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Background FSA

« BMRB were commissioned to conduct research to support the GI review
using their weekly face-to-face omnibus survey

* Five waves of research amongst adults aged 18+ living in Great Britain were
conducted between 13 July — 4t September 2006.

e Three additional waves of research were conducted in October 2006 to boost
the number of PPI purchasers in our sample.

« If you have any queries or wish any further analysis to be conducted please
contact: Rob Warren, Finance Strategy & Risk Division, on 60842



Eligible*sample by product

* To be eligible Motor & HH had to be purchased in the last 3 months, Pet in the last 6 months, and

PPI, Life, CI, PMI in the last 12 months.
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Base: All respondents (Note: no products were covered in every wave)



How purchased PPI
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With secured loan/2nd mortgage
With unsecured loan from bank/BS

With unsecured loan from car dealer/retailer

With unsecured loan or credit from mail order catalogue

Base: All eligible PPI (319)



Did you feel that taking out the PPI would help with application for

primary product?
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Base: All eligible PPI from the three boost waves (293)



New policy or renewal? FSA
0 10 20 30 40 50 60 70 80 90 100
PMI 44
Pet 30
[ New policy
[ 1 Renewal

Home

Motor

Base: All eligible PMI (89), Pet (94), Home (371), Motor (320)



Main reason for purchase — Life/Term

Competitive price

Cheapest price

Extent of cover

Combination of price/cover

Reputable company

Recommended by family/friends
Recommended by broker/adviser

Peace of mind

Job isn't as secure

Now have partner/child/dependant

Felt pressured

Worry that may not be able to meet commitments
Hold another product with same company
No real reason

Don't know

Other

Base: All eligible Life/Term (231)



Main reason for purchase — CI

Competitive price

Cheapest price

Extent of cover

Combination of price/cover

Reputable company

Recommended by family/friends
Recommended by broker/adviser

Peace of mind

Job isn't as secure

Now have partner/child/dependant

Felt pressured

Worry that may not be able to meet commitments
Hold another product with same company
No real reason

Don't know

Other

Base: All eligible CI (82)



Main reason for purchase — PMI

Competitive price

Cheapest price

Extent of cover

Combination of price/cover

Reputable company

Recommended by family/friends
Recommended by broker/adviser

Peace of mind

Job isn't as secure

Now have partner/child/dependant

Felt pressured

Worry that may not be able to meet commitments
Hold another product with same company
No real reason

Had to through work

Not covered by NHS

Don't know

Other

Base: All eligible PMI (89)
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Main reason for purchase — Pet
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Don't know
Other

Peace of mind
Felt pressured . 1

Worry that may not be able to meet commitments
No real reason

Competitive price

Cheapest price

Extent of cover

Combination of price/cover
Reputable company
Recommended by family/friends
Recommended by broker/adviser
Job isn't as secure

Now have partner/child/dependant

Hold another product with same company

Base: All eligible Pet (94)
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Main reason for purchase — PPI
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Competitive price

Cheapest price

Extent of cover

Combination of price/cover

Reputable company

Recommended by family/friends

Recommended by broker/adviser

Peace of mind

Job isn't as secure

Now have partner/child/dependant

Felt pressured

Worry that may not be able to meet commitments

Hold another product with same company

No real reason

Don't know

Other

Base: All eligible PPI (319)
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Main reason for purchase — Home
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Competitive price
Cheapest price
Extent of cover

Reputable company
Peace of mind

Job isn't as secure
No real reason
Don't know

Other

Combination of price/cover
Recommended by family/friends
Recommended by broker/adviser

Now have partner/child/dependant
Hold another product with same company

Worry that may not be able to meet commitments

Base: All eligible Home (371)



Main reason for purchase — Motor

10

15

Competitive price

Cheapest price

Extent of cover

Combination of price/cover
Reputable company
Recommended by family/friends
Recommended by broker/adviser
Peace of mind

Job isn't as secure

Now have partner/child/dependant

Worry that may not be able to meet commitments

Hold another product with same company 3
No real reason 3
Don't know 2
Other 4

Felt pressured !

