdraft and potentially a credit card. 

 

 

‘When I have more money it I could choose a better account option so I 

have in my mind but at the moment I am not considering but maybe later 

when I have a full day job and I want to travel, yes maybe then.’  Male, 25-

34, London 

 

‘In the future when I am stable money-wise then I will probably would go 

back to a current account, I wouldn't be doing it yet, not until I realise 

maybe that  I haven’t got money to spend so yes, I probably would but 

not at the moment.’  Female, 25-34, Kent 
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Only half of all transactionally unbanked consumers interested in having a current 

account say they are likely to open a bank account in the near future.  

 
Figure 30: Likelihood of opening a bank account in the near future (Q44, Q45, Q54) 
Base: All Transactionally unbanked interested in current account (n=93) 

Yes

58%

Maybe

14%

No

28%

 
 

The data indicates that 18-34 year olds are most likely to say they are likely to open an 

account.  

6.3 Likelihood of increased usage of or opening a BBA with all 

the ‘best’ features 

At the end of the SP exercise, all consumers were shown an example of a BBA that 

included all the highest levels for each attribute.  

 

This scenario included the following features: 

1. Debit card included 

2. No charges for missed Direct Debits and a £10 buffer zone for credit or DD  

3. Access at all times to any branch of your bank and phone and ATM (for 

transactions) 

4. Unlimited access to help with your finances to help you manage  

5. Ability to set own text notifications when you‟re approaching a low balance  

6. Ability to withdraw cash and check balance at any ATM and branch of any 

bank and phone/internet, and to make payments by phone/internet  

7. Ability to set up standing orders and Direct Debits 

 
BBA holders 
 

Twenty nine per cent of BBA holders say it would make them use the account much 

more often while 25 per cent say they would use it slightly more often. For 41 per cent 

it wouldn‟t make a difference since they already use their BBA a lot. The information is 

summarised in Figure 31.  
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BBA holders aged younger than 55 are significantly more likely to say they would use 

the BBA much more often (if it had all of the highest levels within the features), than 

those aged 55 or over, 32 per cent versus 11 per cent. 

 
Figure 31: Likelihood of increased BBA use based on ‘best case scenario (Q59) 
Base; All BBA holders without a current account (n=741) 
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Transactionally unbanked 
 

65 per cent of the transactionally unbanked with an interest in a current account say it 

would make them much more likely to open a BBA and 26 per cent say it would make 

them slightly more likely. For 9 per cent it wouldn‟t make a difference and the 

remainder was unsure. 

 

Indications are that, similar to BBA holders, the under 55s show a much higher 

propensity to say they will open a BBA in this scenario than the over 55s (although the 

sample size for the latter is very small).  
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Figure 32: Likelihood of opening a BBA based on ‘best case scenario’ (Q61)  
Base: All transactionally unbanked interested in a current account (n=93) 
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APPENDIX A 

Stage 1: TNS Omnibus Survey Questions 
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W:\Omnibus\2012 surveys\230603\CFQ's WED BUS\RTFS\ABAN203.RTF 
Question 9237 
Multiple answers allowed 

Question only asked, if [ RAN 1 ]  

466L2 

Q9237 - DUMMY QUESTION - HALF SAMPLE VERSION 
 1HALF SAMPLE - MAIN 

 2HALF SAMPLE - MIRROR 
 

  
If [ Q9751 , 2 ] go to end of questionnaire 

Answers will be inverted randomly 

Question 100 
Multiple answers allowed 

Answers will be inverted randomly 

1101L100 

SHOW SCREEN - MULTI CHOICE 
Q.1 Which, if any, of the following bank accounts do you hold? 
 1A current account with a cash card, Direct Debits, debit card and cheque book. 

This type of account can have an arranged overdraft 

 2A basic bank account with a cash card, Direct Debits, debit card but no cheque 

book and you cannot have an overdraft 

 3None of these 
 

Question 200 

Question only asked, if [ not  Q100 , 2 ]  

1201L1 

Q.2 Have you ever had a bank account that had a cash card and allowed Direct Debits 

but didn't have a cheque book or overdraft? 
 1Yes 

 2No 
 

Question 300 

Answers will be inverted randomly 

User defined button : 8 "DK"  

Question only asked, if [ Q200 , 1 ]  

1202L1 

SHOW SCREEN 
Q3 Did you definitely close that account or is it still open? 
 1Definitely closed it 

 2Still open 

 3Closed one but have another still open 
 

Question 400 
Answers will be inverted randomly 

User defined button : 8 "DK"  

Question only asked, if [ Q100 , 1  and  Q100 , 2 ]  

1203L1 

SHOW SCREEN 
Q.4 Which of these types of account do you think of as your main account? By this 

I mean the one you use most often. 
 1Current account with cash card, Direct Debits, debit card and cheque book 

 2Account with cash card, Direct Debits\debit card but not a cheque book 
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If [ Q100 , 2  or  Q300 , 2 TO 3 ] otherwise continue at question 1000 

Question 500 

Answers will be inverted randomly 

User defined button : 8 "DK"  

1204L1 

SHOW SCREEN 
Q.5 Thinking about the bank account without a cheque book, do you have just one 

account like this or do you have more than one? 
 1One only 

 2More than one 

 

Question 600 
1205L1 

Q.6 And do you use <?> these days? 
 1Yes 

 2No 

 

Question 700 
Answers will be inverted randomly 

User defined button : 9 "CR"  

1206L1 

SHOW SCREEN 
Q.7 <?> 
 1Yes- It was my first ever current account 

 2No- I already had a current account\had another current account before 
 

Question 1000 

INTERVIEWER READ OUT : Now just a few questions to find out a bit more about 

everyone in general, please be assured that none of your answers will be tied back to 

you personally and all your answers will remain anonymous. 
 

Question 1100 

Answers will be inverted randomly 

Open ended answer is written as a bitmap  

User defined button : 98 "R"  

User defined button : 99 "DK"  

1207L2 

SHOW SCREEN  
D1. Which of these is your main source of household income? Please just read out 

the letter next to the appropriate answer 
 1-C- Earnings from employment\self-employment 

 2-F- Private\occupational pension 

 3-T- State pension 

 4-J- Job seekers allowance 

 5-M- Other state benefits 

 6-B- Investment income 

 7-W- Other income 

 

Question 1200 
User defined button : 9 "R"  

Question only asked, if [ Q1100 , 1 ]  

1209L1 

D2. Do you also receive any state benefits such as income support or tax credits? 
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 1Yes 

 2No 

 

Question 1300 
User defined button : 8 "DK"  

User defined button : 9 "R"  

1210L1 

SHOW SCREEN 
D3: Adding everything together, please can you tell me your personal annual income 

before tax each year? Please just read out the letter next to the appropriate answer 
 1- K- £10,000 or less 

 2- J - £10,001 - £15,000 

 3- B- £15,001 - £20,000 

 4- S- £20,001 - £25,000 

 5- Z- More than £25,000 
 

Question 1400 
Answers will be inverted randomly 

Open ended answer is written as a bitmap  

1211L2 

SHOW SCREEN 
D4: In which of the following countries were you born? 
 1England 

 2Wales 

 3Scotland 

 4Northern Ireland 

 5Republic of Ireland 

 6Other country 

 

Question 1500 
User defined button : 9 "R"  

Question only asked, if [ Q1400 , 6 ]  

1213L1 

SHOW SCREEN 
D5: And finally please can I ask if you are a British citizen? By this I mean, 

if you were not born in Britain have you successfully applied and 

obtained citizenship? 
 1Yes 

 2No 

End of questionnaire 
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APPENDIX B 

Stage 2: Exploratory Qualitative Research – 

Recruitment questionnaire and topic guide  
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Interviewer name:  Interviewer number:  
 

 

Laptop No:  RQ number: Date:  

 

Introduction 

 

Good morning/afternoon/evening. My name is ....... from Accent, an independent 

market research company carrying out research on behalf of Consumer Focus looking at 

how different types of bank or card accounts can be made better and easier to obtain for 

consumers. Consumer Focus is an independent organisation which campaigns for a fair 

deal for consumers and acts as the voice of the consumer. 

 

This is a bona fide market research exercise. It is being conducted under the Market 

Research Society Code of Conduct which means that any answers you give will be 

treated in confidence. Can you spare a couple of minutes to run through a few questions 

to check that you are eligible to take part in this research? 
 

Q1. Do you or any of your close family work or have worked in the recent past in the 

banking sector, financial services in general or in a market research firm, 

advertising agency, or public relations firm? 
 

1 yes THANK & CLOSE  

2 no  

 

Q2. Firstly, are you 18 years or older? 
 

1. Yes 

2. No THANK AND CLOSE 

 

ASK WHICH AGE CATEGORY: 
18-24 

25-34 

35-44 

45-54 

55-64 

65 OR OVER 

  

Q3. Do you have a bank account or Post Office Card Account? 
 

1. Yes, a bank account ONLY 

2. Yes, a Post Office Card account ONLY GO TO END AND RECRUIT AS 
TRANSACTIONALLY UNBANKED 

3. Yes, both 

4. No GO TO END AND RECRUIT AS TRANSACTIONALLY UNBANKED 
 

Q4. Which bank or banks do you hold an account with? 
 

 Account 1 Account 2 Account 3 Account 4 

1. Bank of Scotland     

2. Barclays Bank 

3. Clydesdale Bank 

    

4. Coventry BS      

5. First Trust Bank     

2376 Basic Bank Accounts Tele 
Depths 

Final Recruitment 
Questionnaire 

file://consumerfocus.local/applyclick.aspx%3fclickticketID=b8290739-08a7-4bcb-847e-99d480843093
file://consumerfocus.local/applyclick.aspx%3fclickticketID=b8290739-08a7-4bcb-847e-99d480843093
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 Account 1 Account 2 Account 3 Account 4 

(NI) 

6. Halifax      

7. HSBC 

8. Lloyds TSB  

    

9. Nationwide BS     

10. NatWest 

11. Northern Bank 

(NI) 

    

12. Royal Bank of 

Scotland 

13. Santander 

14. Secure Trust 

Bank 

15. The Co-

operative Bank -  

    

16. Turkish Bank 

(UK)  

    

17. Ulster Bank     

18. Yorkshire Bank     

19. Other, specify     

 

 

Q5. ASK FOR EACH BANK ACCOUNT HELD: And with your bank account(s), do you 

have a chequebook?  
 

 Account 1 Account 2 Account 3 Account 4 

1. Yes     

2. No     

3. Don‟t know     

 
IF Q5 = 1 OR 3 FOR ALL ACCOUNTS: THANK AND CLOSE 

 

Q6. ASK ALL – AND FOR EACH BANK ACCOUNT HELD: And are you able to go 

overdrawn on your bank account? 
 

INTERVIEWER: IF NECESSARY EXPLAIN THAT WE ARE NOT ASKING WHETHER 
THEY HAVE AN ARRANGED OVERDRAFT BUT WHETHER THEY COULD GO 
OVERDRAWN (WHETHER OT NOT THIS WOULD INCUR A FINANCIAL PENALTY) 
 

 Account 1 Account 2 Account 3 Account 4 

1. Yes     

2. No     

3. Don‟t know     

 

 IF Q5=2 AND Q6=2 FOR ONE AND THE SAME ACCOUNT RECRUIT AS BBA 
  

IF Q6=1 OR 3 FOR ALL ACCOUNTS: THANK AND CLOSE 

 

Quotas 
 

Aiming for: 

 

– 4 x BBA Holders: "Q3= 1 AND Q5=2 AND Q5=2 FOR AT LEAST ONE ACCOUNT OR 

Q3=3 AND Q5=2 AND Q6=2 FOR AT LEAST ONE ACCOUNT ". 
– 4 x Transactionally unbanked = Q3=2 OR 4 AND Q3≠1 

 

file://consumerfocus.local/applyclick.aspx%3fclickticketID=bd350a82-ce54-4a89-b1e7-077fe808eb44
file://consumerfocus.local/applyclick.aspx%3fclickticketID=bd350a82-ce54-4a89-b1e7-077fe808eb44
file://consumerfocus.local/applyclick.aspx%3fclickticketID=2f2f9576-5e0e-498a-80c0-dc6e3ac7d0cc
file://consumerfocus.local/applyclick.aspx%3fclickticketID=2f2f9576-5e0e-498a-80c0-dc6e3ac7d0cc
file://consumerfocus.local/applyclick.aspx%3fclickticketID=3d5f2b52-572a-4d28-9d27-57421449870c
file://consumerfocus.local/applyclick.aspx%3fclickticketID=3d5f2b52-572a-4d28-9d27-57421449870c
file://consumerfocus.local/applyclick.aspx%3fclickticketID=3d5f2b52-572a-4d28-9d27-57421449870c
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THE DEFINING DIFFERENCES BETWEEN A STANDARD BANK ACCOUNT AND A BASIC 
BANK ACCOUNT ARE THAT A STANDARD BANK ACCOUNT COMES WITH A CHEQUE 
BOOK AND ALLOWS HOLDER TO GO OVERDRAWN (WHETHER ARRANGED OR NOT). A 
BASIC BANK ACCOUNT DOES NOT COME WITH A CHEQUE BOOK AND DOES NOT 
ALLOW GOING OVERDRAWN UNDER ANY CIRCUMSTANCES 
 
IF RESPONDENTS QUALIFY FOR MORE THAN ONE GROUP, FOR INSTANCE HAVE 
POCA AND BBA, THEN RECRUIT AS NECESSARY 

 

Invitation: Telephone depth interview discussion 

Thank you for answering those questions. We would be grateful if you could spare a 

further 30 minutes, either now or later, at a more convenient time for you to take part in 

a telephone interview. None of your comments will be attributed to you personally and 

will only be used in grouped format. Would you be able to take part in our research? As 

a thank you for your time, we will send you a high street voucher worth £10. 

The interview will be held in accordance with the Code of Conduct of the Market 

Research Society and any views you express during the discussion will be treated with 

complete confidence and will not be attributed to you personally. Would you be willing 

to take part? 
 

1 yes   2 no THANK AND CLOSE 

 

IF YES, CONTINUE WITH DETAILS  

 

Thank you. As I mentioned, we are carrying out research for Consumer Focus looking 

at how different types of bank or card accounts can be made better and easier to obtain 

for consumers. The interview will last around 20-30 minutes. The interview will be 

audio recorded to ensure accuracy. 
 

IF RESPONDENT AGREES, CONFIRM DATE, TIME & LOCATION.  

 

TAKE RESPONDENT’S FULL DETAILS AND SEND THEM WRITTEN CONFIRMATION – IF 
TIME ALLOWS – CALL 24 HOURS PRIOR TO THE INTERVIEW TO CHECK THEY ARE 
STILL ABLE TO DO IT. IF NOT, MAKE ALL EFFORTS TO REPLACE THEM. 

 

RESPONDENT NAME  
JOB TITLE  
COMPANY NAME  
TELEPHONE NUMBER  
EMAIL ADDRESS (if 
business) 

 
 

READ OUT: If for any reason you find you unable to attend, please could you let me 

know as soon as possible so that we can invite someone else to take your place? My 

telephone number is [If BTU: use this number] 0117 921 1616 

[If ETU: use this number] 0131 220 2550. THANK YOU. 
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Respondent name: ................................................................................................................................   
 
Date: ....................................................................................................................................................   
 
Time: ...................................................................................................................................................   
 
Interviewer: ..........................................................................................................................................   
 
Good morning, afternoon, evening... My name is … and I work for an independent 

market research company called Accent. We are conducting research for Consumer 

Focus looking at how different types of bank or card accounts can be made better and 

easier to obtain for consumers. Consumer Focus is an independent organisation which 

campaigns for a fair deal for consumers and acts as the voice of the consumer. Thank 

you very much for agreeing to help us with this research and for speaking to me today. 

 

I would like to reassure you that the interview is being conducted under the Code of 

Conduct of the Market Research Society (MRS) and this means that everything you say 

is confidential and nothing will be passed on to the client with your name attached to it. 

 

The interview will be tape-recorded, which is standard market research procedure and is 

to ensure accuracy – so I do not have to try to remember what you have said – and for 

analysis purposes only. Please don‟t let that stop you expressing your views frankly. 

The recordings will not be passed to any third party not associated with the research 

project, and I assure you that none of your comments will be attributed to you by name. 

 

The discussion will last around 20-30 minutes.  

 

Can I stress that we are looking for your views. There are no right or wrong answers.  

 

ALL: Introduction  5 mins 

 

 Name 

 Family status 

 Hobbies 

 Type of bank account held, if any 

a. When opened Basic Bank Account (BBA) or Post Office Card Account (POCA) 

 

IF BBA AND/OR POCA: Reiterate that we want to speak to them about their 

(check RQ): 

 Basic Bank Account – if they have more than one account, explain (if 

necessary) that this is the account without chequebook or overdraft 

 Post Office Card Account 

 

2376 
 Basic Bank Accounts 

Final Teledepth Topic Guide 
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BBA holders only 15-20 mins 
 

 When did you open the Basic bank Account?  

 What were the main reasons for opening the Basic Bank Account? 

 

 IF NOT MENTIONED YET ASK: Which bank is your basic bank account with? 

And why did you choose that bank rather than another? 

 IF ONLY HAVE BBA, AND NOT POCA OR OTHER BANK ACCOUNTS: 
Before you opened a basic bank account, did you have a different type of bank 

account or did you not have a bank account at all?  

 Did you consider any other types of account when you opened the basic bank 

account? 

 For example a standard bank account or a Post Office Card Account (POCA) 

 IF YES: and why did you choose the basic bank account? 

 IF NO: why not? 

 IF KNOWN FROM RQ THAT RESPONDENT HAS BBA AND OTHER 

ACCOUNT: What is the reason for opening a Basic Bank Account and other 

accounts? Which account did you open first?  

- Which would you consider your main account? 

 On the whole, how satisfied would you say you are with your basic bank account in 

terms of usefulness and ease of use? Please rate on a scale of 1 to 10 where 1 means 

you are extremely dissatisfied and 10 means you are extremely satisfied 

 Why do you say that? 

 Thinking about your account in more detail, what is the most important thing about 

having this account? What is the biggest advantage? 

 If necessary prompt: this could be debit card, being able to set up Direct Debits, 

being able to withdraw cash from ATMs, collecting benefits/pension/tax credit 

payments, building up a credit rating 

 Which elements of the account do you use most often? And are there any that you 

don‟t use at all? 

 What, if any, are your main concerns or worries about having a basic bank account? 

 For instance: trust in the account, clarity on costs of the account (such as charges 

for rejected Direct Debits) 

 Do you feel that the basic bank account gives you enough control of your money? 

How would you feel if you could no longer withdraw cash from any ATM but only 

from your own bank‟s ATMs?  



Accent  Page 59 of 165 
 

 IF PREVIOUSLY HAD FULL CURRENT ACCOUNT OR STILL DO: Do 

you intend to return to (using) a full current account in the (near) future?  

-Why do you say that? 

 IF PREVIOUSLY DID NOT HAVE FULL CURRENT ACCOUNT: Do you 

intend to move to a full current account in the (near) future? Or would you consider 

returning to a situation with no bank account at all?  

- Why do you say that? 

 IF HAVE BBA AND POCA: Do you intend to move to a full current account in 

the (near) future? Or would you consider closing the BBA in favour of the POCA or 

vice versa?  

 Why do you say that? 

POCA holders only 15-20 mins 
 

 When did you open the Post Office Card Account?  

 What was the main reason for you to open a Post Office Card Account? 

 Before you opened the Post Office Card Account, did you have a different type of 

(bank) account or did you not have a bank account at all?  

 Did you consider any other types of account when you opened the Post Office Card 

Account? 

 For example a standard bank account or a basic bank account? 

 IF YES: and why did you choose the Post Office Card Account? 

 IF NO: why not? 

 On the whole, how satisfied would you say you are with your account in terms of 

usefulness and ease of use? Please rate on a scale of 1 to 10 where 1 means you are 

extremely dissatisfied and 10 means you are extremely satisfied 

 Why do you say that? 

 Thinking about your account in more detail, what is the most important thing about 

having this account? What is the biggest advantage? 

 Which elements of the account do you use most often? And are there any that you 

don‟t use at all? 

 What, if any, are your main concerns or worries about having a Post Office Card 

Account? 

 For instance: not being able to get your money out at ATMs or pay with things 

with your card? 
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 Do you feel that the Post Office Card Account gives you enough control of your 

money? 

 Do you know what a basic bank account is? 

 If not: explain (see interviewer notes for explanation) 

 If yes: from what you know how would you compare the Post Office Card 

Account to a basic bank account, what do you feel are the advantages or 

disadvantages of having a Post Office Card Account instead of a basic bank 

account? 

 IF PREVIOUSLY HAD FULL CURRENT ACCOUNT: Do you intend to return 

to a full current account in the (near) future? 

 IF PREVIOUSLY HAD BASIC BANK ACCOUNT: Do you intend to return to 

(using) a basic bank account in the (near) future over your Post Office Card 

Account? 

 IF PREVIOUSLY DID NOT HAVE ANY ACCOUNT: Do you intend to move 

to a full current account or maybe a basic bank account in the (near) future? Or 

would you consider returning to a situation with no bank account at all? 

 Why do you say that? 

Unbanked (no bank account held)   10-15 mins 
 

 Any reasons for not having an account? 

 Probe on whether never tried to open one or whether rejected (REITERATE 

CONFIDENTIALITY AND STRESS WE DON‟T NEED TO KNOW WHY IT 

WAS REJECTED)   

 IF NEVER TRIED TO OPEN:  

 Why not? What is the main thing stopping you from opening an account?  

 Would you be interested in being able to open a bank account? 

 Have you had any type of bank account in the past?  

 Is there anything that might persuade you to open an account? 

 Prompt if necessary: Changing life circumstances, getting a job, permanent 

address, stability etc. 

 Have you heard of: 

 A basic bank account? (INT.: If not, explain what it is) 

 What do you think about a basic bank account?  
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 Is there anything that should change for you to consider opening a basic 

bank account?  

 For instance, more control, more functionality, no threat of „unpaid 

items charges‟, better accessibility 

 Do you feel basic bank accounts are promoted enough? 

 If no, who do you think should promote it? 

 Banks? Government? Other organisations? 

 IF REJECTED:  

 How did you feel about that, did you expect it? Do you feel it was a fair 

decision? What type of bank account did you want to open? 

 Have you had any type of bank account in the past?  

 What were your main reasons for wanting to open a bank account?  

 IF REJECTED FOR A FULL CURRENT ACCOUNT: Are you aware of so-

called basic bank accounts?  

 If yes: who told you about this? Was it the bank, or someone else? Should 

the bank have told you about this? Would you be interested in opening a 

basic bank account? Why or why not interested? 

 If not: what do you think a basic bank account is? (If necessary explain).  

Would you be interested in opening such an account? Why or why not? 

Would you have expected the bank to explain this to you at the time of 

rejection?  

 IF REJECTED FOR A BASIC BANK ACCOUNT: Are you aware of Post 

Office Card Accounts?  

 If yes: who told you about this? Was it the bank, or someone else? Should 

the bank have told you about this? Would you be interested in opening a 

Post Office Card Account? Why or why not interested? 

 If not: what do you think a Post Office Card Account is? (If necessary 

explain).  Would you be interested in opening such an account? Why or why 

not? Would you have expected the bank to explain this to you at the time of 

rejection?  

Thank you very much. 
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APPENDIX C 

Stage 2: Exploratory Qualitative Research – Case 

studies 
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Case Study 1 – Transactionally unbanked 
 

This transactionally unbanked consumer is male, 45-54 years old and unemployed (long 

term sickness).  

