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Background

• The Consumer Purchasing Outcomes Survey (CPOS) has been designed to deliver 
information to feed into the FSA’s Strategic Performance Framework.  In particular:

– Whether consumers receive and use clear, simple and relevant information from the 
industry and FSA

– Whether consumers end up with financial products that are broadly suitable for 
them.

• Throughout this analysis there is reference to Group A and Group B.  The definitions of 
these groups are:

– Group A, those respondents who at the time of the survey were currently gathering 
information about a product purchase or in the process of deciding whether or not to 
proceed with a purchase.

– Group B, those respondents who had purchased a relevant financial product within 
the last 12 months.

• There is also a third target group – Group C – which comprises those who purchased a 
relevant product between a year and five years ago.  However, this group is not covered 
in this analysis.

• The CPOS methodology consists of an initial interview with respondents, followed by a 
second interview around 6 weeks later to check whether the Group A’s have purchased a 
product and if so to obtain details of their financial circumstances.  Group B financial 
circumstances are also captured during the follow-up interview.

• This analysis contains extracts of the data from CPOS pilot initial interviews which were 
conducted during June/July.
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Information search



Group A – where they are in terms of final decision about
the product

18

8

10

3

8

50

14

27

7

4

10

37

0 5 10 15 20 25 30 35 40 45 50

Only just started thinking about it - not obtained much
info

Thinking about it for a while - not obtained much info

Obtained a lot of info but unsure about what products
are suitable

I have started to make a shortlist of products

I'm very close to a final decision

I have made a final decision

percentage

Simple GI Complex GI

Base: All eligible – simple GI (145) complex GI (73)



Group A - situation before they started to look for
information

52

30

11

6

28

14

38

21

0 10 20 30 40 50 60

I knew exactly what type
of product I wanted

I knew more or less what
I wanted

I only had a vague idea of
what I wanted

I had no idea of what
type of product I wanted

percentage

Simple GI Complex GI

Base: All eligible – simple GI (145) complex GI (73)



Group A – and situation now

58

35

5

3

47

27

19

6

0 10 20 30 40 50 60 70

I know exactly what type
of product I wanted

I know more or less what
I wanted

I only have a vague idea
of what I wanted

I have no idea of what
type of product I wanted

percentage

Simple GI Complex GI

Base: All eligible – simple GI (145) complex GI (73)



Group B - situation at the time they started to look for 
information

59

29

7

3

26

32

26

13

0 10 20 30 40 50 60 70

I knew exactly what type
of product I wanted

I knew more or less what
I wanted

I only had a vague idea
of what I wanted

I had no idea of what
type of product I wanted

percentage

Simple GI Complex GI

Base: All eligible – simple GI (370) complex GI (202)
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The Policy Summary document



Group A - whether received a Policy Summary

36

27

17

29

42

43

5

1

0 10 20 30 40 50 60 70 80 90 100

Simple GI

Complex GI

percentage

Yes - definitely Yes - possibly No - definitely not Don't know

Base: All eligible – simple GI (145) complex GI (73)



Group B - whether received a Policy Summary

31

39

23

21

39

18

7

23

0 10 20 30 40 50 60 70 80 90 100

Simple GI

Complex GI

percentage

Yes - definitely Yes - possibly No - definitely not Don't know

Base: All eligible – simple GI (370) complex GI (202)



Group A - number of Policy Summary documents received

53

70

47

30

0 10 20 30 40 50 60 70 80 90 100

Simple GI

Complex GI*

percentage

One More than one

Base: All who have definitely received a Policy Summary document – simple GI (47) complex GI (17) * Small base



Group B - number of Policy Summary documents received

71

61

27

35

0 10 20 30 40 50 60 70 80 90 100

Simple GI

Complex GI

percentage

One More than one

Base: All who definitely received a Policy Summary document – simple GI (109) complex GI (80)



Group A - whether personally read the Policy Summary

36

50

13

2

21

32

37

5

5

0 10 20 30 40 50 60

Yes - in great detail

Yes - in a fair amount of detail

Yes - but not in very much
detail

Yes - but read hardly any of it

No - haven't read it at all

percentage

Simple GI Complex GI*

Base: All who have definitely received a Policy Summary document – simple GI (47) complex GI (17) * Small base



Group B - whether personally read the Policy Summary

32

41

21

3

3

37

33

20

4

6

0 5 10 15 20 25 30 35 40 45

Yes - in great detail

Yes - in a fair amount of detail

Yes - but not in very much
detail

Yes - but read hardly any of it

No - haven't read it at all

percentage

Simple GI Complex GI

Base: All who definitely received a Policy Summary document – simple GI (109) complex GI (80)



Group A - did you need/would you have liked someone to
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Group A - ways in which the Policy Summary has been used
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Use of financial advice



Group A - source of any financial advice about the planned
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13

16

7

13

11

29

3

1

5

1

62

45

0 10 20 30 40 50 60 70

Simple GI

Complex GI

percentage

Company rep/salesperson/call centre Manager/adviser at bank/building society
IFA Mortgage broker
Other No/None/No answer

Note: respondents could choose more than one category

Base: All eligible – simple GI (145) complex GI (73)



Group B - source of any financial advice about the product
purchase

17

19

9

18

7

26

2

7

7

5

58

28

0 10 20 30 40 50 60 70

Simple GI

Complex GI

percentage

Company rep/salesperson/call centre Manager/adviser at bank/building society
IFA Mortgage broker
Other No/None/No answer

Note: respondents could choose more than one category

Base: All eligible – simple GI (370) complex GI (202)



Group B - how many advisers spoken to
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Group A - how did you know about the adviser(s)
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Group A - did adviser provide any documents which explained how 
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could give advice about
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Group B - how was the adviser paid for their services
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Group A - whether respondent or adviser collected information
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Group B - way chose which product to buy
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Confidence in their product decision



Group A - confidence they have all the information and advice they 
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