Base: All eligible Motor (320)




Who bought from S
] FSA

0 10 20 30 40 50 60 70 80 90 100
Life/Term (231) 15 13 17 25 17 22
CI(82) _ 10 19 | 26 | 14 | 23 | Il
PMI (89) ; 13 2| § 42 7 |2
Pet (94) _ 8 )l 54 3 14 Il
PPI (319) _ 5 17 11 11 40 2
Home (371) | 15 7 |4 48 15 2
Motor (320) | 23 1]‘ ‘ ‘ ‘ 56 ‘ ‘ ‘ )1 6 2

O Insurance broker [0 Mortgage broker O [FA [ Direct from insurer O Bank/BS O Supermarket O Post Office

3% of CI and 18% of PMI from employer
7% of Pet from Vet
Base: All eligible 3% of Motor from AA/RAC




How bought

100

0 10 20 30 40 50 60 70 80 90
Life/Term (231) 46 ‘ ‘ ‘ 23 ‘ 14 ‘ 7 | 4 i
CI(82) _ 69 13 | 4 4| 7

PMI (89) _ 24 20 12 21
Pet (94) _ 43 33 12 4
PPI (319) _ 55 24 9 7 |4
Home (371) | 16 39 9 13 19
Motor (320) | 49 17 8 ‘ 17

Base: All eligible

[ Face-to-face O Telephone O Website [1 Post O Automatically renewed

*14% of PMI from employer




Information sources used/most important information source —

Life/Term FSA
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Base: All eligible Life/term (231)

[0 All @ Most important




Information sources used/most important information source —

CI FSA.
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Newspaper articles

Website articles

Advertising

[0 All @ Most important

Base: All eligible CI (82)



Information sources used/most important information source — =

PMI

Broker/financial adviser

Product info from insurer

Family/friends

Newspaper articles

Website articles

Advertising

Employer

Other
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Base: All eligible PMI (89)



Information sources used/most important information source —

Pet

E 999

Broker/financial adviser

Product info from insurer

Family/friends

Newspaper articles

Website articles

Advertising

Vet

Other
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Base: All eligible Pet (94)



Information sources used/most important information source —

PPI FSA.

0 10 20 30 40 50 60 70 80 90 100

Broker/financial adviser ‘ ‘ \ | 3\8
s : : :

121

Product info from insurer - 3

Family/friends _.2—1 13

Newspaper articles :I 2

N 10
Website articles r
3 |
Advertising :I 5

Did it myself

omer |11

Don't know

[0 All @ Most important

Base: All eligible PPI (319)



Information sources used/most important information source — =

Home FSA
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Base: All eligible Home (371)



Information sources used/most important information source —

Motor FSA

0 5 10 15 20 25 30 35

1 1
Broker/financial adviser —F‘ 12

Product info from insurer

Family/friends 18 i
15 |
: 2 : l l l
Newspaper articles | | | |
1 | | : 3
Website articles 1?
16 |
Advertising 1 4 ‘
11 |
Been with company for years/renewal ;I 4 i | |
_ 3
Other 5
5

Base: All eligible Motor (320)
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Reliance on written/oral information

Life/Term (170)

CI (67)

PMI (40)

Pet (46)

PPI (251)

Home (211)

Motor (184)

0 10 20 40 50 60 70 80 90 100
23 ‘ 26 ‘ ‘ 51 ‘ ‘

_ 26 26 49

_ 32 13 35

_ 41 30 29

; 34 22 44

| 37 22 40

_ 42 22

34

O Tend to rely on written information T Tend to rely on info I'm told O Rely on both equally

Base: All eligible who purchased face-to-face or over the telephone



Amount of information given over the telephone

0 10 20 30 40 50 60 70 80 90 100
Life/Term (58) | 8 87 ‘ ‘
CI(12) _ | 43 | | | | 57
PMI (18) _ 6 94
Pet (41) _ 8 ‘ 89
PPI (75) | 12 79
Home (142) | 10 86
Motor (159) | 4 93 3

[ Too much O About right [ Too little

Base: All eligible who purchased over the telephone



How influential was information given over the telephone?

Life/Term (58)

CI1(12)

PMI (18)

Pet (41)

PPI (75)

Home (142)

Motor (159)

100

0 20 30 40 50 60 70 80 90
66 ‘ 24 ‘ 10 ‘
_ 60 | | | 36 |
_ 63 19 12
_ 64 19 15
_ 72 19 9
_ 60 20 18
_ 68 16 16

O Very/fairly influential [ Neither 0 Not very/Not at all influential

Base: All eligible who purchased over the telephone



Number of quotes — Life/Term
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19

13

Base: All eligible Life/Term (231)

O 1 or just renewal notice
H2

O3

W4or5

O 6or7

Hm8or9

O 10+

O None - relied on broker

B Don't know




Number of quotes — CI FSA

15

O 1 or just renewal notice
H2

O3

47 W4orS

O 6or7

Hm8or9

O 10+

O None - relied on broker

B Don't know

Base: All eligible CI (82)



Number of quotes — PMI

24

Base: All eligible PMI (89)

47

O 1 or just renewal notice
H2

O3

W4or5

O 6or7

Hm8or9

O 10+

O None - relied on broker

B Don't know




Number of quotes — Pet

20

Base: All eligible Pet (94)