 

He opened a Post Office Card Account when they were brought in for electronic 

payments of benefits. It was opened for him and he only needed to go to the Post Office. 

So the main reason for opening the POCA was the change in the benefits payment 

method. He was sent a letter that a POCA was available to him and he just went with 

what was on offer; he wasn‟t actively looking to open a bank account or POCA. 

 

He did have a standard account back in the 1980s but then became unemployed and is 

on long term sickness benefits. He had no money in his account and every time he went 

overdrawn the bank charged a large amount of money so he stopped using the account 

altogether until NatWest closed it.  

 

He also had a savings account with Halifax and not being able to save, and without any 

savings, he just left that dormant as well until Halifax closed the account. 

 

He didn‟t consider any other types of account, as the POCA was set up for him.  It was 

very convenient and partly because of previous experiences with banks he wasn‟t overly 

keen on looking into a bank account. 

 

He rates the POCA seven or eight out of ten.  

 

It does what it needs to do, it is easy to use and I have never had any issues. 

 

The most important thing about the account is convenience (set up for him) and security 

(cheques can‟t get lost in the post). He tends to take out all his money every month and 

then lives on a cash basis.  

 

He has no concerns about the account at all and feels he has enough control over his 

money, he can access it easily and that is all he needs from the POCA.  

 

When asked, he didn‟t spontaneously recognise the term „Basic Bank Account‟ but after 

explanation he was aware of the existence of these accounts. When he was sent the 

letter about the POCA having been opened for him, it stated that he could also open a 

BBA if he wanted. He didn‟t consider setting up a BBA as it was too much hassle and 

the POCA was set up for him so it was an easy choice and he „had gone off banks a bit 

anyway’. 

 

He doesn‟t intend to get a full account again unless he finds a new job and has any 

money to put in. In that case he would consider a BBA if it paid interest. He is not really 

bothered about a debit card, could be useful at times but not a key issue. 
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Case Study 2 – Transactionally unbanked 
 

This transactionally unbanked consumer is male, 18-24 years old and a student.  

 

He opened a Post Office Card Account two years ago with the aim of saving up some 

money. He also considered opening a current account but wasn‟t too bothered by the 

type of account and decided to open a POCA. 

 

He rates the POCA eight out of ten.  

 

‘It is easy to access my money, I know how much is in it and I can’t go 

overdrawn.’  

 

He mainly uses it to put money in (benefits, birthday money, Christmas) and leaves it 

there until needed.  

 

He has no concerns but shows (and to an extent admits) lack of understanding about 

what it does. 

 

‘I don’t really understand, I know it is just a saving account, when I was 

younger I thought it was like a bank account.’ 

 

He finds it no problem that it‟s not possible to take money out at ATMs. It can be an 

inconvenience but he sees it as ‘helping to save money’. 

 

He is aware of BBAs, and knows that such an account comes with a „debit card to 

withdraw money‟. At this stage in life he would like to open a bank account as more 

convenient to be able to withdraw cash when going out. 

 

‘But I would move to a basic account BBA as I probably wouldn’t trust 

myself to not go overdrawn.’ 
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Case Study 3 – Transactionally unbanked 
 

This transactionally unbanked customer is female, 35-44 years old and unemployed. 

She is currently fully unbanked, which means that she does not have any account of any 

type (including savings account). 

 

She used to have a BBA with NatWest about eight years ago. They said to her that they 

would review the account every six months to see if it could be upgraded to a full 

current account. But they never agreed to an upgrade to a full current account. She then 

lost her job and had no money going into the account. As a result she was incurring 

charges and came into a downward spiral of outstanding charges and she could not 

catch up with it. 

 

She says she would not be interested in opening a bank account again at this moment in 

time, although she does admit to missing having a debit card and being able to order 

things on the internet etc. 

 

If she got another job she might consider opening an account again. She felt having the 

BBA was okay whilst she had a steady income. 

 

Nothing in particular needs to change to make her more likely to consider a BBA or 

another type of account, although also says that if there were no unpaid item charges it 

would certainly help. 

 

‘No – it would just be dependent on my getting a job and having a 

regular income, if there were no [unpaid items] charges that would help 

because that is where I lost control before.’ 
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Case Study 4 – Transactionally unbanked 
 

This transactionally unbanked consumer is male, 35-44 and unemployed. He has a Post 

Office Card Account.  

 

He used to have a current account „years ago‟ with Lloyds TSB. But he then lost his job 

and has been long term unemployed. When he first became unemployed he started to go 

overdrawn more and more and was hit by charges that he couldn‟t pay. This led to a 

downward spiral of more and more charges. 

 

In the end he left his current account dormant and then it was cancelled by Lloyds TSB. 

  

He says he has no interest at this point in opening a „proper‟ bank account. He hasn‟t 

got enough money to save up so sees no point in opening a current account. 

 

He would consider opening an account again, if he is allowed one, when he finds a job 

again and has enough money to put in and to save up. 

 

There is nothing at the moment that he feels should change or be put in place in order 

for him to be more likely to open an account  

 

Doesn‟t think BBAs are promoted enough. Certainly once you fall outside banking 

environment since he doesn‟t go into bank branches anymore now he doesn‟t have an 

account.
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Case Study 5 – BBA Holder 
 

This BBA holder is female, 18-24 years old and lives with her boyfriend and child. She 

is a trainee dental nurse.  

 

She opened a BBA when she turned 16 and got a job.  

 

‘That was all I was offered when I was 16 and I’ve just kept it the same 

since then.’ 

 

The account is with HSBC, because it‟s really close to where she lives and she didn‟t 

really have any preferences so she just went there. She didn‟t have any other bank 

account before she opened the BBA, it was her first ever account.  

 

She did at some point upgrade to an account that had a monthly fee and did so because 

she got holiday insurance included.  

 

‘Although, when my little girl was ill on holiday it was really rubbish 

because they didn’t refund me any of the money. It’s still an ongoing 

argument with the bank but I went back to the BBA.’ 

 

She didn‟t consider any other accounts when she opened the BBA, it was what she was 

offered and she didn‟t query it or ask for anything else. 

 

She did recently look into another bank account but they wouldn‟t offer phone 

insurance, ie insurance for her mobile phone against loss or theft, and so she stuck with 

the BBA.11 

 

She would rate the BBA nine out of ten. She has never had any real problems with it, 

although she did once have an issue with fraud on her account. She hadn‟t realised it as 

she hadn‟t checked her account for a while, it was quite a small amount per month but it 

added up to quite a lot. The bank dealt with it very satisfactorily, they investigated it 

and gave her back all her money.  

 

She also had something set up with a company where they were taking money from her 

on a monthly basis. She cancelled it but they kept taking money from her and made her 

go overdrawn12 which obviously was a problem, but she went in and told the bank about 

it and they gave her the money back straight away and also reimbursed the charges for 

going overdrawn.  

 

The most important thing about having the BBA in her view is the fact that she knows 

the bank will deal with anything going wrong very quickly. In terms of usage, she has 

Direct Debits and standing orders set up and she‟s never had real problems. 

 

                                                 
11 A package bank account where for a monthly fee you get a bank account and a number of other 

products such as phone, travel and breakdown insurance.  
12 Although BBAs don‟t have an overdraft facility, consumers can go incur charges if they do not have 

enough money in their account; unpaid item charges. Those charges are a debt that has to be repaid when 

there is money in the consumer‟s account – so effectively a debt to be repaid. 
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She uses it to have wages paid in, pay bills and take cash out of ATMs. She has no 

concerns, she is very confident in the account and she doesn‟t get charged for anything. 

And so far the bank has always dealt with any issues. 

 

She feels she has enough control over her money with the BBA, she has a standing 

order set up with a relative and she can just phone up and ask the bank to change it and 

they do that really quickly. So she is very happy with it.  However, if she could no 

longer withdraw cash from any ATM but only from HSBC‟s ATMs, she would 

probably go to a different bank because  

 

‘I like the convenience of being able to draw money out from wherever I 

want. If it [the restriction on withdrawing cash from ATMs] was for all 

[of these types of accounts] then I would open a normal current 

account.’ 

 

She might move to a full current account but only if functionality on the BBA wasn‟t 

what she was looking for (and currently it is). She is not actively thinking about or 

expecting to change accounts. 

 

She would not move to a Post Office Card Account as she thinks they are very 

inconvenient.  

 

‘I think you have to go to the post office, and if they’re not open you 

can’t really go anywhere else. I always think of old people when I think 

about the Post Office for some reason. I’m really happy with my account 

at the moment, I’ve never had any problems and they have dealt with 

everything really well.’ 
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Case Study 6 – BBA Holder 
 

This BBA holder is female, 45-54 and unemployed.  

 

She opened a BBA when income support started to be paid electronically. So the main 

reason was that she had to open an account of some sort in order to be able to receive 

her income support. 

 

The account is with Lloyds TSB. She did consider a Post Office Card Account at the 

time of taking out the BBA, but the Post Office is always very busy and she felt 

therefore that a bank might be more convenient. 

 

Overall, she would rate BBA eight out of ten. She says she can only get cash out of the 

Lloyds TSB cashpoint near her (her own branch) and nowhere else. If that were to be 

improved it would make it ten out of ten. 

 

Biggest advantages of the account are that it is flexible (she can pay by card in shops), 

secure (doesn‟t have to carry around lots of cash) and she can pay her bills. Regarding 

the latter she leaves money in the account for Direct Debits rather than take out all her 

money, overspend and run out of money to pay bills like rent, Sky, phone bills etc. 

 

She most often used the account to pay for things by Direct Debits, make card payments 

and withdraw cash from the cashpoint.  

 

She feels she has all the control she needs over her money. If she couldn‟t get money 

out of ATMs at all it wouldn‟t make much of a difference to her as she would just go 

into the branch – she usually only takes out cash during branch opening hours anyway 

for security.  

 

She does not intend to move to a full current account or no account at all. The BBA 

meets all her needs, and she likes that she cannot go overdrawn and therefore „stays out 

of trouble‟. 
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Case Study 7 – BBA Holder 
 

This BBA holder is female, 35-44 and separated. 

 

She opened a BBA around 18 months ago. She got into „money trouble‟ and had a 

credit card debt and an overdraft. She then got a large bonus from work and decided to 

pay off the debt and open a BBA.  

 

The account is with Barclays, mainly because it was close to where she works and she 

can go in there easily in her lunch hour. Her previous banking experience was with (a 

current account from) HSBC. 

 

When she opened the BBA she didn‟t really consider any other (types of) account 

although Barclays tried to convince her to open a full account. 

 

‘The bank tried to encourage me to open an account where you paid a 

monthly fee and it came with some benefits, although I did not want that, 

I wanted not to be able to get into debt. I did not want to even have the 

possibility of having an overdraft.’ 

 

She rates the BBA ten out of ten. The account does everything she needs: money 

transfers, Direct Debits, internet and telephone banking and help her keep track of her 

money and be more „money aware‟. 

 

The biggest advantage for her is that she knows she can‟t go overdrawn.  

 

She uses the BBA a lot, uses Money Transfer a lot, her family bank with Barclays and it 

is instant if she needs to get money to them, she uses Direct Debits and standing orders.  

 

‘I don’t think there is anything I don’t use - the account satisfies all my 

needs.’ 

 

She does not have any concerns about the account.  

 

‘None - I don’t have a cheque book and to pay the school fees they prefer 

a cheque but my family write the cheque and I pay them so it is not a 

problem.’ 

 

She feels the BBA gives her enough control of her money and it helps her to budget her 

finances.  

 

Losing the ability to withdraw cash from all ATMs, however, would be a problem.  

 

‘I would not like that, as I would have to pay for things on my card more.  

I often prefer to withdraw cash to pay for things as paying on your card 

can take a day or two before it comes of your account and paying cash 

helps me to budget.’ 

 

She does not intend to open a full account as she doesn‟t see the need at the moment.  
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Case Study 8 – BBA Holder 
 

This BBA holder is male, 18-24 and lives with his partner. He works as a sports coach. 

 

He opened BBA with Clydesdale Bank nine years ago. The main reason to open BBA 

was to have access to his money that was paid into his account and Clydesdale was the 

nearest bank to where he lives. 

 

He did not have any type of account before opening the BBA and did not consider any 

other accounts when he opened the BBA. 

 

Overall, he would rate BBA nine out of ten. 

 

‘It is very good and it just does what I need, I don’t want to be able to go 

overdrawn.’ 

 

The most important thing about the account is having somewhere where his wages go 

into and being able to access the money when he needs to without having to carry a lot 

of cash around.  

 

‘Also when I go out and have a drink if I get drunk I can’t take more out 

than I have.’ 

 

Only uses the account to take money out and have his wages paid in. 

 

Has no concerns about the account, has never had any issues and it gives him what he 

need. He feels it gives him enough control over his money and likes that he can‟t go 

overdrawn.  

 

‘I think a lot of my friends who are always saying I am £s overdrawn 

would do well to have this sort of account as it helps you control your 

money.’ 

 

He would be very frustrated if he could only withdraw cash from Clydesdale Bank 

ATMs, as it is no guarantee there will be a Clydesdale Bank everywhere 

 

‘I would have to look at changing my account if this was to happen and 

getting a normal account.’ 

 

Currently, he has no intention to move to a full current account, he is happy with what 

he has, although it would depend getting a new job, or moving house, but it is not 

something he is currently thinking about. 
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APPENDIX D 

Stage 3: Quantitative Survey – Questionnaire and show 

cards 
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Interviewer no: Interviewer name: 
 
 

Date: / Time interview started: : 

 

Recruitment 

Good morning/afternoon/evening. My name is ....... from Accent and I am carrying out 

research for Consumer Focus into looking at how different types of bank or card 

accounts can be made better and easier to obtain and use for consumers. This is a bona 

fide market research exercise. It is being conducted under the Market Research Society 

Code of Conduct which means that any answers you give will be treated in confidence. 

Can you spare a couple of minutes to run through a few questions to check that you are 

eligible to take part in this research? The questionnaire will then take about 15 minutes 

and you will get a £3 Boots voucher as a thank you for your time. 

 

Q1. Do you or any of your close family work or have worked in the recent past in the 

banking sector, financial services in general or in a market research firm, 

advertising agency, or public relations firm? 
 

1. Yes THANK AND CLOSE 

2. No 

Q2. Can you tell me in which of these age groups you fall?  
SINGLE CODE – READ OUT 
 

1. Under 18 THANK AND CLOSE 

2. 18-24 

3. 25-34 

4. 35-44 

5. 45-54 

6. 55-64 

7. 65 OR OVER 

  

Q3. Do you have a bank account or Post Office Card Account?  
SINGLE CODE – READ OUT 
 

1. Yes, a bank account ONLY 

2. Yes, a Post Office Card account ONLY RECRUIT AS TRANSACTIONALLY 
UNBANKED – GO TO MAIN QUESTIONNAIRE 

3. Yes, both 

4. No RECRUIT AS TRANSACTIONALLY UNBANKED – GO TO MAIN 
QUESTIONNAIRE 

 

Q4. ASK IF Q3= 1 OR 3, ELSE GO TO MAIN QUESTIONNAIRE: Which bank or banks do 

you hold an account with? MULTICODE – USE SHOWCARD 1 
 

1. Bank of Scotland 

2. Barclays Bank 

3. Clydesdale Bank 

4. Coventry BS  

5. First Trust Bank (NI) 

6. Halifax  

7. HSBC 

8. Lloyds TSB  

9. Nationwide BS 

10. NatWest 

2376  
Basic Bank Account research 
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11. Northern Bank (NI) 

12. Royal Bank of Scotland 

13. Santander 

14. Secure Trust Bank 

15. The Co-operative Bank  

16. Turkish Bank (UK)  

17. Ulster Bank 

18. Yorkshire Bank 

19. Other, specify 

 

Q5. ASK FOR EACH BANK ACCOUNT HELD: And with your bank account(s), with 

[INSERT FROM Q4] do you have a chequebook and/or an overdraft facility? 
 

INTERVIEWER: IF NECESSARY EXPLAIN THAT WE ARE NOT ASKING WHETHER 
THEY HAVE AN ARRANGED OVERDRAFT BUT WHETHER THEY COULD GO 
OVERDRAWN (WHETHER OR NOT THIS WOULD INCUR A FINANCIAL PENALTY) 
 
INT.: NOTE THAT PERSON COULD HAVE A BBA AND A CHEQUE ACCOUNT AT 
SAME BANK – PLEASE CODE Q5 FOR EACH ACCOUNT SEPARATELY. 
 

 Chequebook Overdraft 

1. Yes   

2. No   

3. Don‟t know   

 
IF Q5 = 2 FOR (ONE OF) THE ACCOUNT(S): RECRUIT AS BBA HOLDER AND GO 
TO MAIN STAGE, ALL OTHERS THANK & CLOSE 
 

QUOTA ALLOCATION:  
BASIC BANK ACCOUNT HOLDERS = IF Q5 = 2 FOR ANY ONE OF THE 
ACCOUNTS 
TRANSACTIONALLY UNBANKED = IF Q3 = 2 OR 4 
 
NOTE: IF RESPONDENT HAS BBA AND POCA = BBA FOR THE PURPOSE OF 
QUOTA ALLOCATION  
 

Q6. ASK IF HAVE MORE THAN ONE ACCOUNT, ELSE GO TO Q7: Which account do 

you consider to be your main account?  

 
1. Account(s) with chequebook 

2. Account(s) without chequebook 

3. Both 

4. Neither 

5. Don‟t know 

 

Main Questionnaire 

The questionnaire will take about 15 minutes. You do not have to answer questions you 

do not wish to and you can terminate the interview at any point.  

 
IF HAVE BASIC BANK ACCOUNT AND OTHER ACCOUNTS (IF Q5 = 1 OR 3 FOR 1 
OR MORE ACCOUNTS AND IF Q5 = 2 FOR ANY ONE OF THE ACCOUNTS) OR 
HAVE A BASIC BANK ACCOUNT (IF Q5 = 2 FOR ANY ONE OF THE ACCOUNTS) 
AND A POST OFFICE CARD ACCOUNT (IF Q3 = 2):  
 

IF ONE BBA ACCOUNT (Q5 = 2 FOR ONE ACCOUNT) SAY #We would like to talk to you 

about your bank account for which you do not have a chequebook or overdraft facility, 

the Basic Bank Account.# IF MORE THAN ONE BBA ACCOUNT (Q5 = 2 FOR MORE ONE 

ACCOUNT) SAY #We would like to talk to you about your bank account for which you 
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do not have a chequebook or overdraft facility, the Basic Bank Account, but please 

think about the one you use most often when answering the questions.#  
 

 

Q7. ASK ALL BBA HOLDERS, ELSE GO TO Q35: When did you open the Basic Bank 

Account? SINGLE CODE – IF HAVE MORE THAN ONE BBA, ASK ABOUT THE 

ONE THEY USE MOST OFTEN  
 

1. Less than 6 months ago 

2. 7 – 12 months ago 

3. Between 1 – 2 years ago 

4. Between 3 and 5 years ago 

5. More than 5 years ago 

 

Q8. What was the main reason for opening the Basic Bank Account? SINGLE CODE 

– DO NOT READ OUT  
 

1. Avoid carrying cash 

2. Could not get a standard current account 

3. Employer wanted to pay direct to bank account 

4. Fear of overdraft charges 

5. Got married 

6. Having children 

7. Needed to provide bank account details to a third party 

8. Not good at handling money 

9. Promotion by bank   

10. Recommended by friends, relatives, colleagues 

11. Started work 

12. To be able to get benefits paid in 

13. To build up a credit rating/needed bank account to be able to get credit 

14. To get a cash card 

15. To get debit card 

16. To pay bills 

17. Wanted access to Direct Debits 

18. Was recommended it by the bank 

19. Went to college 

20. Other, specify 

21. No particular reason GO TO Q10 

 

Q9. And what other reasons prompted you to open the Basic Bank Account? MULTI 

CODE – DO NOT READ OUT – PROBE FULLY  - ONLY SHOW ANSWERS NOT 
MENTIONED IN Q8  

 

1. Avoid carrying cash 

2. Could not get a standard current account 

3. Employer wanted to pay direct to bank account 

4. Fear of overdraft charges 

5. Got married 

6. Having children 

7. Needed to provide bank account details to a third party 

8. Not good at handling money 

9. Promotion by bank   

10. Recommended by friends, relatives, colleagues 

11. Started work 

12. To be able to get benefits paid in 

13. To build up a credit rating/needed bank account to be able to get credit 

14. To get a cash card 

15. To get debit card 

16. To pay bills 

17. Wanted access to Direct Debits 
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18. Was recommended it by the bank 

19. Went to college 

20. Other, specify 

21. None 

 

Q10. ASK IF HAVE MORE THAN ONE BBA (IF Q5 = 2 FOR TWO OR MORE ACCOUNTS: 
What were the main reasons that you opened more than one Basic Bank 

Account? MULTI CODE – DO NOT READ OUT 
 

1. Did not meet my needs 

2. High charges on previous account(s) 

3. Use accounts for different things 

4. Other, specify 

5. No particular reason 

 

Q11. ASK IF HAVE ONLY ONE BBA ACCOUNT AND NO OTHER ACCOUNTS (Q3=1 

AND Q4≠MULTICODED AND IF Q5 = 2), ELSE GO TO Q12: Before you opened a 

basic bank account, did you have a different type of bank account or did you not 

have a bank account at all? MULTICODE – DO NOT READ OUT 
 

1. Standard current account (account with chequebook) 

2. Savings account 

3. Account with a passbook 

4. Other type of account 

5. Post Office Card Account 

6. No never had other accounts EXCLUSIVE 

 

Q12. ASK ALL BBA HOLDERS: Which of these ways do you {yourself) mainly use to 

pay for the following MULTI CODE – READ OUT 
 

 Weekly grocery 

shopping 

Large, one-off 

purchases 

Other expenses 

such as transport, 

newspapers, 

cigarettes, going 

out etc  

Paying regular 

bills, such as 

electricity, gas, 

water etc. 

1. Cash     

2. Debit card      

3. Chequebook     

4. Credit card     

5. Direct Debit     

6. Don‟t know     

7. Does not pay for this 

type of expenditure  

    

8. Other, specify     

 

 

Q13. Which of the following do you use your Basic Bank Account for? MULTI CODE 

– READ OUT – RANDOMISE ORDER 
 

1. Collecting benefits 

2. Paying for bills by Direct Debit or standing order 
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3. Paying for other things by Direct Debit or standing order  

4. Paying for shopping by card 

5. Storing money 

6. Taking cash out to pay for shopping 

7. Other, specify 

8. None – never use Basic Bank Account 

 

Q14. ASK IF Q13=8, ELSE GO TO Q15: What is the reason you never use your Basic 

Bank Account? MULTI CODE – DO NOT READ OUT 
 

1. Can‟t keep track of how much money is in it 

2. Don‟t have access to cash machine near where I live 

3. Don‟t have cheque book 

4. Don‟t have debit card 

5. Don‟t understand how to use it 

6. Don‟t want to risk charges for unpaid Direct Debits 

7. No money goes into it 

8. Prefer to do everything in cash 

9. Someone else pays all the bills 

10. Use other bank account 

11. Use Post Office Card Account 

12. Other, specify  

 

Q15. On a scale of 1 to 10 where 1 means you are extremely dissatisfied and 10 

means you are extremely satisfied, how satisfied would you say you are with 

your Basic Bank Account in terms of: 
 

 1 2 3 4 5 6 7 8 9 10 DK 

1 How useful it is to you 

in your everyday life 

           

2 How easy it is to use             

 

 

Q16. ASK FOR Q15-1 OR Q15-2 (RANDOMISED BASIS), IF DK AT Q15-1 AND Q15-2 GO 

TO Q17: And why do you say that? 
 