53

O 1 or just renewal notice
H2

O3

W4or5

O 6or7

Hm8or9

O 10+

O None - relied on broker

B Don't know




Number of quotes — PPI FSA

17

O 1 or just renewal notice
H2

O3

W4or5

O 6or7

54
Hm8or9
O 10+

O None - relied on broker

B Don't know

Base: All eligible PPI (319)



Number of quotes — Home FSA

O 1 or just renewal notice
H2

O3

46 W4or5

O 6or7

Hm8or9

O 10+

O None - relied on broker

B Don't know

11

Base: All eligible Home (371)



Number of quotes — Motor

Base: All eligible Motor (320)

O 1 or just renewal notice
H2

O3

W4or5

O 6or7

Hm8or9

O 10+

O None - relied on broker

B Don't know




Average number of quotes %

Life/Term (231) 265
CI (80)

PMI (73)

Pet (93) 1.89
PPI (284)
Home (334)

Motor (318) 311

Base: All eligible who didn’t rely on broker to get best quote (weighted bases)



Number of quotes compared to last year Fsgé

0 10 20 30 40 50 60 70 80 90 100

PMI (89)

Pet (94)
Home (371) 6
Motor (320) 7

[0 More quotes this year 0 About the same [ Less quotes this year [J Didn't have this type of policy a year ago

Base: All eligible PMI, Pet, Home, Motor




Reasons for more/less quotes — PMI

Note: absolute numbers not %s

More quotes because premium went up

More quotes to get better cover 1

More quotes because more time

More quotes for no reason

Less quotes because it took longer 1

Less quotes because of paperwork

Less quotes because less time

Less quotes because premium was
competitive

|
|
|
Less quotes for no reason 1 |
|
|

Base: All eligible PMI that got more or less quotes this year (8) (weighted base)



Reasons fOI' more/ leSS qu0tes — Pet Note: absolute numbers not %s

0 1 2 3 4 5

More quotes because premium went up 1

More quotes to get better cover 2

T

| |

| |
More quotes because more time 1 1

| |

| |

| |

More quotes for no reason 2

Less quotes because it took longer

| |

| |

| |

| |

| |

| |

| |

l l

Less quotes because of paperwork 1 1
l l

l l

Less quotes because less time i i
| |

| |

Less quotes because premium was
competitive 2

| |
| |
| |
Less quotes for no reason | |
| |
| |

Base: All eligible Pet that got more or less quotes this year (7) (weighted base)



Reasons for more/less quotes — Home

50
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More quotes because premium went up

More quotes to get better cover

More quotes because more time

More quotes for no reason

Less quotes because it took longer
Less quotes because of paperwork :| 1

Less quotes because less time

Less quotes because premium was

competitive

Less quotes for no reason

Base: All eligible Home that got more or less quotes this year (73)



Reasons for more/less quotes — Motor

50
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competitive
Less quotes for no reason

More quotes to get better cover

More quotes because more time

M ore quotes for no reason

Less quotes because it took longer
Less quotes because of paperwork :| 1

Less quotes because less time

Less quotes because premium was

More quotes because premium went up

Base: All eligible Motor that got more or less quotes this year (71)



Why more time compared to last year %
Note: absolute numbers not %s FSA

PMI

Pet

Home

Motor

[0 Received renewal notice earlier 0 Had more spare time & Don't know [ Other

Base: All eligible PMI (3), Pet (0), Home (5), Motor (4) who got more quotes because they had more time (weighted bases)



Read information - type of cover

0 10 20 30 40 50 60 70 80 90 100
Life/Term (231) | 83 ‘ ‘ 9 '1
CI (82) _ 80 11 |2
PMI (52) _ 81 9 |2

Pet (64) | ‘ 86 8 6

PPI (311) _ 76 11 12 '1
Home (89) | 86 12 '1
Motor (87) | 86 6 8 ‘

O Yes definitely O Yes think so & No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Influenced decision to buy - type of cover

Life/Term (231)

C1(82)

PMI (52)

Pet (64)

PPI (311)

Home (89)

Motor (87)

Base: All eligible Life/Term, CI, PPI or new policies

0 40 50 60 90 100
85 ‘ 14 '1

_ | 85 13 2

| 79 18 3

| 87 13

_ 78 21 '1

| 84 12 3

| 84 16

0 Yes O No O Don't know




Read information — price/premiums

0 10 20 30 40 50 60 70 80 90 100
Life/Term (231) ‘ 82 ‘ ‘ 10 ‘
CI(82) _ 80 12
PMI (52) _ 79 3 16 2
Pet (64) | 87 6 7
PPI (311) _ 79 13 '1
Home (89) | ‘ 85 12 '1
Motor (87) | 93 2 :