OPEN END 

 

Q17. ASK IF BBA HOLDER AND Q12≠2: Do you have a cash or debit card with your 

account? 
 

INT.: READ OUT: A CASH CARD ALLOWS YOU TO WITHDRAW CASH, A DEBIT 
CARD ALLOWS YOU TO PAY FOR THINGS WITHOUT USING CASH. 
 

1. Yes, debit card 

2. Yes, cash card 

3. Yes, both 

4. Neither 

5. Don‟t know 

 

Q18. ASK ALL BBA HOLDERS: Does your bank charge you if a Direct Debit is 

rejected?  
 

1. Yes 

2. No 

3. Don‟t know 

 

Q19. ASK IF Q18=1: How much do they charge? 
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NUMERICAL WRITE IN 

 

DK 

 

Q20. ASK ALL BBA HOLDERS: Which of the following applies to your account? 
READ OUT 
 

1. I can use any cash machine 

2. I can use cash machines of all banks 

3. I can use the cash machines of my bank and some others but not all 

4. I can only use cash machine of my own bank  

5. Don‟t know DO NOT READ OUT 

 

Q21. ASK ALL BBA HOLDERS: Thinking about your account in more detail, what is 

the single most important thing about having this account? SINGLE CODE – DO 

NOT READ OUT 
 

1. Can‟t go overdrawn/no overdraft charges 

2. Cash card 

3. Collecting benefits (pension, unemployment benefit, tax credit payments etc.) 

4. Debit card 

5. Don‟t have to carry lots of cash 

6. Feel in control of my own money 

7. Get cash out of all cash machines 

8. I get my wages paid into it 

9. It helps me manage my money 

10. Keeping my money safe 

11. Paying bills by Direct Debit or standing order – cheaper 

12. Paying bills by Direct Debit or standing order – easier 

13. That I am building up a credit rating 

14. They accepted my application 

15. Nothing EXCLUSIVE 

16. Other, specify  

 

Q22. And what else would you say is important about having the Basic Bank 

Account? MULTI CODE – DO NOT READ OUT – ONLY SHOW THOSE NOT 

MENTIONED IN Q21 
 

1. Can‟t go overdrawn/no overdraft charges 

2. Cash card 

3. Collecting benefits (pension, unemployment benefit, tax credit payments etc.) 

4. Debit card 

5. Don‟t have to carry lots of cash 

6. Feel in control of my own money 

7. Get cash out of all cash machines 

8. I get my wages paid into it 

9. It helps me manage my money 

10. Keeping my money safe 

11. Paying bills by Direct Debit or standing order – cheaper 

12. Paying bills by Direct Debit or standing order – easier 

13. That I am building up a credit rating 

14. They accepted my application 

15. Nothing EXCLUSIVE 

16. Other, specify  

 

 

Q23. ASK IF Q13≠ 8, ELSE GO TO Q25: Which of these things do you do with your 

account most often? MULTI CODE – READ OUT 
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1. Pay for things with debit card 

2. Withdraw cash at counter in branch 

3. Paying bills by Direct Debit or standing order 

4. Getting cash from a cash machine 

5. Checking my balance 

6. Telephone banking 

7. Internet banking 

8. Other, specify  

 

Q24. ASK IF Q23=5, ELSE GO TO Q26: How often would you say you usually check 

your balance? DO NOT READ OUT 
 

1. Daily 

2. A few times a week 

3. Once a week 

4. Once every two weeks 

5. Once a month 

6. Less frequently 

7. Only if card gets refused 

8. When statements arrive 

9. Other, specify 

10. Don‟t know 

11. Never 

 

Q25. ASK IF Q24=1-8, ELSE GO TO Q26: And how do you usually check your balance? 
DO NOT READ OUT 
 

1. Go into the branch 

2. Phone 

3. Internet 

4. All combination of the above 

5. Other, specify 

 

Q26. ASK ALL BBA HOLDERS: Do you have any concerns about your Basic Bank 

Account? MULTI CODE – DO NOT READ OUT 
 

1. Can‟t keep track of how much is in the account 

2. I can‟t keep track of my spending 

3. I don‟t know the bank very well 

4. I don‟t trust banks 

5. I don‟t trust that my account has the same protection as a standard current account 

6. I fear Direct Debit charges 

7. I keep getting charged for things, 

8. I worry about how much is in it 

9. Lack of control over money 

10. Payments go in late/take too long to clear 

11. None exclusive 

12. Other, specify  

 

Q27. IF BBA HOLDER AND Q13 ≠ 8, ELSE GO TO Q29 How likely are you to stop 

using your basic bank account in the near future? SINGLE CODE – DO NOT READ 

OUT 
 

1. Very unlikely 

2. Quite unlikely 

3. Not likely not unlikely 

4. Quite likely 

5. Very likely 
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Q28. Why do you say that? 
 

OPEN END 

 

Q29. ASK IF Q27=4 OR 5 OR IF DORMANT BBA (Q13 = 8), ELSE GO TO Q31: Do you 

intend to: READ OUT MULTICODE 
 

1. Switch to a current account with cheque book and overdraft  

2. Switch to a different Basic Bank Account 

3. Open another Basic Bank Account in addition to the one you have 

4. Close your Basic Bank Account and have no bank account at all 

5. Don‟t know (DO NOT READ OUT) 
 

Q30. Why do you say that? 
 

OPEN END 

 

 

Q31. ASK IF DORMANT BBA HOLDER (Q13=8), ELSE GO TO Q35: And what are the 

main reasons that you stopped using your Basic Bank Account? MULTI CODE – 

DO NOT READ OUT 
 

1. Bank branch closed 

2. Cash machine often not working 

3. Cash machines badly located 

4. Change in circumstances (for instance got a job) 

5. Change in lifestage (of instance got married) 

6. Charges for rejected Direct Debit payments 

7. Didn‟t feel safe using cash machine it 

8. Never used it 

9. No bank branch near me 

10. No cash machine near me 

11. No debit card 

12. No money 

13. Preferred to do things in cash 

14. Other, specify  

 
Q32.  
Q33.  

 

Q34. What, if anything, would make you more likely to start using an account again? 

MULTI CODE – DO NOT READ OUT 
 

2. A bank branch near me 

3. A cash card 

4. A cash machine near me 

5. A debit card 

6. Cash machines working more often 

7. Change in circumstances (for instance got a job) 

8. Change in lifestage (of instance got married) 

9. Changing life circumstances (kids, marriage, etc) 

10. General stability in life 

11. Getting a job 

12. Greater control 

13. Less risk of charges 

14. Lower or no charges for rejected Direct Debit payments 

15. More information about bank accounts 

16. Permanent address 

17. The account is more useful 

18. Nothing would make me more likely to use the account 

19. Other, specify 
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Q35. ASK ALL POCA ONLY HOLDERS (Q3=2), ELSE GO TO Q50: When did you open 

the Post Office Card Account? SINGLE CODE – IF HAVE MORE THAN ONE 

POCA, ASK ABOUT THE ONE THEY FIRST OPENED 
 

1. Less than 6 months ago 

2. 7 – 12 months ago 

3. Between 1 – 2 years ago 

4. Between 3 and 5 years ago 

5. More than 5 years ago 

 

Q36. What were the main reasons for opening the Post Office Card Account? MULTI 

CODE – DO NOT READ OUT 
 

1. Could not get a standard current account 

2. Fear of overdraft charges 

3. Good service at Post Office 

4. It was opened for me (when benefits payments changed to electronic payments) 

5. It was set up for me 

6. No trust in banks 

7. Not good at handling money 

8. Post Office in good location 

9. To be able to get benefits paid in 

10. To build up a credit rating 

11. To get a cash card 

12. To get a debit card 

13. Trust the Post Office 

14. Was recommended it by the bank 

15. No particular reason EXCLUSIVE 

16. Other, specify 

 

Q37. Before you opened a Post Office Card Account, did you have a different type of 

account or did you not have a bank account at all? MULTICODE – DO NOT READ 

OUT 
 

1. Standard current account 

2. Basic bank account 

3. No other accounts EXCLUSIVE 

 

Q38. On a scale of 1 to 10 where 1 means you are extremely dissatisfied and 10 

means you are extremely satisfied, how satisfied would you say you are with 

your Post Office Card Account in terms of: 
 

 1 2 3 4 5 6 7 8 9 10 DK 

1 How useful it is to you 

in your everyday life 

           

2 How easy it is to use            

 

Q39. ASK FOR Q38-1 OR Q38-2 (RANDOMISED BASIS), IF DK AT Q38-1 AND Q38-2 GO 

TO Q40: And why do you say that? 
 

OPEN END 

 

Q40. Thinking about your Post Office Card Account in more detail, what is the single 

most important thing about having this account? SINGLE CODE – DO NOT READ 

OUT 
 

1. Can‟t go overdrawn/no overdraft charges 

2. Cash card 
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3. Collecting benefits (pension, unemployment benefit, tax credit payments etc.) 

4. Debit card 

5. Don‟t have to carry lots of cash 

6. Feel in control of my own money 

7. Get cash out of all cash machines 

8. I get my wages paid into it 

9. It helps me manage my money 

10. Keeping my money safe 

11. Paying bills by Direct Debit or standing order – cheaper 

12. Paying bills by Direct Debit or standing order – easier 

13. That I am building up a credit rating 

14. They accepted my application 

15. Nothing EXCLUSIVE  - GO TO Q42 

16. Other, specify   

 

Q41. And what else would you say is important about having the Post Office Card 

Account? MULTI CODE – DO NOT READ OUT – ONLY SHOW THOSE NOT 

MENTIONED IN Q41 
 

 
1. Can‟t go overdrawn/no overdraft charges 

2. Cash card 

3. Collecting benefits (pension, unemployment benefit, tax credit payments etc.) 

4. Debit card 

5. Don‟t have to carry lots of cash 

6. Feel in control of my own money 

7. Get cash out of all cash machines 

8. I get my wages paid into it 

9. It helps me manage my money 

10. Keeping my money safe 

11. Paying bills by Direct Debit or standing order – cheaper 

12. Paying bills by Direct Debit or standing order – easier 

13. That I am building up a credit rating 

14. They accepted my application 

15. Nothing EXCLUSIVE 

16. Other, specify   

  

 

Q42. Do you have any concerns about your Post Office Card Account? MULTI CODE – 

DO NOT READ OUT 
 

1. I don‟t trust the Post Office 

2. I don‟t know the bank very well 

3. I don‟t trust that my account has the same protection as a standard current account 

4. It is unclear what a rejected Direct Debit payment costs 

5. Local Post Office has closed 

6. Local Post Office is no longer a „proper‟ Post Office 

7. Other, specify  

 

Q43. Would you like to have a bank account that allows you to pay for things without 

using cash? SINGLE CODE – DO NOT READ OUT 
 

1. Yes 

2. No GO TO Q57 

3. Don‟t know 

 

Q44. ASK IF Q37=1 OR 2, ELSE GO TO Q46: Do you intend to return to IF Q37=1 SAY 

#(using) a full current account# IF Q37=2 SAY #basic bank account# in the (near) 

future? SINGLE CODE – DO NOT READ OUT 
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1. Yes 

2. No 

3. Maybe 

4. Don‟t know 

 

Q45. Why do you say that? 
 

OPEN END 

 

Q46. ASK ALL POCA HOLDERS, EXCEPT Q37=1 OR 2 GO TO Q48: Do you intend to 

move to a full current account in the (near) future? SINGLE CODE – DO NOT 

READ OUT 
 

1. Yes 

2. No 

3. Maybe 

4. Don‟t know 

 

Q47. Why do you say that? 
 

OPEN END 

 

Q48. Or would you consider returning to a situation with no account at all? SINGLE 

CODE – DO NOT READ OUT 
 

1. Yes 

2. No 

3. Maybe 

4. Don‟t know 

 

Q49. Why do you say that? 
 

OPEN END 

 

 

Q50. ASK IF UNBANKED (Q3=4), ELSE GO TO SP SECTION: Have you ever had any 

type of bank account in the past? MULTI CODE – DO NOT READ OUT 
 

1. Standard current account 

2. Basic Bank Account 

3. Post Office Card Account 

4. No EXCLUSIVE 

 

Q51. And what are the main reasons that IF Q50=1, 2 OR 3 SAY # you do not have any 

type of bank account anymore# IF Q50=4 SAY # have never had a bank 

account#? MULTI CODE – DO NOT READ OUT 
 

1. Bad credit rating 

2. Never needed one 

3. Account was cancelled 

4. Financial problems 

5. Don‟t understand accounts 

6. Other, specify  

 

 

Q52. Which (other) types of bank accounts are you aware of? MULTI CODE – DO NOT 

READ OUT 
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1. Accounts without chequebook 

2. Accounts without overdraft 

3. Basic bank accounts  

4. Post Office Card Accounts 

5. Current acc/with cheque book/overdraft 

6. Savings accounts 

7. ISAs 

8. Other type of account 

9. None 

 

Q53. Would you like to have a bank account that allows you to pay for things without 

using cash? SINGLE CODE – DO NOT READ OUT 
 

1. Yes 

2. No GO TO Q57  
3. Don‟t know 

 

Q54. How likely would you say you are to open a bank account in the (near) future? 
SINGLE CODE – READ OUT  
 

1. Very unlikely 

2. Quite unlikely 

3. Not likely not unlikely 

4. Quite likely 

5. Very likely 

 

Q55. ASK IF Q54=4 OR 5, ELSE GO TO Q57: What is the single most important reason 

you would like to open an account? SINGLE CODE – DO NOT READ OUT 

 
1. Collecting benefits (pension, unemployment benefit, tax credit payments etc.) 

2. Feel in control of my own money 

3. It helps me manage my money 

4. That I am building up a credit rating 

5. They accepted my application 

6. To be able to pay by Direct Debit 

7. To get my wages get paid into it 

8. To pay for things by card 

9. To use cash machines 

10. Other, specify  

 

Q56. And what other reasons are there to open an account? MULTI CODE – DO NOT 

READ OUT – ONLY SHOW THOSE NOT MENTIONED IN Q55 
 

1. Collecting benefits (pension, unemployment benefit, tax credit payments etc.) 

2. Feel in control of my own money 

3. It helps me manage my money 

4. That I am building up a credit rating 

5. They accepted my application 

6. To be able to pay by Direct Debit 

7. To get my wages get paid into it 

8. To pay for things by card 

9. To use cash machines 

10. Other, specify  

 

Q57. ASK IF Q53=2 OR 3 OR IF Q43=2, ELSE GO TO Q58: Why are you not interested 

in opening a bank account? MULTI CODE – DO NOT READ OUT 
 

1. Feel more in control just using cash  
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2. Can‟t go overdrawn/no overdraft charges 

3. I cant get one 

4. Bad credit rating  

5. Don‟t need one 

6. Too old 

7. Not enough money 

8. No job  

9. Other, specify 

 

Q58. ASK ALL UNBANKED: Is there anything that would make you more likely to 

open a bank account? MULTI CODE – DO NOT READ OUT 
 

1. A bank branch near me 

2. A cash card 

3. A cash machine near me 

4. A debit card 

5. Cash machines working more often 

6. Change in circumstances (for instance got a job) 

7. Change in lifestage (of instance got married) 

8. Changing life circumstances (kids, marriage, etc) 

9. General stability in life 

10. Getting a job 

11. If I didn‟t need photo ID 

12. Interest paid 

13. Lower or no charges for rejected Direct Debit payments 

14. More information about bank accounts (how they work, how you open them etc.) 

15. Permanent address 

16. Nothing would make me more likely to open an account EXCLUSIVE 

17. Other, specify  

 

SP –  IF Q43=2 OR IF Q53=2 GO TO Q62 
 

In the next part of the survey we would like you to tell us which possible elements of or 

changes to the Basic Bank Account would be appealing to you. We will show you a 

number of different choices; in each case we would like you to choose between 2 

options. 
 

In this exercise the different options we‟ll show you will consist of the following 

factors: 

 
USE SP SHOWCARD (2) 

 

DEBIT CARD - Whether the account come with a debit card which allows you to buy 

goods and services without using cash. 

MISSED DD CHARGES Charge that apply when a Direct Debit (DD) payment is rejected 

because there is not enough money in the account. Sometimes there is a buffer zone – 

see showcard. 

ACCESS TO YOUR BANK’S BRANCHES The ability to undertake transactions (withdraw 

cash and pay bills over the counter) at a branch (your own local branch or all branches) 

of your own bank – and times of day you can do this. 

ACCESS TO HELP WITH FINANCES You could speak to a financial advisor who would 

help you managing your finances if you wanted or needed this.  

TEXT NOTIFICATIONS Text sent to you by your bank if your balance is low – the level 

can be set automatically by the bank (and the same for every customer) or you can set 

your own level 
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DRAWING CASH AND/OR CHECKING BALANCE Channels through which you can 

withdraw cash and check your balance 

MAKING ELECTRONIC PAYMENTS Direct Debits and standing orders. These allow 

regular bills to be automatically paid direct from your account. 
 

 For each exercise we will show you different sets of choices where the options will 

vary. Please select the option you prefer. 
 

 

Q59. ASK ALL BBA HOLDERS, ELSE GO TOQ61: In the following example, you will 

see a set of features that could be included in a Basic Bank Account, and for 

each we show the best or highest level. SHOW CARD 3 
 

 Debit card included 

 No charges for missed DD, £10 buffer zone for credit or DD  

 Access at all times to any branch of your bank and phone and ATM  

 Unlimited access to help with your finances to help you manage  

 Ability for you to set text notifications when you‟re approaching a low balance  

 Ability to withdraw cash and check balance at any ATM and branch of any bank, 

and phone/internet and make payments by phone/internet  

 Able to set up standing orders and Direct Debits  

  

 Overall do you think it would make you use it more often? 
 

1. Yes, it would make me use it much more often 

2. Yes, it would make me use it slightly more often  

3. No, it would not affect me as I am using it a lot already 

4. Don‟t know 

 

Q60. How important is it to you that you are able to get cash out of any cash machine? 
READ OUT 

  
1. Not at all important 

2. Not important 

3. Neither important nor unimportant 

4. Important 

5. Very important 

 

 

Q61. ASK ALL POCA HOLDERS OR UNBANKED, ELSE GO TO Q62: In the following 

example, you will see a set of features that could be included in a Basic Bank 

Account, and for each we show the best or highest level. 
 

 Debit card included 

 No charges for missed DD, £10 buffer zone for credit or DD  
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 Access at all times to any branch of your bank and phone and ATM  

 Unlimited access to help with your finances to help you manage  

 Ability for you to set text notifications when you‟re approaching a low balance  

 Ability to withdraw cash and check balance at any ATM and branch of any bank, 

and phone/internet and make payments by phone/internet  

 Able to set up standing orders and Direct Debits  

Overall do you think it would make you more likely to open one? 

 
1. Yes, it would make me much more likely to open one 

2. Yes, it would make me slightly more likely to open one  

3. No, it would not affect 

4. Don‟t know 

 

Q62. ASK ALL: How accurately do you {yourself} know how much money you have 

at the moment, excluding any savings? INT EXPLAIN: WE DON’T NEED TO 

KNOW HOW MUCH MONEY YOU HAVE, BUT JUST HOW ACCURATELY YOU 

KNOW HOW MUCH MONEY YOU HAVE.  
SINGLE CODE – READ OUT 
 

1. I have no idea at all 

2. Approximately, but not within £500 

3. I know within £500 

4. I know within £100 

5. I know within £50 

6. I know within £10 

7. I know within a pound or two 

8. Refused 

9. Other (SPECIFY) _____________________________________________ 

 

Q63. Which one of the following statements best describes how well you are keeping 

up with your bills and credit commitments at the moment? PLEASE JUST READ 

OUT THE LETTER THAT APPLIES – SHOWCARD 4 – SINGLE CODE 
 

1. A. Keeping up with all bills and/or commitments without any difficulties 

2. B. Keeping up with all bills and/or commitments, but it is a struggle from time to time 

3. C. Keeping up with all bills and/or commitments, but it is a constant struggle 

4. D. Falling behind with some bills or credit commitments 

5. E. Having real financial problems and have fallen behind with many bills or credit 

commitments 

6. Don‟t know 

7. Refused 

8. Don‟t have any bills or credit commitments 

 

Q64. I am now going to read you some things that other people have said about 

managing money. Please tell me how strongly you agree or disagree with them. 
ROTATE ORDER  
 

Do you:  

Agree strongly 

Tend to agree 

Tend to disagree 

Disagree strongly 
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Don‟t know 

Refused 

 

1. I am impulsive and tend to buy things even when I can‟t really afford them 

2. I am more of a saver than a spender 

3. I prefer to buy things on credit rather than wait and save up 

4. I am very organised when it comes to managing my money day to day 

5. I am never late at paying my bills 

 

Demographics 

Finally, some questions about you. The personal information you provide during this 

survey will be kept confidential by Accent and will not be disclosed to third parties. It 

will be used for analysis purposes only. 

 

Q65. DO NOT ASK BUT RECORD GENDER:  
 

1. Male  

2. Female  

 
Q66.  

 

Q67. Which of these is your main source of income? READ OUT  

 
1. Earnings from employment/self-employment 

2. Private/occupational pension 

3. State pension 

4. Job seekers allowance 

5. Other state benefits 

6. Investment income 

7. Other 

8. Refused 

 

Q68. Which of these statements best describes your current employment status? READ 

OUT   
  

1. Self-employed 

2. Employed full-time (30+ hrs) 

3. Employed part-time (up to 30 hrs) 

4. Student 

5. Unemployed – seeking work 

6. Unemployed – other 

7. Looking after the home/children full-time 

8. Retired 

9. Unable to work due to sickness or disability 

10. Other (please specify) 

 

Q69. ASK IF Q68=1, 2 OR 3, ELSE GOT TO Q70: And which of these best describes 

your current occupation type? READ OUT 
 

1. Senior managerial or professional  

2. Intermediate managerial, administrative or professional 

3. Supervisor; clerical; junior managerial, administrative or professional  

4. Manual worker (with industry qualifications)  

5. Manual worker (with no qualifications)  

6. Other 

7. Refused 
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Q70. ASK IF Q67=1, ELSE GOT TO Q71: Do you also receive any state benefits such as 

income support or tax credits? 

 
1. Yes 

2. No 

 

 

Q71. ASK ALL: In which of these ranges is your annual personal income each year?  
SHOWCARD 5 

 
1. Zero 

2. £1 - £10,000 

3. £10,001 - £15,000 

4. £15,001 - £20,000 

5. £20,001 - £25,000 

6. More than £25,000   

7. Refused 

 

Q72. Which country were you born in? 

 
1. England 

2. Wales 

3. Scotland 

4. Northern Ireland 

5. Great Britain 

6. UK 

7. Elsewhere  

8. Refused 

 

Q73. ASK IF Q72=7, ELSE GO TO Q74: Are you a British citizen? 
 

1. Yes 

2. No 

3. Refused 

 

Q74. Which of these best describes you? SINGLE CODE 
 

1. Single, i.e. never married 

2. Married 

3. Widowed 

4. Divorced 

5. Separated 

6. Don‟t know 

7. Refused 

8. Co-habiting 

 

Q75. How many adults (ie those aged 16 or over) usually live at your home address? 
SINGLE CODE 
 

1. one 

2. two 

3. three 

4. four 

5. five 

6. six 

7. more than six 

8. Prefer not to say 
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Q76. How many children (ie those aged under 16) usually live at your home address? 
SINGLE CODE 
 

1. None 

2. one 

3. two 

4. three 

5. four 

6. five 

7. six 

8. more than six 

9. Prefer not to say 

 

Q77. Consumer Focus might wish to conduct some further interviews in the next 

weeks with people we have spoken to for this research. For this research we 

would make an appointment for one of our interviewers to visit you and speak to 

you for another 30-40 minutes. As a thank you we would give you £20. Would it 

be okay for us to re-contact you about this? 
 

INTERVIEW EXPLAIN IF NECESSARY THAT IT DOESN’T MEAN THE 
RESPONDENT WILL DEFINITELY BE CONTACTED  
 

1. Yes 

2. No 

  

Thank you for your help in this research 
 

This research was conducted under the terms of the MRS code of conduct and is 

completely confidential. If you would like to confirm my credentials or those of Accent 

please call the MRS free on 0500 396999. HAND OVER THE THANK YOU SLIP. 

Please can I take a note of your name and where we can contact you for quality control 

purposes? 

 

Respondent name:   .................................................................................................................  

 

Telephone: home: .............................................. work: ...............................................  

 

Thank you 
 

I confirm that this interview was conducted under the terms of the MRS code of conduct 

and is completely confidential 

 

Interviewer‟s signature: ................................................................................................................  

 
 
Time Interview completed: 
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Showcard 1 – Q4 

 
 

1. Bank of Scotland 

2. Barclays Bank 

3. Clydesdale Bank 

4. Coventry BS  

5. First Trust Bank (NI) 

6. Halifax  

7. HSBC 

8. Lloyds TSB  

9. Nationwide BS 

10. NatWest 

11. Northern Bank (NI) 

12. Royal Bank of Scotland 

13. Santander 

14. Secure Trust Bank 

15. The Co-operative Bank -  

16. Turkish Bank (UK)  

17. Ulster Bank 

18. Yorkshire Bank 

19. Other, specify 
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Showcard 2 – Stated 

Preference 
 

 

 

Debit card Whether the account come with a debit card which 

allows you to buy goods and services without using 

cash. 

 

Missed DD 

Charges  

Charge that apply when a Direct Debit (DD) payment 

is rejected because there is not enough money in the 

account.  

A £10 buffer zone means that if, for example, there is 

£5 in your account a payment of £15 (which in theory 

would mean you‟re £10 overdrawn) would not be 

rejected. 

 

Access to your 

bank’s 

branches 

The ability to undertake transactions (withdraw cash 

and pay bills over the counter) at a branch (your own 

local branch or all branches) of your own bank – and 

times of day you can do this. 

 

Access to help 

with finances 

You could speak to a financial advisor who would 

help you managing your finances if you wanted or 

needed this.  

Text 

notifications 

Text sent to you by your bank if your balance is low – 

the level can be set automatically by the bank (and the 

same for every customer) or you can set your own 

level 

 

Drawing cash 

and/or 

checking 

balance  
 

Channels through which you can withdraw cash and 

check your balance 

Making 

electronic 

payments 

Direct Debits and standing orders. These allow regular 

bills to be automatically paid direct from your 

account. 
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Showcard 3 – Q59/61 
 

 

– Debit card included 

 

– No charges for missed DD, £10 buffer zone 

for credit or DD  

 

– Access at all times to any branch of your 

bank and phone and ATM  

 

– Unlimited access to help with your finances 

to help you manage  

 

– Ability for you to set text notifications when 

you’re approaching a low balance  

 

– Ability to withdraw cash and check balance 

at any ATM and branch of any bank, and 

phone/internet and make payments by 

phone/internet  

 

– Able to set up standing orders and Direct 

Debits  
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Showcard 4 – Q63 
 

 

A. Keeping up with all bills and/or 

commitments without any difficulties 

 

 

B. Keeping up with all bills and/or 

commitments, but it is a struggle 

from time to time 

 

 

C. Keeping up with all bills and/or 

commitments, but it is a constant 

struggle 

 

 

D. Falling behind with some bills or 

credit commitments 

 

 

E. Having real financial problems and 

have fallen behind with many bills or 

credit commitments 
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Showcard 5 – Q71 
 

 
 

 

1. Zero 

 

2. £1 - £10,000 

 

3. £10,001 - £15,000 

 

4. £15,001 - £20,000 

 

5. £20,001 - £25,000 

 

6. More than £25,000   
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APPENDIX E 

Stage 4: Qualitative Survey – Topic guides and show 

cards 
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Respondent name: ................................................................................................................................   
 
Date:  ................................................................................................................................................  
 
Time:  ................................................................................................................................................  
 
Interviewer: ..........................................................................................................................................   
 
Good morning, afternoon, evening... My name is … and I work for an independent 

market research company called Accent. You recently participated in research we are 

conducting for Consumer Focus looking at how different types of bank or card accounts 

can be made better and easier to obtain for consumers. Consumer Focus is an 

independent organisation which campaigns for a fair deal for consumers and acts as the 

voice of the consumer. Thank you very much for agreeing to do this follow up 

interview.  

 

Before we start, I would like to reassure you that any answer you give will be treated in 

accordance with the Code of Conduct of the Market Research Society.  This means that 

your answers will be treated with complete confidentiality and your answers will not be 

attributed back to you. Thank you very much for agreeing to help us with this research. 

 

The discussion is also being tape-recorded. This is to ensure accuracy – so I do not have 

to try to remember what you have said – and for analysis purposes only. The recordings 

will not be passed to any third party not associated with the research project, and I 

assure you that none of your comments will be attributed to you by name. The 

discussion will last around 30 – 45 minutes. Can I stress that we are looking for your 

views. There are no right or wrong answers. 

 

 

ALL: Introduction 

 

 Name 

 Family status 

 Job status 

 

Money management 
 

 Firstly, I would like to ask you some questions about how you manage your money 

in general. Could you tell me what, in a typical month, you spend your money on? 

 Grocery shops 

 Other smaller purchases 

 What kind of purchases are they? 

 Regular bills 

 How do you plan these expenses?  

 Do you plan out at the start of the month? 

 When salary is paid? 

 Do you have different pots or leave everything in an account? 

 And how do you organise other types of expenses, less frequent expenses such as 

holidays and Christmas? 

 How do you budget for these, how (if) save up?  

2376 
 Basic Bank Accounts 

F2F Topic Guide – BBA HOLDERS 
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 How do you usually pay for the different kinds of expenses such as: 

 Grocery shops 

 Other smaller purchases 

 What kind of purchases are they? 

 Regular bills 

 Holidays 

 Christmas shopping 

 What drives whether you pay by cash or in another way? 

 How often do you take cash out? 

 What drives this? Take out cash for specific purchases? Take out cash and use 

that for a longer period of time? 

 How do you prefer to check your balance? 

 And how often do you check your balance? 

 What kind of bank account do you have? 

 Probe on features, does it have a chequebook, a card, what else can you do with 

it? 

 Any other accounts? 

 If so, do you use them for different purposes? 

 Where do you usually go to withdraw cash? 

 IF NECESSARY PROBE: over the counter or by ATM 

 If ATM: which ATM do you usually use? And why? 

 Own bank‟s ATM? 

 Closest to home? 

 Free to withdraw cash? 

 IF NOT MENTIONED YET: Are you aware that some ATMs charge for cash 

withdrawals? 

 How do you prefer to pay bills? 

 IF NECESSARY PROBE: Over the counter at a bank, by post, some other way?  

 And why;  

 

BBA  
 

 Generally speaking, how in control of your money do you feel? 

 Why do you say that? 

 If not very much – does this worry you? 

 How does your bank account contribute to this? 

 Which aspects of the account give you a sense of control? 

 And which don‟t? 

 Why did you open your bank account? 

 What did you feel you needed it for? 

 How did you choose this particular account?  

 Did you look at other types of account or accounts at other banks? 

 What do you use it for? How do you use it in your every day life? 

 If not already discussed: which features does your bank account have, that you are 

aware of? 

 USE SHOW CARD 

 Debit card (Solo, Electron, Maestro or Visa) 

 Card for withdrawing cash 

 Direct Debits 

 Standing orders 
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 Can pay bills, withdraw cash, and check balance at the counter in the bank 

 Can withdraw cash from cash machine at any bank 

 Can withdraw cash from cash machine at my bank 

 

 IF MENTIONED And how do Direct Debits work on YOUR account? How do 

you set them up? 

 IF MENTIONED And how do Standing Orders work on YOUR account? How do 

you set them up? 

 

 IF APPLICABLE: Earlier you said you mainly/only pay for things in cash, why 

don‟t you use the debit card? And why don‟t you use Direct Debits? 

 

 Overall, how convenient is your bank account to you?  

 What would you change about your bank account? 

 IF MENTIONED SPONTANEOUSLY: Has it cost you any money in charges? 

 If not mentioned charges: Does your bank charge you for anything related to the 

account? 

 If yes, what for and how much? 

 Are there any (other) aspects of your bank account that feel disappointed about? 

Does it make a difference to how in control of your money you feel? 

 Are there any aspects that you try to avoid using? 

 Why?  

 Have you ever had your debit card rejected when you tried to take out cash or pay 

for things?  

 If not: is this something you worry about? 

 

 Thinking about your bank account and everything we have discussed about it, is 

there anything that would make you feel more in control or more comfortable about 

managing your money and which the account doesn‟t do? 

 Bills/payments/money management? 

 Do you think you would be more in control of your money with a different type of 

account? 

 What type of account? 

 Why 

Thank and close  
ASK FOR PERMISSION TO PASS ANONYMISED TRANSCRIPT TO CONSUMER FOCUS 
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Respondent name: ................................................................................................................................   
 
Date: ....................................................................................................................................................   
 
Time: ...................................................................................................................................................   
 
Interviewer: ..........................................................................................................................................   
 
Good morning, afternoon, evening... My name is … and I work for an independent 

market research company called Accent. You recently participated in research we are 

conducting for Consumer Focus looking at how different types of bank or card accounts 

can be made better and easier to obtain for consumers. Consumer Focus is an 

independent organisation which campaigns for a fair deal for consumers and acts as the 

voice of the consumer. Thank you very much for agreeing to do this follow up 

interview.  

 

Before we start, I would like to reassure you that any answer you give will be treated in 

accordance with the Code of Conduct of the Market Research Society.  This means that 

your answers will be treated with complete confidentiality and your answers will not be 

attributed back to you. Thank you very much for agreeing to help us with this research. 

 

The discussion is also being tape-recorded. This is to ensure accuracy – so I do not have 

to try to remember what you have said – and for analysis purposes only. The recordings 

will not be passed to any third party not associated with the research project, and I 

assure you that none of your comments will be attributed to you by name. The 

discussion will last around 30 – 45 minutes. Can I stress that we are looking for your 

views. There are no right or wrong answers. 

 

 

Introduction  

 

 Name 

 Family status 

 Job status 

 

Money management  

 

 Firstly, I would like to ask you some questions about how you manage your money 

in general. Could you tell me what, in a typical month, you spend your money on? 

 Grocery shops 

 Other smaller purchases 

 What kind of purchases are they? 

 Regular bills 

 How do you plan these expenses?  

 Do you plan out at the start of the month? 

2376 
 Basic Bank Accounts 

F2F Topic Guide – 
UNBANKED 
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 When benefits/salary is paid? 

 Do you have different pots or leave everything in an account? 

 And how do you organise other types of expenses, less frequent expenses such as 

holidays and Christmas? 

 How do you budget for these, how (if) save up?  

 Savings account? 

 How do you usually pay for the different kinds of expenses such as: 

 Grocery shops 

 Other smaller purchases 

 What kind of purchases are they? 

 Regular bills 

 Holidays 

 Christmas shopping 

 

Banking  

 

 How important is it to feel in control of your money? 

 And do you generally feel in control? 

 What contributes to this? 

 

 Past banking experiences 

 What kind account, if any, did you use to have? 

 Why not banked anymore? 

 PROBE FULLY 

 

 And would you like to have an account again that allows paying for things without 

cash?   

 Why is that? 

 What do you need an account for? 

 How would you use it? 

 

 What would you want to be able to do with an account? 

 What do they need it to do 

 Would a basic bank account have all the necessary features? 

 USE SHOWCARDS TO SHOW FEATURES – ASK TO TRADE OFF 

BETWEEN 6 AND 7 

 Or do you think you would need a full current account? 

 What concerns would they have about opening/maintaining a bank account? 

 

Thank and close  
ASK FOR PERMISSION TO PASS ANONYMISED TRANSCRIPT TO CONSUMER FOCUS 
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APPENDIX F 

Stage 4: Qualitative Survey – Case studies 
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As outlined in section 2.5 of the report, a total of 13 in-home depth interviews were 

conducted between 15 and 22 March 2012 for this stage of the research. It was agreed 

with Consumer Focus that the following consumer (sub) segments would be included: 

 

1. Basic Bank Account holders without a current account (and not state benefit 

dependent), within which we identified: 

a. Those who mainly pay by cash and purposefully take out cash to pay for 

things 

b. Those who use their debit card to pay for things but (prefer) not (to use) 

Direct Debits 

c. Those who use their debit card to pay for things and also use Direct 

Debits  

2. Transactionally unbanked, interested in a current account and previously been 

banked 

 

In terms of the geographical scope of this phase the North East of England, Kent and the 

London areas were agreed upon. 

 

The overall structure of the qualitative stage looked as follows: 

 
 BBA holders without a current account and who are not dependent on state benefits  

  Total Kent London North East  

Group 
1A 

As above plus: pay 
mainly by cash for all 
types of expenses 

4 1 1 2 As above plus: only use 
BBA to store money and 
take out cash to pay for 
things 

Group 
1B 

As above plus: use debit 
card to pay for things but 
NOT Direct Debits  

2 1 1 0 

Group 
1C 

As above plus: use Direct 
Debits  

4 2 2 0 

 Transactionally unbanked interested in a current account and previously been banked 

  Total Kent London North East  

Group 
2 
 

 
3 1 0 2 
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Case Study 1 – BBA holder (Group 1A) 
 
1. Introduction 

 

This BBA holder lives in East London and is aged 45-54. She does not work at the 

moment but does own a business. Her husband is British and they moved here together. 

She has 3 children who are all away at university.  

 

She owns a small business in her country or origin, producing and delivering goods, and 

also functions as a free of charge money transfer operation for friends in the UK  

 

She opened a BBA quite recently because, with the children having moved out, she will 

want to look for a job again and have her wages paid in so she will need a bank account. 

She currently uses the account to store money which she then takes out to pay for 

shopping. She is used to doing this and doesn‟t really want to use a debit card. 

 

She rates both usefulness and ease of use eight out of ten. She rates usefulness eight out 

of ten because the bank is within walking distance of her home. She thinks she can use 

cash machines of her own bank but not all other banks. The cash card is the single most 

important thing of having a BBA. 

 

If a BBA came with all the best features as presented in the SP exercise, it would not 

make her use it any more as she says she already uses it a lot.  

 

She knows to within a pound or two how much money she has and says she keeps up 

with bills and credit commitments without any difficulty. She is not impulsive when it 

comes to buying things, and does not like buying things on credit. Instead she says she 

is very organised about managing her money on a daily basis, she is never late paying 

bills and rather saves and than spends. 

 

Although she is not working at the moment, her main income source is the business 

back in Nigeria but she refused to disclose her annual income.  

 
2. Money management 

General outgoings and planning 

In a typical month she spends her money on food, cleaning materials and clothing. Her 

husband takes care of the rent and bills; usually he goes to the Post Office to pay the 

bills. 

 

For larger, less frequent expenses she will save up. For instance, for travel she will 

accumulate the money over a period of time until there is enough to buy the tickets. 

 

 

Payment methods 

She always uses cash. She draws cash and then uses that to buy groceries and other 

things. She has not as yet used her bank card to pay for anything. She usually draws 

£100 for a 2 week period. She doesn‟t like using the card for a variety of reasons. The 

main reason is that she is used to paying for things in cash. In addition, she is not very 

good at remembering her PIN and she also has safety concerns about the card ie if she 

loses her PIN (or rather someone else gets hold of it) she could lose her money. 
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Somebody gets to know my PIN, what will happen to my money?  I 

worked hard for all this money so I’m extremely careful and finicky 

person, that’s just it because I’ve seen issues to do with people, someone 

in Woolwich, the lady was just weeping profusely. I don’t know what 

happened to her.  She said she lost her money so I don’t want that kind of 

thing to happen to me.  I’m extra careful. 

 

Being in control of money 

She feels in control of her money, she knows quite precisely what she deposits and 

withdraws from her account and hence she knows how much money she still has. In 

order to aid her with staying in control of her money she prints off a statement every 

time she withdraws cash. 

 
3. Banking 

Type of account 

An Easy Cash Account with Halifax, and a savings account also with Halifax. She 

opened it about a year ago. She had an appointment to review her savings account and 

got talking about and the fact that she would want to find a job in the UK in the near 

future. She was then told that she would need a bank account to be able to get her wages 

paid in and she decided to open the BBA. 

 

Account features 

With the account she has a debit card, Direct Debits, standing orders (she thinks, though 

not checked) and she also thinks she should be able to pay bills and draw cash in the 

branch. Her card works in all cash machines. 

 

Views on the BBA 

She finds the BBA very convenient for her in her current life stage. 

 

‘It’s convenient.  I find very convenient for me and it’s going to be very, 

very useful as time goes on, I know that and it’s going to be really, really 

advantageous to me because of all the facilities the account has to offer 

so that’s it.’ 

 

Possible improvements 

She found it difficult to think of anything that could make the account better for her and 

make her feel more comfortable in managing her money. When probed on this subject a 

second time, however, she said she would find it very helpful to get a monthly paper 

statement sent to her by the bank.  

 

Future banking 

She will want to find a job and start to operate the account fully. Once she has got to 

that point she will possibly upgrade to a full account with an overdraft. 
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Case Study 2 – BBA holder (Group 1A) 
 
1. Introduction 

This BBA holder lives in Kent and is aged 25 – 34. He works as a painter and decorator 

and has done that for the past 10 years. He is single, but does have one daughter, and 

currently shares a flat with a friend until he finds his own flat. At the time of the 

interview he was also in between jobs, but expected a new project to come up in the 

next week or so. 

 

He opened the BBA a year or so ago after he got fed up with HSBC charging him for 

going overdrawn. And he does need a bank account to be able to get paid. 

 

He rates it only three out of ten for usefulness and six out of ten for ease of use. For the 

former, he gives the fact that he can only use two cash machines in his town as the 

reason.  

 

If a BBA came with all the best features as presented in the SP exercise, it would make 

him use it much more often.  

 

He knows to within £50 how much money he has and says he does fall behind with 

some bills and commitments. 

 

He typifies himself a spender rather than a saver, not very organised and falling behind 

on bills. He also says he is not particularly impulsive when it comes to buying things, 

and that he doesn‟t like to buy things on credit. 

 

His main source of income is his job and he states his annual income is less than 

£10,000. 

 
2. Money management 

General outgoings and planning 

Rent, electrics, gas, food. And then he has some money left over for himself. He spends 

that on going out, clothes etc. 

 

He tries to save around £50 a month for larger, less frequent expenses such as birthdays 

and Christmas. But it is difficult because he is never in continuous work and as soon as 

he is out of work, he eats in to his savings. Saving the £50 when is in work is doable, 

catching up is more difficult. 

 

Payment methods 

In terms of paying for things, he is very cash focused. He uses his debit card to 

withdraw cash, he would take £500 out and use £200 of that for himself and the rest 

goes towards bills. And if he falls short he‟ll use his debit card. He finds this easier to 

plan for things and keep control, although he admits that often he does fall short at the 

end of the month. 

 

‘Every week I have to make sure I’ve got enough to cover my electric, my 

bills, food so sometimes I might have to go without a week out, maybe 

like the last week towards the end of the month, I don’t get to go out, I 

don’t go drinking or nothing like that.  Sit indoors for the whole week so 

it gets a bit boring the last week.’ 
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He also finds it safer to pay in cash after reading stories about card cloning at, for 

instance, petrol stations.  

 

Being in control of money 

He feels much more in control with the current account from NatWest, much more than 

with his HSBC account. When he was with HSBC he felt more that the bank was in full 

control, not him.  

 

‘I felt like they were in control, when I spent my money, when it was paid 

out, when it was done this and you just sort of sit in a mess really at the 

end thinking where’s that gone, where’s this gone, how come I’m this 

much overdrawn, how come and it just did my head in.  I was getting 

charges after charges because I kept thinking I’d got more money than I 

had and I wasn’t working it out but when I sat down and worked it out at 

the end of the month, where’s it gone?  You’ve spent £70 in charges 

because they told you 3 days [ago] you had money in your account when 

you didn’t and so I wasn’t very happy with them, that’s why I’ve changed 

to NatWest.’ 

 
3. Banking 

Type of account 

He has a BBA (but refers to it as a current account) with NatWest. He used to have an 

HSBC full current account but felt the charges were far too high for going overdrawn 

(£35). He then decided to open another account because he was angry with the way 

HSBC handled the charges. The fact that he ended up with NatWest was almost purely 

coincidental. 

 

‘I come out of HSBC which is on one side of McDonald’s in the town and 

I sort of walked past McDonald’s fuming and see the bank and I thought 

you know what, I’m going to go in and open up a different account, see 

what they could offer me and I had a little chat with them and they sort 

of said yes, this is the best thing for you in your situation, this is the best 

thing for you.  I said yes, cushtie.’ 

 

Account features 

The only feature he mentions he has with his NatWest account is a debit card. He also 

receives text messages when his account balance is low. He doesn‟t use Direct Debits 

and standing orders. He is not able to withdraw cash from every machine, and he is not 

happy with that.  

 

‘Yes, the only thing I’d change about it is I can’t use every cash point 

machine.  I can only use a Royal Bank of Scotland or a NatWest cash 

machine and that can be quite annoying if you're travelling about.  I 

travel quite a lot.  If I go to somewhere and there isn’t a Royal Bank of 

Scotland or a NatWest machine, I can’t get cash out so that was one of 

the main reasons why I do it straightaway. Every time I get paid, I take 

£500 out so I’ve got it because wherever I am, I can’t rely on my card to 

get money out everywhere.  It has to be a certain bank and that can be 

quite.  A lot of them are Link machines; it doesn’t work in one of them.’ 
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He has not, however, felt the need to change banks as a result of this. 

 

Views on the BBA 

The BBA is perfect for him because there is no overdraft but also because he feels that 

NatWest are a better bank. They are stricter that HSBC where he felt he would have 

been given anything he asked for.  

 

‘I think NatWest have sort of gone right, this is us helping you in the best 

way we can.  This is what we think so that’s why I think it’s better.  

HSBC was just willing to chuck everything at me.  I think if I’d gone in 

there and asked for a £10K loan, they would have given it to me and that 

wasn’t right.’ 

 

Possible improvements 

The main limitation he feels is the fact that in his town, Gravesend, there are only two 

cash points that he can use. This is really the only issue he has with the NatWest 

account.  

 

Future banking 

Currently he is not interested in a different account with, for instance, an overdraft 

facility. He wants to get himself financially sorted first, find his own flat and then 

maybe he would look to get an overdraft depending on how much he has saved up. 
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Case Study 3 – BBA holder (Group 1A) 
 
1. Introduction 

This BBA holder lives in the North East and is 35-44 years old. He works as a cleaner 

and lives with his girlfriend.  

 

He opened the BBA with Santander (though it was Abbey National when he opened it, 

which he says is 20 years ago) because his employer required it to pay his salary in. He 

is unlikely to stop using his account for that same reason; he needs it for his salary to be 

paid in.  

 

He rates the account ten out of ten for usefulness because he can pay some bills by 

Direct Debit. He rates the account five out of ten for ease of use. He can use any cash 

machine of any bank. Getting his wages and benefits paid in is the single most 

important thing about having a BBA.  

 

If a BBA came with all the best features as presented in the SP exercise it would make 

him use it a lot more often. 

 

He knows to within a pound or two how much money he has and says he keeps up with 

bills and commitments without any difficulty. 

 

He is not impulsive when it comes to spending, does not like buying things on credit 

and is very organised when it comes to day to day management of his money. He is also 

never late paying bills. 

 

His main source of income is his salary and his annual income is between £10,001 and 

£15,000.  

 
2. Money management 

General outgoings and planning 

His money is spent on food, gas, electric, mobile phone, water, council tax and rent. The 

gas and electrics are (pre)paid weekly.  

 

He is not a strict planner with his expenses, but has a pretty good idea what he needs to 

spend every week or month and „works around that‟. 

 

He is paid his salary weekly and benefits fortnightly. 

 

He saves up for Christmas by giving his money, on a monthly basis, to his upstairs 

neighbour who is the treasurer for a darts club. She gives it back in December so he can 

start buying Christmas presents. 

 

‘My neighbour upstairs she's a treasurer for a club just along the road, 

so any money what's spare I give it to her and she saves it up for us, 

January-December and then we just get it back off her. When I get my 

money and I get like £70 and we spend £40 of that on whatever, half of 

the rest goes towards Christmas and that. She runs a darts team, and so 

she puts it all, like the darts teams money she puts that aside.’ 
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He hasn‟t had a holiday for 20 years but is about to go away for a long weekend, 

staying in his girlfriend‟s mother‟s caravan. 

 

Payment methods 

He pays for his food by cash. He prefers to pay cash for most things. That is how he has 

always paid for things; he has never done it otherwise and wouldn‟t necessarily want to. 

 

Being in control of money 

He feels in control of his money, he always knows how much has and keeps track of 

spending in his head.  

 

‘Well I've got to have control because it's no good going over because 

then you've got to say alright what happens if we spend over on certain 

amount and then I haven't topped the electric up and it goes out. Then 

we've got to do without electric or gas for the heating and that sort of 

thing. I just like to control it, I know what's coming in, and I know what 

has to be paid out and what's spare to last.’ 

 

His BBA also helps him stay in control because of the Direct Debits he has set up 

which means the money is paid before he can take it out and spend it on other things. 

 
3. Banking 

Type of account 

He has an account with Santander. It doesn‟t have a chequebook and only a cash card 

(not a debit card).  He has Direct Debits, and could set up standing orders. He uses the 

former but not the latter. It does not have an overdraft facility, which was one of the 

reasons he chose this type of account. 

 

‘Yes. Because it didn't have an overdraft and I didn't want a credit card. 

I know you can get a credit card, and you think right, I'll just use this 

and then you overspend. I've worked up here, I've moved down London, 

I've worked down in London 3 or 4 times, kept moving backwards and 

forwards, so it's always been there. Just didn't like credit cards. I've seen 

the mess it can get people in, like my mam before she passed away 12 

years ago, and me dad had two. I've never ever had one’. 

 

Views on the BBA 

Generally, he feels the BBA is very convenient. It helps him manage his money and it 

does what it needs to do for him. When shown some of the other potential features he 

said he was not interested in a debit card because he was under the impression it would 

let him go overdrawn. When explained that this would not happen he said he would be 

quite interested. 

 

‘That would yes because then I'd be able to manage. If you can only 

spend what's in the account, and say I wanted to pay for something over 

the phone, the money's in the account I can do it that way because that's 

what my daughter does, she goes on Gum Tree and eBay and all that, 

and she does all that.’ 

 

He has never been charged because he makes sure Direct Debits don‟t get rejected.  

 



Accent  Page 111 of 165 
 

Possible improvements 

He would like to be able to do online banking (again). He used to have this facility but it 

has been stopped and he doesn‟t know why. 

 

Future banking 

For the future he intends to stick with the BBA. He knows there are other accounts out 

there (his sisters and brothers have full current accounts and credit cards) but he is not 

interested. 
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Case Study 4 – BBA holder (Group 1A) 
 
1. Introduction 

This BBA holder lives in the North East and is 35-44 years old. He works as a bus 

valeter and is single. He used have his own business.  

 

He has an account with Barclays but it only has a cash card and he says it is a savings 

account that doesn‟t allow him to do much with it. That is the main reason he rates the 

account five out of ten for both usefulness and ease of use.  

 

He says he can only use Barclays cash machines to withdraw money and getting his 

wages paid in is the single most important thing about having a BBA. 

 

If a BBA came with all the best features as presented in the SP exercise it would make 

him use it a lot more often. 

 

He knows to within a pound or two how much money he has and says he keeps up with 

bills and commitments without any difficulty. 

 

He is not impulsive when it comes to spending, does not like buying things on credit 

and is very organised when it comes to day to day management of his money. 

 

His main source of income is his salary and his annual income is between £10,001 and 

£15,000.  

 
2. Money management 

General outgoings and planning 

His money is spent on electricity, food, petrol, (car) insurance, basic every day things. 

He doesn‟t spend much money on anything else. He was left with £55,000 worth of debt 

after he broke up with his partner and hasn‟t been able to forward plan anything 

financially.  

 

Most regular bills are paid monthly although he is paid fortnightly and gets working tax 

credits of £50 per week. 

 

He doesn‟t plan strictly but does keep track in his mind of how much money he has and 

how much is still to come out. He goes out for the occasional treat but no holidays.  

 

‘No I've not had a holiday in nine years. I'm on holiday for two weeks 

now off work, but as you can see I've not gone anywhere.’ 

 

He saves up for Christmas, usually from August onwards. But instead of leaving it in 

his account he (literally) keeps it in a specific pot so he can‟t take it out of the bank and 

spend it. 

 

‘Yeah I won't keep it in the bank because if I put it in the bank I know 

what I'm like I'll go and draw it out but if it's there and I can see it then I 

know I've got to keep it there.’ 
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Payment methods 

He has payment cards for his TV licence and council tax, everything else is paid in 

cash. That is how he has always paid for things; he has never done it otherwise and 

wouldn‟t necessarily want to. 

 

Being in control of money 

He doesn‟t feel in control of his finances at all at the moment. This is mainly due to the 

outstanding debt he is trying to pay off after his break up.  

 

‘At the moment I don't. Coming back to what she did. We were together 

seven years, and this is what disgusts me. Obviously both our names 

were on the council tax and things like that. For that seven years we 

were together my wages at the time were going into her bank account 

because it's just the way I'd been brought up. I wasn't seeing any bills so 

I thought they were getting paid. So obviously when we split up I gets hit 

with all the council tax which she didn't pay, even though she'd had my 

money to pay it. When I'd been contacting them, at one stage I was 

paying fraudulently council taxes I'd paid like £7,500, but never got to 

her for it, which I was disgusted about, and as I said to them why should 

I be, on top of paying my own council tax.’  

 
3. Banking 

Type of account 

Currently he has only a savings account because Barclays recently closed his BBA. It 

was closed down because his account went £14 overdrawn when he didn‟t have an 

overdraft facility. This happened very recently and he is now using the savings account 

that was opened alongside his BBA. 

 

It doesn‟t have a chequebook and only a cash card (not a debit card).   

 

‘Just my cash card. What it was, I used to have a current account with 

Barclays, so I had me VISA, I had everything through them. Never went 

overdrawn on me VISA or anything like that, but what happened.  My 

bank account actually went £14 overdrawn, even though I didn't have an 

overdraft facility with them and they closed the account down. So when I 

went in and said hang on a minute how can you close an account down 

it's £14 overdrawn, I don't have an overdraft facility with you so why did 

that money go out in the first place. Oh we can't tell you that but we 

closed the account down, we'll have to give you this savings account 

which was working in conjunction with the current account which I 

didn't even know about, and they said you can't go back and get a 

current account for another year. I was like well actually I think when I 

look into it more, I might even take my business somewhere else.’ 

 

Views on the BBA 

The combination of a BBA and a savings account would have helped him cope better. 

But he wasn‟t aware that he had a savings account and would have wanted to move 

money into that when companies came after him for outstanding debts.  
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Yeah so if I'd have known about that at the time, with all this money like 

coming out and all these companies trying to get money out of me 

because of her, I could have said right hang on a minute, let's just put all 

my money into my savings account which has got a totally different bank 

account number and sort code. But the bank didn't bother telling me that. 

 

If he were able to use a BBA again, he would definitely want a debit card to pay for 

petrol. He would use Direct Debits, even though he doesn‟t like the idea of it, to pay for 

his broadband. He would also like standing orders on his account. 

 

Possible improvements 

Based on the fact that he is currently not allowed to use his account and based on past 

experiences he would make a lot of changes to the account if he could:  

 

‘Absolutely everything. I've been with probably about five or six different 

banks. Obviously when I had my own security company I had hundreds 

of thousands of pounds going through the accounts. As soon as the 

company, I'm not going to mention the name of the bank, but as soon as 

the company ended and I wanted to trade as another company, the same 

sort of thing, another security company, went to them for the money, 

turned me down flat. So I was totally disgusted. So with the account I've 

got at the moment, obviously a debit card would be very handy, the 

direct debit side of it would be extremely handy, as I've just said for like 

broadband and car insurance etc. Because at the moment with the car 

insurance I'm having to use my sister's bank account to do the Direct 

Debits through, which is an absolute pain. And at my age, 42, I think I 

should have it.’ 

 

 

Future banking 

Though his BBA has been closed by Barclays, in the future he hopes to be able to use a 

full current account with a debit card.  
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Case Study 5 – BBA holder (Group 1B) 
 
1. Introduction 

This BBA holder lives in East London, having moved just over a year ago from 

Lithuania and is aged 25 – 34. He has a Masters Degree in IT and is currently working 

part-time in a club and studying for the necessary certificates to find a job in the UK in 

his field. He shares the flat with two friends. 

 

He opened the BBA with Barclays less than six months ago, and did not have a UK 

bank account before that. He does, however, also have an account in Lithuania. 

 

He rates the account eight out of ten on usefulness and nine out of ten for ease of use. 

The reason for rating it nine out of ten of ease of use is that he can use the card 

everywhere and it is very convenient. 

 

He uses his BBA a lot already and says that is the reason that if a BBA came with all 

the best features as presented in the SP exercise it would not make him use it more 

often. 

 

He knows to within £10 how much money he has and says he keeps up with bills and 

commitments but struggles from time to time. 

 

He is not impulsive when it comes to spending, does not like buying things on credit, is 

very organised when it comes to day to day management of his money and is never late 

paying bills. 

 

His main source of income is his salary but he refused to disclose his annual income. 

 
2. Money management 

General outgoings and planning 

His money is spent on food, bills and rent. He doesn‟t have an opportunity at the 

moment to save as his income is too low. However, when he finds a job (when he has 

all the necessary qualifications) he envisages putting at least 40 per cent of his earnings 

in savings and investments.  

 

He has some savings at the moment but that is money for a holiday (most likely to 

Lithuania).  

 

He plans every month – he earns app £700 at the moment and most of that goes towards 

rent and bills. The rest of the money is for basics, food mainly.  

 

Payment methods 

Debit card is his preferred method of payment for everyday items. He uses cash when 

he goes to the market but in shops he prefers using his debit card. He pays for his rent 

in cash because the landlord prefers to be paid in cash. Other bills are paid through 

online banking when they are due, not by Direct Debit. 

 

Being in control of money 

He feels in control of his money, he always knows how much is in his account and he 

keeps a record of everything he spends. He also keeps a historic record of his spending 

for his own peace of mind. 
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‘Yes I have Excel sheet and I just write how much money I spend and 

then I can view the history and to know how much money I need to save 

for let’s say for insurance amount and I just to know that how much 

money I am spending for food, for grant, for transport, or something like 

that, it’s not…… … it’s just for myself to know.’ 

 
3. Banking 

Type of account 

He has a Barclays basic account. He has a debit card and uses the online banking 

facility a lot. He is able to set up Direct Debits but doesn‟t use them because he feels 

more in control of his money if he pays the bills when they are due rather than having 

them come out without him doing anything. He thinks he can use standing orders but 

hasn‟t explored this. He can also go into the branch and withdraw cash and pay bills but 

doesn‟t ever do that because there are always long queues.  

 

He opened the account a few months ago when his new employer said he needed to 

have his own account for his wages to be paid in. Before that he used a friend‟s account 

to have wages paid into from a previous job. 

 

He went to Barclays because many of his friends have an account there and are all 

happy and also because he‟s a keen cyclist and likes the Barclays Cycle Superhighways. 

He specifically asked for an account that has a debit card and online banking but 

nothing else, he did not want an overdraft facility.  

 

‘My employer told me that I need bank account and they transfer, that’s 

why and I like Barclays because of where I always cycle so I know its 

they …….  they have a lot of connection with banking but I like the social 

activities. I asked, that I needed a debit card and I need internet access, 

of course they suggested me more other accounts with all kinds of 

features, and I told her no.’ 

 

Account features 

He has a debit card with his account and is able to set up Direct Debits (although he 

doesn‟t use this feature). He knows he can have standing orders but doesn‟t use them. 

He would also be able to go into the branch and draw cash and pay bills, although, 

again, he doesn‟t make use of this. With his debit card he can withdraw cash from any 

cash machine. 

 

Views on the BBA 

The fact that is a basic account and he can use online banking makes him feel in control 

and comfortable managing his money. He is very satisfied with the account and it fully 

meets his current needs. 

 

Possible improvements 

The main thing that would make him feel even more in control of his finances is if he 

could do more with his internet banking. For instance, currently he says he needs to 

phone Barclays every time he wants a paper statement which takes a long time to get 

through so he would prefer to be able to request it online.  
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Future banking 

For the immediate future he will stick with the Barclays BBA but when he has a better 

job and earns more money he may move to a different account, with possibly a credit 

card. 

 

‘When I have more money it would be a bigger salary and I could choose 

a better account option so I have in my mind but at the moment I am not 

considering but maybe later when I have a full day job and I want to 

travel, yes maybe then.’ 
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Case Study 6 – BBA holder (Group 1B) 
 
1. Introduction 

This BBA holder lives in Kent and is aged 45-54. He works as a self-employed solid 

surface fabricator and fitter. He was divorced several years ago but now has a new 

partner with whom he co-habits. They both had two children from a previous 

relationship and have one child together; three of the children still live at home. 

 

He opened a BBA more than five years ago because he could not get a standard current 

account due to bankruptcy, outstanding debts with a bank (from a previously held 

current account) and having a home repossessed. He is also fearful of overdraft charges 

so a BBA was a good solution in any case.  

 

He uses his account for a wide range of things such as collecting his benefits (when he 

is out of work, usually for up to six months a year), paying for things by Direct Debit, 

paying for shopping by debit card and drawing cash to pay for shopping.  

 

He finds the account very easy to use, rating it eight out of ten, but not always very 

useful (four out of ten). The reasons for the latter rating, as became clear in the depth 

interview, primarily lie in charges for rejected Direct Debits.  

 

He is able to use machines from any bank to draw cash. Not having to carry lots of cash 

is the most important thing about having a BBA. The other important thing is that he 

could open it without a credit check being necessary, or at least a bad rating not 

influencing it. 

 

If a BBA came with all the best features as presented in the SP exercise, it would make 

him use the account much more often. Again, this relates predominantly to not having 

to pay any charges for rejected Direct Debits (and having a buffer zone). 

 

He knows to within a pound or two how much money he has and says he has real 

financial problems and has fallen behind with many bills or credit commitments. He 

tends to agree that he is impulsive when it comes to buying things, even if he can‟t 

afford it, but also tends to agree that he is very organised about managing his money on 

a daily basis. 

 

His main source of income is his job, but it is supplemented with a job seekers 

allowance and his annual income is under £10,000. 
 
2. Money management 

General outgoings and planning 

In a typical month he spends his money on food, gas/electricity bills (topping up credit), 

clothing, general shopping (like toiletries), mobile phone and other bills such as the TV 

licence) and the running costs for his work vehicle. His partner pays the rent and 

council tax. But they are behind on the council tax and often struggling to make ends 

meet. 

 

He tops up the gas and electric at the start of the week and estimates how much it needs 

for the week. Under normal circumstances that works, but in the winter if there is a cold 

snap the budget often goes out of the window.  
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‘The gas and electric are paid weekly, or when we've got the money, or 

as it's needed. If it started snowing tomorrow then obviously our budget 

would go out of the window. I put £15 on the gas and £10 on the electric, 

now because we're both working that should do us the week in this sort 

of weather, because really the gas and electric is only used in the 

evening, maybe for an hour in the morning. So in school holidays then 

the consumption goes through the roof because they're at home, plugging 

all their bits in and so.’ 

 

For larger, less frequent expenses they save up and they normally take six months to 

work up to Christmas. Last year he was out of work, owed a large amount by a client 

and had to cancel Christmas festivities. 

 

Payment methods 

He pays for the gas and electric by cash because most outlets will not accept debit cards. 

He usually pays for fuel for his work vehicle on his debit card because he doesn‟t want 

to carry around that much cash and shopping is also usually paid for by debit card. For 

other, smaller expenses, such as a packet of crisps or a bottle of wine, he will use cash. 

 

Being in control of money 

He does not feel in control of his money. Income is also very erratic and that makes 

planning and budgeting very difficult. He checks his balance regularly but knowing how 

much he has does not make him feel more in control. 

 

‘Not very because much as I try, the amount of work, I'm looking for 

work, trying to find permanent job, I'm self employed. When the money 

comes in every week 52 weeks a year, 12 months a year, then you can 

budget yourself. While I'm working it's fine, you can budget yourself 

when you know what's coming in and it's going to be there on that day, 

but when you're not, you're not earning, getting no money in. Now, 

because my partner has got a part time job and she earns more than my 

Job Seekers, if I go and sign on we're not entitled to anything. So I don't 

get £102 a week on Job Seekers, which is what they think you can live 

on, we don't get help with the council tax and we don't get help with the 

rent. We get nothing, so we've got to live on £500 a month. So no we're 

not in control of our finances, there's no way anyone could be.’ 
 
3. Banking 

Type of account 

He has a BBA with Halifax and couldn‟t get a normal account due to a bankruptcy and 

house repossession. He opened it five or six years ago. He was rejected by NatWest, 

with whom he used to have an account. He left it dormant after charges were levied but 

did clear the debt in the end. It did, however, mean NatWest would not offer him 

another account.  

 

Account features 

With the account he has a debit card and is able to set up Direct Debits. He has one 

Direct Debit set up which is for the car insurance. He does not like using them because 

it gives someone else power to take your money. And this got him into a lot of trouble 

previously with charges being levied.  
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‘I don't like the idea of someone being able to take £1,000 out of your 

account even if they're not entitled to and say oh sorry we'll put it back. I 

prefer a standing order that pays that person, not give someone access to 

your account.’ 

 

He doesn‟t use standing orders, even though he would prefer to, because companies 

don‟t accept them as a payment method. He thinks he can go into the Halifax branch to 

withdraw cash (over the counter) but only over £20. He can withdraw cash from any 

cash machine. 

 

Possible improvements 

He has a real issue with Direct Debits. He feels that the principle of charging for 

rejected Direct Debits is making a bad situation worse and pushes people like him in a 

downward spiral. 

 

‘When I've got 6 or 7 Direct Debits coming out traditionally banks will 

not pay these things if you haven't got a facility but they'll still charge 

you for them. And 6 or 7 in the account a month, twice, that's a lot of 

money, and then they say you owe us that money. I don't believe in 

paying for things I've not had. If they'd paid it, they'd have been fine, but 

they've not paid anything and they're still charging me for it. And I think 

one account I think I owe about £380 for charges, which to me is 

trumped up money, they didn't do anything for it, they just turn, no we're 

not paying them, which is fine, but don't charge me.’  

 

He feels that there should at least be some leeway, a „cock-up clause‟, if a Direct Debit 

is missed. He feels a buffer zone like that would really help. Other than that, he doesn‟t 

think a lot needs to change on the account or any other bank account. When pushed he 

feel that the bank could be a bit more approachable. He doesn‟t like that no one in the 

branch is allowed to make any decisions based on a specific case. It is always referred 

to head office and no exceptions can be made. But on the whole, he doesn‟t feel that 

there is much that need changing on the account or that the bank could do to make him 

feel more comfortable dealing with his money. 

 

‘Well no because, I mean now, if I work with this guy all the time and 

they could see regular money coming in and going out, how things are 

going, I can understand the way they want to see that before they make a 

judgement on whether they help you or they don't. But at the end of the 

day if they're only looking at an amount going in for a couple of weeks 

then nothing for a month then working, amounts going in for three 

months and then nothing, there's nothing really they can do. There's 

nothing anyone can do. That's the main problem. I don't honestly see at 

the moment.’ 

 

Future banking 

In the future, if he manages to get himself in a more stable situation he will consider 

going into the branch and ask for an account with an overdraft. But at the moment he is 

happy with what he has and feels there is no point in asking for an overdraft. 
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Case Study 7 – BBA holder (Group 1C) 
 
1. Introduction 

This BBA holder lives in East London and is aged 45 – 54. She works in a local gym 

and community centre. She is married and has two children, aged 24 and 26.  

 

She opened a BBA a long time ago in order to regain control of her finances and as a 

joint account with her husband to pay for the mortgage and council tax. And this is what 

the account is still being used for. She does also have a standard current account and a 

savings account. As she did not declare this during the main stage interview and it only 

came to light during this qualitative interview we decided to keep the feedback for both 

stages as it shows an good example of the wide range of audience that uses a BBA.   

 

She rates the BBA highly, with a score of eight out of ten for usefulness and seven out 

of ten for ease of use. She rates if eight out of ten for usefulness because she uses it on a 

daily basis, it is an essential part of her managing her finances. She thinks she can use 

cash machines of her own bank but not all other banks.  

 

If a BBA came with all the best features as presented in the SP exercise, it would make 

her use it much more often.  

 

She knows to within a pound or two how much money she has and says she keeps up 

with bills and credit commitments without any difficulty.  

 

She feels she is not impulsive when it comes to buying things and does not prefer to buy 

things on credit. She is more a saver than a spender, very organised in managing her 

money and never late at paying bills.  

 

Her main source of income is his job and her annual income is over £25,000. 

 
2. Money management 

General outgoings and planning 

Food and general bills (fuel, mortgage, council tax) form the largest proportion of her 

monthly outgoings. She has cut back drastically on other types of expenses such as 

clothing (she recently bought an item of clothing for the first time in a year).  

 

For larger, less frequent expenses she will use her credit card from her standard current 

account and then pay it back. 

 

She plans very carefully; she was fairly comfortable financially until her daughter 

needed to borrow some money a while ago. She lent her most of her savings so now has 

to plan very carefully. 

 

Payment methods 

She tends to use her debit card (from her current account) for payments in shops. Bills 

are paid by Direct Debit (mortgage and council tax) or by telephone banking (fuel and 

water). In terms of grocery shopping and other smaller, non-regular bills she is 

considering drawing a set amount of cash for a certain period of time. 
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‘We've been thinking recently that what I should do is take out a set 

amount, just spend that, and budget a bit tighter so it's a little bit more, 

it's less loose with the ease of just going and using the debit card. You're 

not restricted really, it's just what you feel like you're going to buy and 

eat rather than OK well we need this, this and this, and I'll budget this 

amount for it. So we're thinking that we've got to be a bit more 

restrictive.’ 

 

She draws cash once or twice a week at the moment but is trying to restrict that. 

Without a real plan in place, however, it only means she uses the debit card more often. 

 

Being in control of money 

She feels in control of her money, but rates herself seven out of ten. She feels she could 

do more in terms of keeping a check on everything she spends and see where she could 

save more money. Whilst she keeps her spending in control on a high level she does not 

look at the detail of what she spends it on and whether there would be a better way of 

spending her money. 

 

‘I think what I need to do is go through my statement and just look at 

how much I am spending on food, because it is getting more, and I just 

really need to know that I've got that under control. I used to do a weekly 

shop but now because I work here and Sainsbury's is just down there, it's 

easier to just go and buy a few bits there and then go home. And so then 

that could become daily activity, which again you're spending more 

money on food. I thought what I should do is just go through my 

statement and just double check where I am actually, where the money is 

leaking out really and just try and reign it in a little bit, especially with 

regards food.’  

 
3. Banking 

Type of account 

She has a standard current account, a card cash account (the BBA) and a savings 

account with Halifax. She says she opened the BBA years ago (around 15 years ago) 

when she got the mortgage at Halifax and it is predominantly used as a joint bank 

account with her husband and used to pay the mortgage and the council tax. The 

purpose of the BBA is that she wanted a joint account but not a fully joint account with 

her husband. 

 

‘I don't want to have a joint account with my husband where we both 

spend money out of it other than that essential thing. So we didn't want to 

be in a situation where we're telling each other off for what we've spent 

money on. Because we both have jobs, we both earn money it's like you 

don't want to be saying you've bought that, and it affects me.’ 

 

Account features 

With the BBA account she has a cash card and thinks that it can also be used as a debit 

card but she hasn‟t used it that way and doesn‟t know the PIN for it. She uses Direct 

Debits for the mortgage and the council tax. She pays into the BBA from her normal 

account by (she thinks) standing order. She can also go to the branch to take out cash 

and pay bills and she can withdraw cash from any cash machine. 
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Views on the BBA 

She finds the BBA very convenient because it does the job she opened it for and plays a 

clear role in her finances. 

 

Possible improvements 

She feels that the banks do a lot already to enable her to stay in control of her money 

and that she probably is too complacent and doesn‟t take enough advantage of what‟s 

on offer. She appreciates, for instance, that getting into online banking might help her 

staying in control even more. 

 

When, however, she had been overdrawn for a few days, and was charged for this (on 

her normal account), she wasn‟t actually aware that she had gone overdrawn. And 

having seen the adverts from Lloyds TSB about sending text messages she feels that 

would be a good idea.  

 

On the whole, she feels there should not be any charges at all, which she says is the 

situation in Australia.  
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Case Study 8 – BBA holder (Group 1C) 
 
1. Introduction 

This BBA holder lives in Kent, and is aged 18 – 24. She works part-time in a shop 

(although the shop is closing down) and goes to college (studying Administration). She 

lives at home with her parents and two siblings.  

 

She opened the BBA with Barclays in September last year, after NatWest changed the 

availability of cash machines so she could only get money out from NatWest and RBS 

cash machines. 

 

She rates both the usefulness and ease of use of the account nine out of ten, because it is 

simply really easy to use. She can use any cash machine from any bank. The single 

most important thing about having the BBA is getting her wages paid in. 

 

If a BBA came with all the best features as presented in the SP exercise, it would make 

her use the account slightly more often.  

 

She knows to within a pound or two how much money she has and says she keeps up 

with her commitments without any difficulty. 

 

She is not impulsive when it comes to spending and prefers not to buy on credit. She 

keeps up with bills and is very organised in managing her money. 

 

Her main source of income is her job and her annual income is less than £10,000. 

 
2. Money management 

General outgoings and planning 

She spends her money on her phone contract, rent and food when at work and at 

college. She plans carefully how to spend her money. She gets paid weekly and then 

puts aside some money for things like her mobile phone contract, which is paid 

monthly. She also tries to stay one month ahead on her phone contract. 

 

Larger expenses are paid „as and when‟, she doesn‟t have a real savings plan in place.  

 

Payment methods 

Her main payment method for everyday purchases is her debit card. She very rarely 

withdraws cash but prefers to pay by card. Her main reason for paying by card is that 

she is less tempted to buy things. If she has cash in her pocket she will spend it, even if 

it is on things she doesn‟t need. The phone contract is paid for by Direct Debit and the 

rent is paid in cash.  

 

‘Ideally I’d pay on my card but they don’t always have a card payment 

facility [in corner shops] so sometimes I have to get money out but if I 

have money out, it’s just going to go on rubbish really.’ 
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Being in control of money 

She feels very much in control of her money, she knows exactly how much she has and 

what it is for.  

 

‘I feel completely in control really.  I generally know exactly what every pound in 

the account is for and stuff so yes, I think I handle it quite well, it is important.  I 

like to know where my money’s going and it’s being spent on stuff so yes, it is 

important.’ 

 

She uses online banking to stay in control of her money. Other than that, she feels it is 

really her own willpower that ensures she stays in control rather than anything to do 

with the account. 

 
3. Banking 

Type of account 

She has a BBA with Barclays. She used to be with NatWest but decided to change once 

she could no longer use every cash machine.  

 

‘Well I was with NatWest but they changed it so that I could only go to 

the cash point and use a card in NatWest and Royal Bank of Scotland 

cash machines and it was just a pain, it was a major pain so I changed 

banks.’ 

 

Account features 

She has a debit card with the account, the option to set up Direct Debits, and she can get 

cash out of any machine. Although she doesn‟t use them, she knows she can use 

standing orders. She thinks she can also set up telephone banking and text notifications 

but hasn‟t felt the need for either as yet. 

 

Views on the BBA 

She is generally very happy with the account and feels that it does what she needs it to 

do. 

 

Possible improvements 

She can‟t think of any particular improvements to the account that would make her feel 

more in control or more comfortable managing her money. She does, however, note that 

sometimes (when she has paid for something in a shop) it takes a while before a 

transaction shows up on the account.  

 

‘The money when I’ve paid for something on the card, it doesn’t always 

come out straightaway so that can be a bit confusing sometimes but 

because I’m quite careful with my money, I sort of account for that 

anyway.  No, it’s generally alright really.’ 

 

Future banking 

She can‟t see herself moving to a different type of account in the near future.  
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Case Study 9 – BBA holder (Group 1C) 
 
1. Introduction 

This BBA holder lives in West London, and is aged 35 – 44. He has been a chef for 20 

years. He shares the flat with his partner. 

 

He opened the BBA with Nationwide more than five years ago. 

 

He rates the account eight out of ten for usefulness and ten out of ten for ease of use. 

The main reasons for these ratings are that it is easy to pay bills and he has a debit card. 

He can use any cash machine of any bank. The single most important thing about 

having the account is that his wages are paid into it. 

 

If a BBA came with all the best features as presented in the SP exercise, it would make 

him use it a lot more often.  

 

He knows only to within £100 how much money he has and says he keeps up with bills 

and commitments but struggles from time to time. 

 

He is not impulsive when it comes to spending and prefers not to buy on credit. He is 

very organised when it comes to day to day management of his money but does 

sometimes pay bills late.  

 

His main source of income is his salary and his annual income is less than £10,001 - 

£15,000. 

 
2. Money management 

General outgoings and planning 

Most of the money goes to bills and rent. A little bit of money is left over for going out. 

But generally he doesn‟t have much left. He has to plan carefully to ensure his money 

lasts the month and that bills are paid. He knows how much his bills usually are and he 

knows how much he earns. As long as he has enough money to cover all his outgoings 

he is happy. He doesn‟t plan very strictly. 

 

He tries to save up for a holiday, he hasn‟t had a holiday for five years, and other large 

expenses but has real difficulties in putting money aside.  

 

Payment methods 

He pays for his bills by Direct Debit and the rest predominantly by debit card. He 

prefers to pay by card but when he goes out he pays in cash in pubs because of safety 

fears. When he goes grocery shopping he uses his card, but again sometimes he uses 

cash. In bigger shops and supermarkets he feels quite safe using his card, but less so in 

smaller shops and pubs. 

 

‘If it’s a big supermarket, I’ll use my card but not in the little shops.  I 

just want to be safe.’ 

 

Gas and electricity are paid for on prepayment cards and have to be paid in cash 

because debit card payments are not accepted. In an ideal world, however, he would 

pay all of his bills by cash because he knows then that they have been paid and that the 

money has been received by the other party. 
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‘I prefer to pay by cash because then I know I’ve paid it and it’s because 

sometimes with the direct debit I’ve had problems with when I’ve been 

charged for this when it’s meant to have come out on the 28
th

 but there’s 

been a Bank Holiday and they’ve left it 3 or 4 days later and then I’ve 

been charged because I thought they’d taken it but they hadn’t so that’s 

why I prefer to do it by cash.’ 

 

Being in control of money 

He feels very in control of his money, he is quite organised and likes to know exactly 

what the state of play is with his finances. He mainly uses his monthly statement to 

check that he is not overspending.  

 

‘I just know when things, what time, what day and all that that things 

have got to be paid.  I’m usually quite good with that.  I don’t need to 

write it really because I get my statement in and I check the statement 

and that’s it really.’ 

 

He doesn‟t like using online banking because he is fearful of fraud. He feels strongly 

that a building society is more trustworthy than a bank and that they have his interest at 

heart whereas banks, in his opinion, do not. 

 
3. Banking 

Type of account 

He has a BBA and a savings account with Nationwide. He used to have a NatWest 

standard current account but he became disillusioned with them because he felt they did 

not have his best interests at heart. The bank kept giving him an overdraft or extending 

his overdraft without asking and he kept using it. He admits and agrees that it is his own 

responsibility but also feels that banks should be more helpful and considerate in the 

way they offer these types of functionality to customers. 

 

‘NatWest and it caused me loads of hassle because they kept giving me 

overdrafts, even without asking.  I know it’s my fault, I was younger then 

and I kept using it. I’d never have a bank account again, it would always 

be a building society account.’ 

 

Account features 

He has a debit card with his account and uses Direct Debits. He knows he can have 

standing orders but doesn‟t use them. He would also be able to go into the branch and 

draw cash and pay bills, although, again, he doesn‟t make use of this. With his debit 

card he can withdraw cash from any cash machine. 

 

Views on the BBA 

He is extremely happy with his BBA, feels it is the perfect type of account for him and 

being with Nationwide makes him feel even more comfortable with his account. The 

fact that it doesn‟t have an overdraft facility is really important to him and also the fact 

that they have some additional features which are very helpful to him, such as Bill 

Payment: 
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‘It’s perfect for me, absolutely perfect.  I can do, if I need to pay a bill in 

an emergency with what do they call it Bill Payment, they have 

something called a Bill Payment.  If I need to pay a bill like council tax 

that’s very important, I can pay it direct straightaway and it’s paid 

within seconds so that is quite good.’ 

 

Possible improvements 

The only thing he would change about the account, and which would make him feel 

even more comfortable and in control of his own money, is that even around Bank 

Holidays Direct Debits are taken out when they need to be taken out and not three or 

four days before or after. It gets very confusing for him when he thinks he has paid a 

Direct Debit but it doesn‟t show up on his statement because it has come out three days 

later, and too close to the end of the month to show on the statement. He acknowledges 

that it is (probably) also the companies who take the Direct Debits that are to blame for 

this.  

 

He has been charged for this a few times, but after phoning the bank was refunded the 

charges every time. 

 

Future banking 

He will stick with the Nationwide, or if he changed it would be to another building 

society, and he intends to stick with the BBA. He doesn‟t want an overdraft again and is 

perfectly happy with his BBA. 

 

‘I could upgrade it if I wanted an overdraft or anything but I can’t see it 

because I don’t like to go overdrawn and all that because it’s just a 

downward spiral if you do that and you can get yourself in a lot of 

trouble and they’re quite good like that because if you don’t want it then 

they won’t let you have it but a lot of the banks want you to have it there 

and then and they will give it you without you wanting it or not, they give 

it you which is naughty because it tempts you.’ 
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Case Study 10 – BBA holder (Group 1C) 
 
1. Introduction 

This BBA holder lives in Ramsgate, Kent, and is aged 45-54. She works full time in a 

factory. She shares her council house with her partner and two of her children. 

 

She opened the BBA with Barclays more than five years ago because her employer 

required an account to pay her wages into.  

 

She rates the account three out of ten for usefulness and eight out of ten for ease of use 

(the latter being related to being able to use her debit card). She can use any cash 

machine of any bank. The single most important thing of having the account is to get 

her wages paid into. 

 

If a BBA came with all the best features as presented in the SP exercise, it would make 

her use it a lot more often.  

 

She knows to within a pound or two how much money she has and says she keeps up 

with bills and commitments but struggles from time to time. 

 

She is not impulsive when it comes to spending and prefers not to buy on credit. She is 

very organised when it comes to day to day management of her money and doesn‟t pay 

bills late.  

 

Her main source of income is her salary and her annual income is less than £20,001 - 

£25,000. 

 
2. Money management 

General outgoings and planning 

Most of the money goes to bills, rent and general day to day expenses. There is usually 

very little left for savings. She tends to only buy the basic every day needs. Anything 

out of the ordinary usually takes time to save up for. For instance, Christmas requires 

saving money for the whole year. 

 

‘That takes all year to save up for, Christmas and birthdays.  It’s just like 

an endless amount of money that just constantly is paid out for because 

by the time you finish saving up for it, you need to spend it and then you 

need to start saving up for it again so it’s an endless circle that one.’ 

 

When she is in a financial position to do so she starts buying presents in January 

because it is often cheaper. 

 

She tried to plan her expenses for the month but with children around it doesn‟t always 

work out like that. She gets paid weekly and that also requires careful planning with 

most bills normally paid monthly. 

 

However, in this respect she took matters in her own hands and negotiated weekly bill 

payments, two weeks in advance. This satisfied the companies she pays and also 

satisfies her because it is easier to plan. 
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‘Yes and then because I was paid weekly, I spent the first couple of years 

really struggling to get that month ahead because there’s no leeway and 

sometimes it would work out where if they’re late taking their money, 

you’ve lost a week’s wages, it’s silly and that’s when I phoned each 

company up and said ‘Look, can you bear with me.  I’m sometimes late 

paying you anyway.  Just take it weekly’ and that’s it. I’ve done it so that 

I’m two weeks in front so they’re happy anyway and then I’m happy 

because it’s weekly.’ 

 

 

Payment methods 

She prefers to shop online for food because she perceives it to be cheaper and hence 

pays by card. If she goes to the shop she will sometimes use the card or sometimes pay 

cash. 

 

Electricity and gas are metered (prepayment meters) and she pays for that in cash. The 

rent is paid by card over the phone. 

 

Other bills are paid by Direct Debit.  

 

‘Some are weekly.  TV licence is monthly.  I have got Direct Debits with 

my bank account which was annoying because they’re monthly and my 

wages are weekly and you’re trying to sort of build up that month 

payments and you can’t do it.  Bank weren’t very helpful so now I’ve 

managed to talk them into taking money weekly, not for ever.  They 

review it after 12 months because it costs them money doesn’t it to 

collect it.’ 

 

Being in control of money 

She doesn‟t feel 100 per cent in control because she has a niggling distrust of bank and 

companies who take Direct Debits.  

 

‘Not completely in control because I just feel that it’s, I do trust the bank 

but I don’t trust the bank if you know what I mean. I do feel I’m in 

control but you could go and check your account one day and for some 

reason, some bill has decided to take two lots and it’s gone and then 

you’ve got to contact the bank to get it back.’ 

 
3. Banking 

Type of account 

She has a BBA with Barclays, though refers to it as a normal current account without an 

overdraft. She did go and speak to Barclays about the account but found them very 

unhelpful and unclear so she left it at that and stuck with the BBA for now. It was 

generally very confusing as she was told different things by Barclays regarding her 

account. 

 

‘Not that I’m aware of, no.  I mean it’s quite confusing really because I 

had two contradictions with conversations with Barclays because I had 

somebody on the phone telling me where I’d been with them for 10 years, 

I never had an update on my account, never had anything, just the 

account and I was due for an upgrade so to speak like a credit card and 
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different things.  So I made an appointment to go into the bank and no, 

I’m not and it was quite a disappointing discussion I had with Barclays 

really when I went in there so I sort of left that.’ 

 

Her partner has an account with Santander and isn‟t very happy with that account due to 

charges on the account. That made her decide she wanted to go to a different bank and 

she thinks someone recommended Barclays to her but she can‟t remember exactly. 

 

Account features 

She has a debit card with her account and uses Direct Debits. That‟s about all she knows 

about it but she thinks she can get standing orders set up, go to the branch to withdraw 

cash and pay bills, and withdraw cash from any machine.  

 

She thinks she has a buffer zone with Barclays whereby they will honour Direct Debits 

that might otherwise have bounced. She still incurs a charge but at £8 she feels that is 

not unreasonable. 

 

‘Yes so I’m happy to stay at Barclays because I don’t get into that, it 

doesn’t happen.  They do honour, even though I haven’t got an overdraft, 

if there’s a bill due and my wages aren’t due in just yet, there isn’t 

enough to cover that, they’ll honour it. That’s [a buffer zone] what I 

mean, yes but I haven’t actually got that in writing.  I haven’t actually 

had that agreed with me.  It’s just automatically done but I have got 

nothing in writing to say that I have got that.’ 

 

Views on the BBA 

Overall she is very happy with Barclays and the account.  

 

‘The fact that I have got access to it 24 hours a day which I think you should have 

because it’s your money; the fact that they do honour a bill without charging me; 

the fact that I’ve got access to contacting them 24 hours a day and they’re very 

polite and is there anything else I can help you with?  That makes you feel yes, 

I’m in control finally.’ 

 

Possible improvements 

Her main grievances with the account lie with Direct Debit payment dates. In her 

experience they hardly ever come out on the agreed date and that can make live quite 

difficult.  

 

‘The fact that with the Direct Debits, no matter what arrangement you’ve 

got; say for argument’s sake I’ve arranged for my bills to come out on 

the 7th, they could go out on the 4th, they could go out on the 21st but 

I’ve scheduled it to go out on the 7th but it doesn’t and the fact that you 

have to leave that in there.  I’ve done it so many times, oh it’s gone out 

on the 7th and it hasn’t and then when it goes to go out, it’s not there.  

That annoys me, if it’s the 7th, it should go out on the 7th and I don’t 

know if that’s my bank or if it is actually the people that should be taking 

it.  So that’s what annoys me.’ 
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Future banking 

She would consider a different account in the future, with an overdraft but not with a 

credit card. She doesn‟t feel comfortable having a credit card and feels it may be too 

easy to overspend with a credit card. She will, however, not easily change banks as she 

is very happy with Barclays. 

 

‘A different account yes but I don’t know if I’d change banks.  I wouldn’t 

want to risk that but I’d probably change the account.  You go in there 

and ask what accounts they’ve got and you just, it’s just silly.  You don’t 

actually get what I call a logical answer.  It could just be me being 

unlucky with the person I’ve got and it’s all very well reading leaflets but 

the leaflets only give you the fantastic information.  They don’t give you 

the nitty gritty information that you need to know.’ 

. 
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Case Study 11 – Transactionally Unbanked (Group 2) 
 
1. Introduction 

This consumer was recruited as transactionally unbanked, lives in Kent and is aged 25 – 

34. She has been out of work for three years and lives on her own in a modest council 

flat. At the time of the main stage quantitative interview she did not have any type of 

account but during the interview it became clear that she had very recently opened a 

BBA. 

 

She used to have a standard current account but the account was cancelled five or six 

years ago by the bank (HSBC). She has a Post Office Card Account opened for her 

three years ago in order to pay her benefits in.  

 

She is aware of all the different types of bank account such as accounts with cheque 

book, accounts with overdraft, basic bank accounts, POCAs, savings accounts and 

ISAs. At the time of the first interview she stated she was interested in having a bank 

account that allows paying for things without using cash, but also said it was unlikely 

she would be opening one in the near future. She had, however, a change of heart and 

decided to open a BBA after all just in case she found a job. Getting a job was the only 

thing she said would make her more likely to open a bank account. Having seen the 

different BBA packages in the SP section of the research, she said she would be more 

likely to open an account if it included all the best level features.  

 

She generally knows to within £10 how much money she has and she tends to keep up 

with bills and commitments but does struggle from time to time. She agrees strongly 

that she is very organised when it comes to managing her money on a daily basis, but 

also admits that she can be impulsive when it comes to buying things.  

 

Her main source of income is job seekers allowance and her annual income is under 

£10,000. 

 
2. Money management 

General outgoings and planning 

In a typical month her money is spent on food, clothing, general shopping (like 

toiletries), her mobile phone and bills (gas, electricity, TV licence). She does not pay 

rent as that is paid for her as part of her benefits.  

 

She plans carefully how she spends her money and has to work out how much she has 

to spend in a week and whether she can afford what she needs and wants to buy. 

Planning largely happens on a fortnightly basis to coincide with the payment of her 

benefits. If she doesn‟t have enough money for the two weeks she often ends up 

borrowing from a friend and paying it back once her benefits have been paid.  

 

Payment methods 

She pays her bills on a fortnightly basis and everything is paid in cash. It was at this 

point, however, that she stated she had recently opened a basic bank account and once 

she has a job she will want to set up Direct Debits to pay for regular bills. 

 

If she wants something slightly more expensive she needs to save up and she does so by 

stashing the money away somewhere in the house, away from her daily spending 
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money. Besides getting her wages paid in, it is mainly for this purpose that she intends 

to use the BBA.  

 

Birthday presents are bought as and when but she shops around a lot to find the best 

deal. For Christmas she starts shopping for deals from January onwards picking up 

presents when they‟re on offer throughout the year. 

 

Whilst she envisages paying for bills by Direct Debit, she will continue to use cash for 

most other expenditures. 

 

‘I have during the last couple of weeks put a bit of money on my card 

and I paid things with that, but then I didn’t like it and I thought no, I am 

going to go back to cash, so I have just started all that cash, drawing the 

money out of the bank and go and use cash, so that’s what I do.’ 

 

She prefers to use cash because it takes too long before card payments show up on the 

account and that makes it difficult for her to keep track of what she has spent. 

 
3. Banking 

Being in control of money 

She feels in control of her money, she knows exactly what she has spent, what she 

needs to spend and how much money she still has. She checks very regularly how much 

money she has left. She keeps her money in cash at home so can easily count what is 

left.  

 

Bank account 

She opened the BBA because she needs one to get her salary paid in when she finds a 

job. Until then she will use it to put money away when she can afford to save. Once she 

is back in work she wants to use the account to pay bills and save money.  

 

‘That’s just going to have money put away when I can afford to save but 

when I start work that’s just used for that, just my bills and money in.  I 

don’t want to get back into debt.  I got there once I don’t want to do it 

again.’ 

  

She considered NatWest first but they would not open the account for her as she does 

not have photo ID. HSBC is the bank she used to have an account with and still an 

outstanding debt. She did not therefore consider going there for the account and went to 

the next nearest bank, which was the Halifax. She had heard a lot of good things about 

them and they were happy to open the account for her. 

 

Account features 

With the account she has a debit card and is able to set up Direct Debits, She doesn‟t 

know about standing orders as she hadn‟t asked about that (but also said she doesn‟t 

have a use for them). She can take out cash from any machine (but usually uses the 

Barclays or Lloyds TSB machines nearby). She used to take out cash from machines 

that charge a fee but wouldn‟t do that anymore. She also thinks she can go to the branch 

and withdraw cash, although according to the Basic Bank Account Guide from the 

Money Advice Service this feature is not included on Halifax‟s BBA. 
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Possible improvements 

She feels that the main area for improvement for the account lies in the charges for 

rejected payments.  

 

‘I don’t think they should put the service charges on, like if you are 

overdrawn I mean they should give you leeway and not stick them 

straight on they should text you or something and just say look you are 

10p overdrawn can you come into the bank next time and pay it, I reckon 

they should do that so it saves you going overdrawn and having to fork 

out £25 I think.’ 

 

 

Future banking 

She would like to move to a full current account in the future, once she has stabilised 

her finances and has a steady job. She would like to have a credit card at some point but 

is currently very happy to have an account with no overdraft.  
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Case Study 12 – Transactionally Unbanked (Group 2) 
 
1. Introduction 

This consumer is transactionally unbanked, lives in the North East and is aged 45-54. 

She is single and lives with her son, in a council flat. She does not work and opened a 

Post Office Card Account more than five years ago. 

 

She showed an interest in having a bank account that allows paying for things without 

using cash because such as account has more facilities than a POCA. She would not 

consider going back to a totally unbanked situation because she needs an account to get 

her benefits paid into.  

 

She rates the POCA 10 out of 10 for usefulness and ease if use, the main reason being 

that she can get as much or as little money out as she wants. Collecting her benefits is 

the single most important thing about having a POCA. 

 

Having seen the different BBA packages in the SP section of the research, she said she 

would be much more likely to open an account if it included all the best level features.  

 

She generally knows to within £50 how much money she has and she tends to keep up 

with bills and commitments but does struggle from time to time. She admits she is 

impulsive when it comes to buying things, and more a spender than a saver. She is also 

not very organised when it comes to managing her money on a daily basis, but does not 

like buying things on credit. 

 

Her main source of income is sickness benefits and her annual income is under £10,000. 

 
2. Money management 

General outgoings, planning and payment methods 

In a typical month her money is spent on food, gas, electricity and rent. She also pays 

back a little bit of some outstanding loans every month. She spends some money on 

clothes, whilst her son buys his own clothes.  

 

She plans very carefully every week, writing down what she needs to spend, puts that 

money aside and then works with what she has left over. 

 

‘I get a bit of paper every week and I write down everything that I pay 

out and then I put that money to one side and then do it that way so I 

know exactly what I’m getting, well I basically know what I get in every 

week and I just work from that.’ 
 

The rent is paid monthly, gas and electricity (prepayment) are weekly. She pays the rent 

from her monthly benefits payment while gas and electricity come from the weekly 

payment she receives. She keeps track of what needs spending on what by using 

different pots of money that she puts aside.  

 

She does have some Direct Debits set up but through her son‟s (cable TV) and sister‟s 

(TV licence) bank accounts. 

 

Larger expenses such as holidays or Christmas require a lot of saving up. She hasn‟t 

been on holiday for years but for Christmas she saves up through a Post Office club and 
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borrows money from her dad. She pays this back over the year by paying part of his 

rent.  

 
‘Actually my dad’s been good with that.  My dad will lend us.  I’ve 

started saving, there’s a post office club along the road like a Christmas 

club so I’ve started to put money in there every week and for my 

shopping for Christmas, I get stamps from the supermarket so I save 

them every week and then if I need any money, my dad’s there and he 

always sorts me...wages paying over the few months.’ 

 

She also has a creative way of saving up for the occasional night out: 

 

‘Well what I’ve actually done this time all my little ornaments there, 

they’ve all got little bits of money in so I put like 20s, 10s, 5s, 2s and 

when we say we’ll have a night out, I’ve got it all saved up there.  It 

doesn’t come out of my household money or anything you see so I tend to 

put money away for that.  If I know I’m going to have a night out or I 

want my hair done or my nails done, I’ll save it up.’ 

 

Being in control of money 

She would like to be more in control of her money, but feels she has made progress over 

the past year or so. She manages to make her money go further by saving for specific 

things like a day out and Christmas stamps. 

 

‘Last year I just wasn’t buying anything.  I don’t think I had the, I don’t 

know, my money just didn’t seem to go very far last year.  Once you get 

in the swing of saving, you want to save more and more.  It’s like if you 

had a saving book and you put some money there and you started 

building up and building up, you’d think oh it’s great, I’ve got that kind 

of money.  If you’ve got it saved up and you see something that you like, 

you think well I’ve got that money there so last year I just wasn’t in the 

frame of mind of saving but this year, definitely going for it.’ 

 
3. Banking 

She used to have a full current account with Lloyds TSB a long time ago. She had a 

chequebook but did not handle her money well at all and the charges mounted until she 

couldn‟t keep up. She is currently still paying off the debt she owes Lloyds TSB. But 

when the account was closed she could not get another one anywhere else. Whilst she 

admits not being able to handle her money, she also feels aggrieved by the role the bank 

played.  

 

‘It was alright but the thing was I had a cheque book and that was the 

worst thing to give me was a cheque book because I just didn’t handle it 

very well; I didn’t handle my money and the banks just kept throwing 

money at you like right and centre.  If you went there, do you need a 

bank loan?  I was with my partner then and do you need a Visa card and 

then if your Visa card was ...you went to the bank, oh we’ll give you a 

bank loan to pay your Visa card off and you would pay that off.  I 

thought years ago the banks were too free to hand money out and I got in 

a spot of bother with that so I’m still paying the bank back now actually.’ 
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She is aware of the existence of BBAs, her sister has one, but hasn‟t considered opening 

one up till now. She hasn‟t gone back to a bank yet but would like to have her own 

account that will allow her to set up Direct Debits and standing orders to pay bills. 

 

The other reason she would like a bank account is that she could pay for things on card 

(for instance on a night out) rather than having to go the Post Office to withdraw 

money. 

 

In terms of BBA features she would very much prefer a debit card over a cash card 

only, she would want to be able to set up Direct Debits and standing orders, and 

withdraw cash and pay bills over the counter. She would also want to be able to 

withdraw cash from cash machines but only if there is no charge. She would prefer to be 

able to use all banks‟ machines unless other banks would charge (in which case she 

would be okay to use only her own bank‟s machines). 
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Case Study 13 – Transactionally Unbanked (Group 2) 
 
1. Introduction 

This consumer said initially that she was unbanked but it appears that she has an 

account with Leeds Building Society to have her wages paid in. She lives in North 

Shields (North East) and is aged 18-24. She co-habits and has one daughter. She is 

looking for work. 

 

She showed an interest in having a bank account that allows her to pay for things 

without using cash.  

 

Having seen the different BBA packages in the SP section of the research, she said she 

would be much more likely to open an account if it included all the best level features.  

 

She generally knows to within a pound or two how much money she has and she tends 

to keep up with bills and commitments but admits it is a constant struggle. She admits 

she is impulsive when it comes to buying things and likes to spend rather than save. She 

does say she is reasonably organised when it comes to managing her money on a daily 

basis, but is sometimes late paying bills. 

 

Her main source of income is unemployment benefit and her annual income is under 

£10,000. 

 
2. Money management 

General outgoings, planning and payment methods 

In a typical month her money is spent on food and other essentials such as cleaning 

materials (80 per cent), bills such as gas, electricity and rent (20 per cent) and there is 

usually not much left. A proportion is also spent on paying back some outstanding court 

fines. 

 

Every two weeks, before benefits are paid, they sit down and plan what they need to 

buy and how much it will cost them.  

 

‘The money we don’t put it in different envelopes or anything like that, 

the day it comes in it goes out.’ 

 

Larger expenses such as holidays or Christmas do not come into it at the moment. She 

simply does not have the money to save up for a treat or a night out, let alone birthday 

presents or Christmas.  

 
‘We didn’t give any presents this year.  We’re just getting used to living 

together really, it’s like the finances.  We did have a car but we’ve lost 

that as well so we’ve had quite a rough few months so we didn’t get 

anyone anything.  I used to get loans for every Christmas and spend the 

next year paying them off but I didn’t bother this year.’ 

 

Gas and electricity are paid through prepayment cards at PayPoint outlets. The council 

tax is paid at the council office. Everything is paid in cash.  
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Being in control of money 

She feels relatively in control of her money, and more than possibly other people in her 

situation. She feels she needs to be very disciplined and sober in order to stay out of 

financial trouble. 

  

‘I used to have my own house and things, I was younger and I spent it all 

on pay day ...things I don’t need then I’m left with no bread and no milk 

and you have no choice but to go without so I’ve learnt from that really.’ 

 
3. Banking 

She used to have a full current account with Lloyds TSB. She went overdrawn by a 

small amount and says she was charged £90 for this. She then wanted to close the 

account but wasn‟t allowed until she had paid off the outstanding debt. She has left it 

dormant and part of the debt is still outstanding. 

 

She then opened an account with Leeds Building Society because Lloyds TSB kept 

taking money off her benefits as soon as they were paid in as part of the debt 

repayment. 

 

‘Yes, had a Lloyds TSB.  I went 5p overdrawn by no fault of mine, it was 

off the Chip and PIN machine and because I didn’t have an overdraft, I 

got charged £90 for that 5p so obviously I couldn’t pay it so I think it 

must be £100 so if they charge that, they’ve added it on so I have like a 

ban on my account because they wouldn’t let us close it until I paid it off 

so I’ve abandoned that.  I’ve opened a Leeds Building Society for my 

benefits because as soon as my benefits were going in, they were taking 

all the money out, this was like years ago when Charlie was just a baby.’ 

  

When asked whether the Lloyds TSB account was a current account she wasn‟t sure 

what this meant, but when explained she confirmed that it was.  

 

She would like to have a bank account again, if only to be able to take out cash easily. 

Currently she doesn‟t have a debit card and needs to travel to the building society 

branch to take out money. And she has to either walk there or catch a bus and pay £2.70 

in order to be able to withdraw money. The other important reason to want a full current 

account is that she wants to be able to keep an eye on her finances through online 

banking. 

 

‘To be able to keep an eye on it online I think as well. My (bank) doesn’t 

do that.  Like mine can’t tell you when you’ve been paid or anything.  If 

you ring up, they can say there’s been a payment but they can’t tell you 

your balance or anything when you ring them so it would be good to 

have online banking so I’m looking for a bank actually at the minute.’ 

 

She thinks that her old bank account was supposed to be a basic bank account, but isn‟t 

sure. When explained what a BBA entails she would be interested in opening one. She 

would like to have a debit card. She would also set up Direct Debits, mainly for 

insurance. At this stage she explains she also has another account with Leeds BS that 

she pays money into every month purely for Direct Debit for life insurance. 
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She isn‟t sure at all about standing orders, but when explained thinks it would be a 

interesting feature. She would also like the possibility of withdrawing cash and paying 

bills in the branch and being able to get cash from any cash machine.   

 

She would like to receive monthly statements and online banking as well. 

 

She isn‟t interested in a full current account because of all the trouble she has 

experienced in the past and her main concern would be around rejected Direct Debit 

charges or overdraft charges. 

 

‘That almost put us off banks for life so I would rather have that so I 

would know that I definitely couldn’t go overdrawn so definitely without 

a doubt there’s no chance of it. 

That’s the only one really because of what’s happened in the past.  It 

wasn’t supposed to ever be able to go overdrawn; it was just a chip and 

PIN machine. It was like a £50 charge and 5p of that somehow got taken 

off of that so like with Direct Debits and things like that, that come out 

and they got taken out on the wrong day as well and you’re charged for 

that.  That’s my only concern really.’ 
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APPENDIX G 

Methodology 
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Introduction 
 

A combined quantitative and qualitative approach was chosen for this project as was 

suggested in the original brief issued by Consumer Focus. 

 

Consumer Focus wished to conduct the quantitative research ahead of the qualitative 

research. A key reason for this was that the quantitative phase was required to provide 

robust data to be presented at a stakeholder round table event on 28 February 2012 in 

London at which time stakeholders would be invited to input into the development of 

the subsequent qualitative/depth interview stage.  

 

In addition to the quantitative and qualitative stages suggested by Consumer Focus in 

the original brief Accent recommended a short series of exploratory telephone depth 

interviews ahead of the quantitative stage. The objectives of this phase were for the key 

issues comprised in the subject matter to be established, to obtain insight into the 

language used and understood by the target sample, and to determine existing levels of 

knowledge and interest about the subject matter.  

 

During the set-up meeting with the Consumer Focus project team it became apparent 

that the proposed programme of research would leave one objective untouched.  

 

The research design at that stage was aimed at profiling BBA holders and the 

transactionally unbanked in terms of various characteristics such as demographics and 

attitudes to money management with the approach effectively being targeted at 

locations with a greater potential propensity of such consumers. It was recognised that 

such an approach could not, however, provide a reliable profile that could be seen as 

representative for all BBA holders.  

 

An additional research phase was included whereby Consumer Focus commissioned an 

omnibus survey to address the specific objective of profiling BBA holders and 

establishing the extent to which BBAs might be serving a market other than the one 

intended.  

 

The omnibus survey was carried out alongside the preliminary qualitative research. 

 

The final programme comprised four stages: 

 

Stage 1: Omnibus survey 

Stage 2: 8 exploratory depth telephone interviews 

Stage 3: 1,001 face-to-face interviews in halls 

Stage 4: 13 face to-face (in-home) depth interviews 

 

Each is discussed in turn. 

 

Stage 1: Omnibus survey (TNS) 
 

Consumer Focus commissioned the omnibus survey through TNS. Between 18 and 25 

January, 2,123 face-to-face interviews with adults aged 16+ were carried out across the 

UK and the results weighted to be representative of the UK adult population. A copy of 

the questions asked on behalf of Consumer Focus is included in Appendix A.  
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The weighted profile of consumers looked as follows: 

 
Figure 33: Breakdown of interviews in the omnibus survey by age and gender 

 

 Number of interviews % 

Total 2,000 100 

   

Male 971 49 

Female 1029 51 

   

16-24 282 14 

25-34 349 17 

35-44 353 18 

45-54 319 16 

55+ 697 35 

   

North East 88 4 

North West 234 12 

Yorkshire & 
Humber 169 8 

East Midlands 132 7 

West Midlands 198 10 

East of 
England 176 9 

London 269 13 

South East 255 13 

South West 168 8 

Wales 96 5 

Scotland 165 8 

Northern 
Ireland 50 3 

 

The findings discussed in the report are based on the weighted data as this would be 

expected to provide the most reliable picture of the profile of BBA holders in the UK.  

It is important to note that the omnibus data includes Northern Ireland, whereas the 

remainder of the research does not. 

 

Stage 2: Exploratory research 
 

The second stage of the research comprised a short series of telephone depth interviews 

ahead of the main stage of the research. 

 

Eight telephone depth interviews, each lasting between 20 and 30 minutes, were 

conducted; four were with BBA holders and four with transactionally unbanked 

consumers. 

 

The main aims of the preliminary qualitative research were to obtain a first indication of 

the issues surrounding BBAs and being unbanked, to assess the terminology used by 

consumers around these topics and to explore whether the language being developed for 

the quantitative questionnaire needed revising.  

 

Additionally, it was designed such that the feedback gained in this stage would be used 

to input into pre-code lists for the quantitative questionnaire. 
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Although based on just eight interviews the indications were that there were no topics or 

issues that had been overlooked.  

 

These interviews confirmed the issues that were important to focus upon and also 

provided valuable input to the quantitative code frames.  

 

A short recruitment questionnaire and topic guide for this phase was drafted by Accent 

and agreed with Consumer Focus (see Appendix B).  

 

Once the recruitment questionnaire was agreed, Accent recruiters recruited consumers 

„on-street‟ to make an appointment with them for a follow up telephone depth 

interview. Two interviews were conducted with consumers in Scotland, two in South 

East England, two in North East England and two in the Midlands.  

 

Four of the interviews were carried out by the project manager and the remaining four 

by senior telephone interviewers; all were conducted between 10 and 13 January 2012. 

 

The topic guide was left relatively open in terms of the structure. The following topics 

were covered: 

 

 How consumers deal with their finances generally 

 Are they cash focused, even if they have a BBA? 

 Do they plan financially or not? 

 Awareness and tenure of BBAs (as appropriate) 

 Knowledge levels around the various elements of a BBA 

 Reasons for being unbanked (as appropriate) 

 Perceived difficulties in becoming banked 

 Reason for not (fully) using a BBA  

 What might encourage consumers to become banked? 

 

An incentive was offered in the form of a £10 High Street Shopping voucher. 

 

Whilst there was no formal reporting on this stage, the feedback gained was used in the 

questionnaire development process for the main quantitative stage.  

 

Appendix C includes case studies taken from this preliminary qualitative research. 

 
Stage 3: Quantitative research 
 

The choice of what methodology to deploy for this phase was very strongly guided by 

the socio-demographic background of the anticipated target audience.  

 

From prior experience it was known that many of the potential consumers would not 

have a landline but instead would be more likely to use Pay-As-You-Go (PAYG) 

mobile phone services. Though it is possible to obtain mobile phone number lists, 

experience has shown that many mobile owners who would be likely to fall into the 

survey demographic targets would also be likely to screen their calls very vigilantly 

making it extremely difficult to obtain a representative sample.  
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A face-to-face programme allows full control to be exercised over the various quota 

groups which was critical given the need to ensure that the broad array of target 

audiences were well represented in the research. 

 

Hall tests provide the best approach for the survey programme as they would offer a 

quiet environment for the interview to take place and would allow consumers to give 

careful consideration to the show materials.  

 

The interviews were administered on PDAs and this provided the additional benefit of 

automatically routing questions which reduces the potential for interviewer error and 

increases the quality of the interviewing. 

 

This research phase included a stated preference/trade off approach designed to explore 

the key features required from a BBA. The approach contained an exploration of how 

different formulations of the BBA product could lead to a change in market response. 

 

1,001 interviews were carried out with consumers who were categorised as being within 

either of two main target groups: 

 

1. BBA holders 

2. Transactionally unbanked consumers, including consumers with a BBA only but 

who do not use it (dormant BBA) 

 

Only three „dormant BBA‟ holders were found. Whilst this is a very small number it 

should be noted that dormant BBA holders were included in any questions asked of „all 

BBA holders‟. However, in the analysis, when comparisons are made between the 

„banked‟ BBA holders and the transactionally unbanked, these three consumers are 

included in the latter segment. 

 

Interviews took place in selected locations in England, Scotland and Wales. 

Recruitment for the interviews took place in town centres, chosen by postcode as 

representing fairly high deprivation levels and, where necessary, interviews with the 

unbanked (which were hardest to find) were added through a door to door methodology.  

 
Figure 34: Overall breakdown of interviews 

 

 
Mid-
lands 

Scot-
land 

North 
East London Kent Wales Total 

BBA holders, 
total 177 120 171 132 176 21 797 

BBA holders, 
without a full 
current account 151 122 163 118 167 20 741 

Transactionally 
unbanked, total  39 43 45 25 37 15 204 

 

The fieldwork, conducted between 31 January 2012 and 12 February 2012 took place 

on all days of the week with 65 per cent of interviews being conducted during the week 

and 35 per cent at weekends. 

 

A full overview of locations is shown in Figure 4 below. 
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Figure 35: Interviewing locations, main stage quantitative research 

 

Wales Midlands Scotland North East London Kent 

Newport Birmingham Glasgow Blyth Hammersmith Sittingbourne 

 Walsall Paisley Newcastle Whitechapel Gravesend 

 Redditch  North Shields Lewisham  

   
Chester-le-
Street Croydon Dartford 

    Tottenham Canterbury 

     Ramsgate 

 

The average interview length was just under 23 minutes. 

 

Stated preference 

 

To explore the key features required from a BBA a stated preference/trade off approach 

was included. This also looked at the potential behavioural responses to revised BBA 

specifications. 

 

The approach involves presenting consumers with choices between a series of different 

specifications of the product. These choices are typically described with the features of 

interest being set out in different combinations according to a statistical design. The 

consumer is required to say which specification s/he likes from each of the option pairs 

presented.  

 

The requirement here was to: 

1. Identify a minimum or standard specification for BBAs 

2. Explore possible changed or new features that would make a BBA more or less 

appealing to current holders and to potential account holders. 

 

The attributes (and levels) used in the stated preference exercise were discussed 

extensively with Consumer Focus and agreed as follows: 

 
Attribute Levels 

Debit card  No debit card 

 Debit card 

Direct Debit Charges  £15 charge for missed Direct Debits, no buffer zone 

 £5 charge for missed Direct Debits, £5 buffer zone for Direct 
Debits only  

 A £1 charge for a missed Direct Debits, £10 buffer zone for 
Direct Debits only  

 No charges for missed Direct Debits, £10 buffer zone for Direct 
Debits only 

 No charges for missed Direct Debits, £10 buffer zone for credit 
or Direct Debits 

Access to staff at 
customer’s local 
branch 

 No access to bank branch and staff; only phone and ATM 

 Access only at certain times of the day to a specific branch near 
you and phone and ATM 

 Access only at certain times of the day to any branch of your 
bank and phone and ATM 

 Access at all times to any branch of your bank and phone and 
ATM 

Access to help with 
your finances to help 
you manage  

 No access 

 One time access at opening of account 
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Attribute Levels 

 Unlimited access 

Text notifications 
when you’re 
approaching a low 
balance  

 No notification 

 Levels for notification set automatically for all customers  

 Ability for you to set levels for notification 

Account access 
channels 

 Ability to withdraw cash and check balance at any branch or 
ATM of your own bank  

 Ability to withdraw cash and check balance at any ATM and 
branch of any bank 

 Ability to withdraw cash and check balance at any ATM and 
branch of any bank, and phone/internet 

 Ability to withdraw cash and check balance at any ATM and 
branch of any bank, and phone/internet and make payments by 
phone/internet 

Electronic payments  No electronic payments available 

 Able to set up standing orders electronically 

 Able to set up standing orders and Direct Debits electronically 

 

Questionnaire 

 

The questionnaire was developed in close co-operation with Consumer Focus and tested 

extensively by the project manager and field supervisor before starting the pilot. The 

topic areas included in the questionnaire were as follows: 

 

 Profile of BBA holders and satisfaction levels with the account 

 Use of account features ie which account functions are used/not used, and why? 

 Customers‟ impressions/concerns about trust in the account, control of their money, 

clarity of how much the account will cost and the importance of certain account 

features like ATM access 

 Likelihood of migrating to a full account, leaving their BBA dormant, or of 

becoming unbanked 

 Previous banking experiences (if any) 

 Reasons for being unbanked 

 Awareness of bank account options  

 Needs of a bank account 

 Factors that might influence inclination to open an account 

 Aspects of product design that could be amended to increase appeal to the unbanked 

interested in becoming banked and to dormant BBA holders.  

 Potential impact a revised product design would have on increasing „inclusion‟ 

 

Pilot 

 

Ahead of the main stage, a pilot was undertaken. One day‟s interviewing was scheduled 

on Wednesday 25
th

 January 2012.  The pilot was used to test: 

 

 the recruitment process 

 the clarity and flow of the questionnaire 

 the appropriateness of the language used 

 the accuracy of all routings 

 ease of use of the show material 

 the stated preference design and understanding of the stated preference exercises 
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 the interview duration 

 the survey hit rate. 

 

It was important that the pilot reflected a „normal‟ day‟s interviewing as projected for 

the main stage in order to gauge whether the allocated number of interviewers and halls 

would be sufficient to obtain the required sample or whether an alternative strategy 

needed to be considered. 

 

The results of the pilot were reported back to Consumer Focus along with 

recommendations for change. Some minor changes were recommended for routings and 

pre-codes but no substantive amendments were felt to be necessary.  

 

The pilot established that the approach looked feasible but, nonetheless, it was agreed 

that a back-up plan would be put in place to ensure that a reasonable number of 

unbanked consumers would be included within the overall sample as this group proved 

hardest to find during the pilot.  

 

The agreed back-up plan was that provision be made for one interviewer per location to 

work away from the halls and recruit (unbanked) consumers by means of „door to door‟ 

recruitment.  

 

In the event, the only location where it was felt to be necessary to use this option was 

Wales.  

 

An incentive of £3, paid in the form of Boots vouchers, was offered to those who 

participated in the research.  

 

Fieldwork 

 

All interviews were conducted by Accent‟s own field force. All interviewers are tested 

on their written and verbal skills on recruitment and are trained to ISO 20252 standards 

(their training includes numeric skills). A supervisor was present at each hall test to 

ensure high quality fieldwork. All field staff including interviewers and supervisors 

were personally briefed on the survey by the project manager and the fieldwork 

manager.  

 
Stage 4: Qualitative research 
 

The final stage of the research programme consisted of a series of in-home depth 

interviews. This phase allowed the project team to draw up pen portraits of each 

consumer that includes information about their personal living circumstances and the 

areas they live in. And, as consumers were recruited after giving permission at the end 

of the quantitative interview, it also enabled the quantitative data to be added into 

feedback gained from the qualitative interviews.  

 

Number and Structure 

 

A total of 13 in-home depth interviews were conducted between 15 and 22 March 2012. 

It was agreed with Consumer Focus that the following consumer (sub) segments would 

be included: 
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2. Basic Bank Account holders without a current account (and not state benefit 

dependent), within which we identified: 

a. Those who mainly pay by cash and purposefully take out cash to pay for 

things 

b. Those who use their debit card to pay for things but (prefer) not (to use) 

Direct Debits 

c. Those who use their debit card to pay for things and also use Direct 

Debits  

3. Transactionally unbanked, interested in a current account and previously been 

banked 

 

In terms of the geographical scope of this phase North East England, Kent and the 

London areas were agreed upon. 

 

The overall structure of the qualitative stage looked as follows: 

 
 BBA holders without a current account and who are not dependent on state benefits  

  Total Kent London North East  

Group 
1A 

As above plus: pay 
mainly by cash for all 
types of expenses 

4 1 1 2 As above plus: only use 
BBA to store money and 
take out cash to pay for 
things 

Group 
1B 

As above plus: use debit 
card to pay for things but 
NOT Direct Debits  

2 1 1 0 

Group 
1C 

As above plus: use Direct 
Debits  

4 2 2 0 

 Transactionally unbanked interested in a current account and previously been banked 

  Total Kent London North East  

Group 
2 
 

 
3 1 0 2 

 

Interviews were predominantly held at each consumer‟s home at a time convenient to 

them during the day or in the evening. In order to adhere to the timescales and achieve 

the best return from the available sample some interviews were held at a different 

location, such as the consumer‟s work address. Each participant was paid an incentive 

of £20 as a thank you for their time.  

 

Recruitment and interviewing 

 

Recruitment for all interviews was conducted by Accent‟s telephone units using the 

consumer contacts of those who had given their permission for a re-interview during the 

quantitative stage. All in-home depth interviews were conducted by Accent Associate 

Directors.  

 

Topic guide 

 

The scope of questioning for this stage was agreed upon with Consumer Focus 

subsequent to the initial analysis of the quantitative stage.  
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Appendix E contains the agreed topic guides and show cards for the BBA holders and 

for the transactionally unbanked. The qualitative interviews lasted approximately 30 

minutes. 

 

Analysis 

 

All depth interviews were audio recorded and interviewers made top-line notes as soon 

as possible following the discussion. Transcripts were also made to facilitate a more 

detailed analysis. In accordance with the MRS Code of Conduct permission was sought 

from consumers to record the interview and, at the end of each interview, to supply an 

anonymised version of the transcripts to Consumer Focus.  

 
Reporting of results 
 

The quantitative data, both from the omnibus and the hall tests, forms the basis for this 

report. Feedback from the qualitative research is used throughout the report and clearly 

identified as such, and is also reported in a series of case studies in Appendix F. In the 

case studies we have also used the data from the quantitative stage for each of the 

respondents to provide a more complete picture. 
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APPENDIX H 

Technical Report Stated Preference 



Accent  Page 153 of 165 
 

1. INTRODUCTION 

1.1 Background 

Consumer Focus commissioned Accent to conduct research around Basic Bank 

Accounts (BBAs). The key objectives were to explore the way that BBAs work and are 

offered to consumers.  

 

The stated preference approach was used to look at BBA feature importance. 

 

This technical report describes the way in which that work was designed, carried out 

and analysed.  
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2. METHODOLOGY 

2.1 Introduction 

Stated preference (SP) is an approach that allows respondents to express preferences 

between a range of alternatives so that it is possible to determine what is important to 

them in a very robust way. Respondents are offered different pairs of product options 

and asked to indicate which option they prefer from each pair. 

 

The options presented to respondents are randomised across a statistical design; this 

allows the full spectrum to be presented across the sample population. 

   

The analysis (a form of regression) then determines how important each feature must be 

to have led to the collective choices made.  

 

SP has been an extensively used approach during the past 30 years. It has strong public 

and private sector endorsement and, over this time, has undergone detailed academic 

scrutiny. 

 

2.2 Basic Bank Account research 

For the Basic Bank Account research programme, the approach was chosen to explore 

the key features required from a BBA product. This element of the research also looked 

at the potential behavioural responses that could follow from revised BBA 

specifications. 

 

The requirement here was to explore possible changed or new features that would make 

a BBA more or less appealing to users and non-users. 

 

The attributes (and levels) used in the stated preference exercise were discussed 

extensively with Consumer Focus and agreed as follows: 

 

1. Debit Card - Whether the account comes with a debit card which allows customers 

to buy goods and services without using cash. 

2. Direct Debit Charges - Charges that apply when a Direct Debit (DD) payment is 

rejected because there is not enough money in the account. A £10 buffer zone means 

that if, for example, there is £5 in a customer‟s account a payment of £15 (which in 

theory would mean they‟re £10 overdrawn) would not be rejected. 

3. Access to staff at customers’ local branch - The ability to undertake face to face 

transactions (withdraw cash and pay bills over the counter) at a branch (customers‟ 

own local branch or all branches) of customers‟ own banks – and times of day 

customers can do this. 

4. Access to help with finances - Being able to speak to a financial advisor who 

would help customers manage their finances if they wanted or needed this. 

5. Text notifications - Text sent to customers by the bank if their balance is low – the 

level can be set automatically by the bank (and the same for every customer) or 

customers can set their own levels. 

6. Account access channels - Channels through which customers can withdraw cash 

and check their balance 



Accent  Page 155 of 165 
 

7. Electronic Payments - Direct Debits and standing orders. These allow regular bills 

to be automatically paid direct from customers‟ accounts. 

2.3 Attribute development 

Once the high level attributes were agreed, the levels within individual attributes were 

discussed and agreed as well as shorter descriptions for the attributes to enable use of 

the methodology on PDAs and also easy understanding by consumers participating in 

the research.  

 

The following attribute descriptions and levels were agreed: 

 
Attribute Levels 

Debit card  No debit card 

 Debit card 

Direct Debit Charges  £15 charge for missed DD, no buffer zone 

 £5 charge for missed DD, £5 buffer zone for DD only  

 A £1 charge for a missed DD, £10 buffer zone for DD 
only  

 No charges for missed DD, £10 buffer zone for DD only 

 No charges for missed DD, £10 buffer zone for credit or 
DD 

Can you go into your bank’s 
local branch 

 No access to bank branch and staff; only phone and 
ATM 

 Access only at certain times of the day to a specific 
branch near you and phone and ATM 

 Access only at certain times of the day to any branch of 
your bank and phone and ATM 

 Access at all times to any branch of your bank and 
phone and ATM 

Access to help with your 
finances to help you manage  

 No access 

 One time access at opening of account 

 Unlimited Access 

Text notifications when 
you’re approaching a low 
balance  

 No notifications  

 Levels for notification set automatically for all customers  

 Ability for you to set levels for notification 

Account access channels  Ability to withdraw cash and check balance at any branch 
or ATM of your own bank  

 Ability to withdraw cash and check balance at any ATM 
and branch of any bank 

 Ability to withdraw cash and check balance at any ATM 
and branch of any bank, and phone/internet 

 Ability to withdraw cash and check balance at any ATM 
and branch of any bank, and phone/internet and make 
payments by phone/internet 

Electronic Payments  No electronic payments available 

 Able to set up standing orders electronically 

 Able to set up standing orders and Direct Debits 
electronically 

 

The final step in the development of the foundations for the SP exercise was to agree 

shortened descriptions for all levels within the attributes. 

 
Attribute Short description of levels 

Debit card 
No debit card 
Debit card 
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Attribute Short description of levels 

Missed DD Charges 

£15, no buffer 
£5 and £5 buffer (DD only)  
£1 and £10 buffer (DD only)  
No charge, £10 buffer (DD only) 
No charges, £10 buffer DD and credit 

Access to your bank's 
branches 

None, only phone & ATM 
Limited access to branch near you & phone & ATM 
Limited access to any branch & phone & ATM 
Unlimited access to any branch & phone & ATM 

Access to help with finances 
No access 
One time at opening of account 
Unlimited access 

Text notifications 
No notifications  
Set by bank (same for all customers)  
Can set own levels 

Drawing cash and/or 
checking balance 

Any branch & ATM of your bank  
Any branch & ATM of any bank 
Any branch & ATM of any bank & phone & internet 
Any branch & ATM of any bank & phone & internet & 
payments by phone & internet 

Making Electronic Payments 
Not available 
Only standing orders 
Standing orders and DDs 

 

2.4 The SP task 

The SP exercise formed an integral part of the quantitative questionnaire. In order to 

enable customers to understand the task easily and to aid those who were not able to 

read the choices on the small PDA screen, we developed show cards for every choice 

set included in the research.  

 

In total there were ten blocks of six choice sets. Each consumer was shown one block of 

six choices. Below we show an example of one of the choice sets shown to consumers. 

Where levels are printed in grey it means that the level is the same in both choices. 
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Choice 1: 

 

 B1-1 
Which of these options do you prefer? 

  Option 1 Option 2 

Debit card No debit card Debit card 

Missed DD Charges 
£5 and £5 buffer (DD 
only)  

No charges, £10 buffer (DD 
only) 

Access to your bank's branches None, only phone & ATM 
Limited access to any branch 
& phone & ATM 

Access to help with finances No access Unlimited access 

Text notifications 
Set by bank (same for all 
customers) 

Set by bank (same for all 
customers) 

Drawing cash and/or checking 
balance 

Any branch & ATM of 
your bank & phone & 
internet & payments by 
phone & internet 

Any branch & ATM of your 
bank  

Making Electronic Payments Only standing orders Only standing orders 

 
Choice 2: 
 

 B1-2 
Which of these options do you prefer? 

  Option 1 Option 2 

Debit card No debit card No debit card 

Missed DD Charges £1 and £10 buffer (DD only)  
No charges, £10 buffer (DD 
only) 

Access to your bank's branches 
Unlimited access to any 
branch & phone & ATM 

None, only phone & ATM 

Access to help with finances No access Unlimited access 

Text notifications No notifications  Can set own levels 

Drawing cash and/or checking 
balance 

Any branch & ATM of your 
bank & phone & internet & 
payments by phone & 
internet 

Any branch & ATM of your 
bank  

Making Electronic Payments Not available Standing orders and DDs 
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Choice 3: 

 B1-3 Which of these options do you prefer? 

  Option 1 Option 2 

Debit card No debit card Debit card 

Missed DD Charges 
No charges, £10 buffer (DD 
only) 

£15, no buffer  

Access to your bank's branches 
Limited access to any 
branch & phone & ATM 

Limited access to branch 
near you & phone & ATM 

Access to help with finances No access Unlimited access 

Text notifications 
Set by bank (same for all 
customers) 

No notifications  

Drawing cash and/or checking 
balance 

Any branch & ATM of your 
bank  

Any branch & ATM of your 
bank & phone & internet & 
payments by phone & 
internet 

Making Electronic Payments Only standing orders Not available 
 

  

 
Choice 4: 

 B1-4 Which of these options do you prefer? 

  Option 1 Option 2 

Debit card No debit card Debit card 

Missed DD Charges £15, no buffer  
No charges, £10 buffer (DD 
only) 

Access to your bank's branches 
Limited access to branch 
near you & phone & ATM 

Limited access to any 
branch & phone & ATM 

Access to help with finances Unlimited access No access 

Text notifications Can set own levels No notifications  

Drawing cash and/or checking 
balance 

Any branch & ATM of your 
bank & phone & internet & 
payments by phone & 
internet 

Any branch & ATM of your 
bank  

Making Electronic Payments Not available Standing orders and DDs 
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Choice 5: 

 

 B1-5 Which of these options do you prefer? 

  Option 1 Option 2 

Debit card No debit card Debit card 

Missed DD Charges £1 and £10 buffer (DD only)  £1 and £10 buffer (DD only)  

Access to your bank's branches None, only phone & ATM 
Unlimited access to any 
branch & phone & ATM 

Access to help with finances Unlimited access No access 

Text notifications 
Set by bank (same for all 
customers) 

Set by bank (same for all 
customers) 

Drawing cash and/or checking 
balance 

Any branch & ATM of your 
bank & phone & internet 

Any branch & ATM of any 
bank 

Making Electronic Payments Only standing orders Only standing orders 

 

 

 Choice 6: 

 

 B1-6 Which of these options do you prefer? 

  Option 1 Option 2 

Debit card Debit card No debit card 

Missed DD Charges 
No charges, £10 buffer DD 
and credit 

£15, no buffer  

Access to your bank's branches None, only phone & ATM 
Unlimited access to any 
branch & phone & ATM 

Access to help with finances 
One time at opening of 
account 

One time at opening of 
account 

Text notifications 
Set by bank (same for all 
customers) 

Set by bank (same for all 
customers) 

Drawing cash and/or checking 
balance 

Any branch & ATM of any 
bank 

Any branch & ATM of your 
bank & phone & internet & 
payments by phone & 
internet 

Making Electronic Payments Only standing orders Only standing orders 
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3. THE FINDINGS 

3.1 Introduction 

On an overall level the SP exercise worked well. A significant result was measured for 

most of the attributes though not for all levels.  

 

For the sub segments (BBA holders and transactionally unbanked) we saw slightly 

different results. For BBA holders as a whole, „text notifications‟ did not return a 

significant result for any of the levels. Among transactionally unbanked consumers this 

was the case for two: „text notifications‟ and „account access channels‟. 

 

After the first draft of the main report, further discussions were held with Consumer 

Focus and it was agreed that we would focus on two specific sub sets of consumers:  

 

1. BBA holders without a current account  

2. Transactionally unbanked consumers who are interested in a current account 

 

This chapter sets out in detail the stated preference results from the research for these 

two sub segments. Figures 1 and 3 show the coefficients and t-stats for the stated 

preference exercise. Where figures are in italics they are not significant (ie a t-stat of 

less than 2).  

 

A large t-statistic implies that the coefficient was able to be estimated with a fair 

amount of accuracy. If the t-stat is 2 or more, you would generally conclude that the 

variable in question has a statistically significant impact on the dependent variable. Any 

attribute/level with a t-stat of 2 or more will therefore be included in the model. Please 

note that some coefficients of attributes/levels not included are higher than those 

included in the model. The t-stat, however, is below 2 and therefore there is no 

statistically significant impact on the dependent variable. 

 

The coefficient column (shown as utilities in Figure 33 below) shows how important an 

attribute at that particular level is to consumers. There is a direct relationship between 

the coefficients. If, for instance, a coefficient for feature x is 1.2 and the coefficient for 

feature y is 0.6, it can be said that feature x is twice as important as feature y. This 

relationship holds across all the features for a particular segment and is not limited to a 

direct comparison of levels within an attribute.  

3.2 BBA Holders: Detailed SP findings  

Analysis of the stated preference data comprised regression analysis designed to 

produce utility scores and levels of confidence. For all attributes the utility scores for 

the various tested levels are estimated in relation to the base level. For instance, for the 

„Missed Direct Debit Charges‟ attribute the base level was „£15 and no buffer‟. 

 

The base level in each case has an imputed utility score of zero against which can be 

measured significant negative or positive scores for the other tested levels. The base 

levels for the other attributes are: 

 No debit card 

 No access to bank branches (to undertake transactions), only phone and ATM 

 No access to help with finances 



Accent  Page 161 of 165 
 

 No text notifications 

 Only drawing cash from any branch and ATM of consumers‟ own bank 

 No electronic payments available 

 

Figure 31 sets out the findings for BBA holders without a current account. Those 

attribute levels that are in standard black rather than italic fonts are all significantly 

different from their base. 

 
Figure 36:  Overall SP findings by attribute and level 
Base: All BBA holders without a current account (n=741) 

Attribute Levels Utilities t-stat 

Debit card No debit card 0   

Debit card 1.03 16.62 

 
 
 
Missed Direct Debit Charges 

£15, no buffer 0   

£5 and £5 buffer (DD only)  -0.13 -0.98 

£1 and £10 buffer (DD only)  -0.0746 -0.48 

No charge, £10 buffer (DD only) 0.0301 0.22 

No charges, £10 buffer DD and 
credit 0.35 4.76 

 
 
 
Access to staff at customer’s 
local branch 

None, only phone & ATM 0   

Limited access to branch near 
you & phone & ATM 0.247 2.43 

Limited access to any branch & 
phone & ATM 0.313 3.07 

Unlimited access to any branch 
& phone & ATM 0.371 6.44 

 
Access to help with finances 

No access 0   

One time at opening of account -0.0516 -0.47 

Unlimited access 0.267 5.4 

 
Text notifications 

No notifications  0   

Set by bank (same for all 
customers)  -0.00876 -0.09 

Can set own levels 0.0569 1.28 

 
 
 
Account access channels 

Any branch & ATM of your bank  0   

Any branch & ATM of any bank 0.0504 0.44 

Any branch & ATM of any bank & 
phone & internet 0.223 1.84 

Any branch & ATM of any bank & 
phone & internet & payments by 
phone & internet 0.13 2.53 

 
Making electronic payments 

Not available 0   

Only standing orders 0.249 2.18 

Standing orders and DDs 0.194 3.67 
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In Figure 34 all the statistically significant results are shown separately in order of 

importance.  

 
Figure 37: Statistically significant results SP, in order of importance 
Base: All BBA holders without a current account (n=741) 

0.13

0.247

0.249

0.267

0.313

0.35

0.371

1.03

Account access: at any branch/ATM of any bank &

phone/internet & payments by phone/internet

Limited (counter) access to branch near you &

phone & ATM

Ability to set up standing orders

Unlimited access (to help with finances)

Limited (counter) access to any branch & phone &

ATM

No DD charges, £10 buffer on DD and credit

Unlimited (counter) access to any branch & phone

& ATM

Debit card included

  
 

From the results in Figure 1, it can be determined that having a debit card (as opposed 

to not having one) is the most important feature for BBA holders. It is 2.8 times more 

important than the second most important feature (having unlimited (counter) access to 

transact at any branch of the customer‟s own bank).  

 

The provision of a debit card is thus the highest valued feature amongst those tested 

against their respective bases.  

 

The third most highly valued feature is having no charges for unpaid items coupled with 

a £10 buffer for Direct Debits and credit and this feature level is also given around one-

third of the value of having a debit card.  

 

Having limited face to face access to any branch of their own bank (plus ATMs and 

phone access) is valued only slightly lower than unlimited access. Clearly, having some 

access to a branch, even if BBA holders do not necessarily expect to use this facility 

regularly, is important. 

 

There is a range of other features that also attributed a significant value.  

 

Unlimited access to financial advice is allocated a quarter of the value of having a debit 

card.  As are: 

 

 being able to set up standing orders  

 having only limited access to a branch nearby (as well as phone and ATM access) 
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There is no value accorded to the ability to set up Direct Debits, in addition to Standing 

Orders. In fact, this feature shows a negative value compared to „only Standing Orders‟. 

This is in line with some consumers‟ concern with this aspect of having a bank account 

and the fact that not having charges for missed Direct Debits is the third highest valued 

attribute. 

 

Full account access (being able to withdraw cash or check one‟s balance at any branch 

and ATM of any bank, and checking balances and making payments via phone and 

internet) is significant though not valued relatively that highly.  

 

In addition to the features discussed above, there are also features (attribute levels) that 

are not significant for this segment.  

 

All other options around Direct Debit charges fall into this category. In other words, 

having no charges and a £10 buffer on Direct Debits and credit has a significant impact 

on the appeal of a BBA but other tested options with smaller buffers and buffers limited 

to Direct Debits do not.  

 

Other features that are not significant include one-off access to financial advice (as 

opposed to unlimited access, which was significant). Text notifications do not have 

relative appeal to BBA holders at any of the tested levels.  

3.3 Transactionally unbanked: Detailed SP findings 

The BBA product preferences of transactionally unbanked consumers have been looked 

at in the same way.  

 

Figure 35 sets out the findings for this sub segment and, again, those attribute levels that 

are in standard black rather than italic fonts are all significantly different from their 

base. 

 
Figure 38:  Overall SP findings by attribute and level 
Base: All transactionally unbanked who are interested in a current account (n=93) 

Attribute Levels Utilities t-stat 

Debit card No debit card 0   

Debit card 1.01 5.85 

 
 
 
Missed Direct Debit Charges 

£15, no buffer 0   

£5 and £5 buffer (DD only)  0.342 0.93 

£1 and £10 buffer (DD only)  0.59 1.32 

No charge, £10 buffer (DD only) 0.618 1.72 

No charges, £10 buffer DD and 
credit 0.488 2.41 

 
 
 
Access to staff at customer’s 
local branch 

None, only phone & ATM 0   

Limited access to branch near 
you & phone & ATM 0.301 1.07 

Limited access to any branch & 
phone & ATM 0.477 1.56 

Unlimited access to any branch 
& phone & ATM 0.502 3.1 

 
Access to help with finances 

No access 0   

One time at opening of account 0.247 0.79 

Unlimited access 0.275 2.24 

 
Text notifications 

No notifications  0   

Set by bank (same for all -0.119 -0.41 
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customers)  

Can set own levels 0.186 1.35 

 
 
 
Account access channels 

Any branch & ATM of your bank  0   

Any branch & ATM of any bank 0.46 1.22 

Any branch & ATM of any bank & 
phone & internet 0.223 0.63 

Any branch & ATM of any bank & 
phone & internet & payments by 
phone & internet 0.255 1.66 

 
Making electronic payments 

Not available 0   

Only standing orders 0.877 3.03 

Standing orders and DDs 0.346 2.62 

 

In Figure 36 all the statistically significant results are shown separately in order of 

importance.  

 
Figure 39: Statistically significant results SP, in order of importance 
Base: All transactionally unbanked who are interested in a current account (n=93) 

0.275

0.488

0.502

0.877

1.01

Unlimited access (to

help with finances)

No DD charges, £10

buffer DD and credit

Unlimited (counter)

access to any branch

& phone & ATM

Ability to set up

standing orders

Debit card included

  
 

 

Transactionally unbanked consumers also attach the highest value to having a debit card 

but it is less dominant than it is for BBA holders. Among the latter, having a debit card 

was valued three times more highly than the next feature whereas amongst the 

transactionally unbanked this is less than one and a half times.  

 

The second highest valued feature in this segment is being able to set up standing orders 

but, perhaps crucially, not Direct Debits which reinforces the concerns over the 

inclusion of a Direct Debit option from many consumers.  

 

Having unlimited face to face access to transacting at any branch (as well as phone and 

ATM access) is on a par with having no charges and a £10 buffer for Direct Debits and 

credit. Unlimited access to help with finances is also significant.  

 

In addition to these features discussed, for this segment there are also features that are 

not significant. 
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As for BBA holders, all other options around Direct Debit charges fall into this 

category. It appears that the £10 buffer on credit without a charge is very attractive 

across the board.  

 

Other features that are not significant include limits on access to the branch, full account 

access including phone and internet transactions and access via other banks, and one-off 

access to financial advice. As is the case among BBA holders, text notifications do not 

hold a relatively high appeal to transactionally unbanked consumers in any of the 

suggested set-ups. 
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