O Yes definitely O Yes think so & No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Influenced decision to buy — price/premiums

0 40 50 60 70 80 90 100
Life/Term (231) 82 ‘ ‘ 17 '1
CI(82) | 80 17
PMI (52) _ 73 24 3 ‘
Pet (64) | 75 25
PPI (311) _ 69 29 2
Home (89) | 90 1
Motor (87) | 94

Base: All eligible Life/Term, CI, PPI or new policies

0 Yes O No O Don't know




Read information — details of any excess

0 20 30 40 50 60 70 80 90
Life/Term (231) 69 ‘ 11 18
CI(82) _ 63 | | | 7 29
PMI (52) _ 61 19 18
Pet (64) | ‘ 86 20 12
PPI (311) _ 60 10 28
Home (89) | ‘ 79 3 17
Motor (87) | 83 5 12

O Yes definitely O Yes think so & No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies




Influenced decision to buy — details of any excess

Life/Term (231)

C1(82)

PMI (52)

Pet (64)

PPI (311)

Home (89)

Motor (87)

0 30 70 80 90 100
63 35 ‘ 2

| 50 48 2

| 48 46

| 67 33

_ 50 48 Il

| 65 31 4

_ 71 29

0 Yes O No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Read information — policy exclusions or limitations

0 10 20 30 70 90 100
Life/Term (231) ‘ 67 ‘ 15 17 '1
CI(82) | | 66 18 14 2
PMI (52) _ 71 11 15
Pet (64) | 69 10 21
PPI (311) _ 60 16 22 2
Home (89) | ‘ 69 11 18 2
Motor (87) | 61 20 19

O Yes definitely O Yes think so & No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Influenced decision to buy — policy exclusions or limitations

0 30 80 90 100
Life/Term (231) 58 40 ‘ 2
CI (82) | 62 35 3
PMI (52) | 52 45 3 ‘
Pet (64) | 60 40
PPI (311) _ 50 47 3 ‘
Home (89) | 68 31 '1
Motor (87) | 57 42 ‘ '1

0 Yes O No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Read information — name & address of provider

Life/Term (231)

C1(82)

PMI (52)

Pet (64)

PPI (311)

Home (89)

Motor (87)

0 20 30 40 50 60 70 80 90 100
70 15 ‘ 14 '1

_ 72 | | | | 7 19 3

_ 55 19 24 2

| 76 12 12

_ 65 14 20 2

| 74 13 ‘ 12 '1

_ 67 ‘ ‘ ‘ 7 26 ‘

O Yes definitely O Yes think so & No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Influenced decision to buy — name & address of provider

Life/Term (231)

C1(82)

PMI (52)

Pet (64)

PPI (311)

Home (89)

Motor (87)

0 20 30 50 60 70 80 90 100
54 46

| 61 37 3

_ 48 47 5

_ 52 48

| 47 52 2

| 47 52 'l

| " 9 ‘

_ [0 Yes O No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies




Read information — compensation scheme arrangements

Life/Term (231)

C1(82)

PMI (52)

Pet (64)

PPI (311)

Home (89)

Motor (87)

0 10 20 30 40 50 60 70 80 90 100
| > |

_ | 2]

| 23

| 17 8

_ 31

| 23

_ 28

O Yes definitely [ Yes think so 0 No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Influenced decision to buy — compensation scheme arrangement %

]

0 10 20 30 40 50 60 70 80 90 100
PMI (52) | 23 | _ | | | | | | |
Pet (64) _ 1 27 1 _ ‘ ‘ ‘ ‘ ‘ ‘ ‘
PPI (311) | | 34 ‘ ‘ _ ‘ ‘ ‘ ‘ ‘ ‘
Home (89) _ 20 _ ‘ ‘ ‘ ‘ ‘ ‘ ‘

0 Yes O No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Read information — reasons for any recommendation to purchaseFSA

0 10 20 30 40 50 60 70 80 90 100
Life/Term (231) 44 ‘ ‘ ‘ 19 ‘ 34 ‘ 4
CI(82) | 46 20 31 3
PMI (52) | 20 30 43
Pet (64) _ 34 | 9 | 56 1
PPI(311) | 35 18 44
Home (89) | 37 23 35
Motor (87) _ 26 12 61 1

Base: All eligible Life/Term, CI, PPI or new policies

O Yes definitely [J Yes think so & No 0 Don't know




Influenced decision to buy — reasons for any recommendation to

purchase FSA

0 10 20 30 40 50 60 70 80 90 100
Life/Term (231) 54 42 4
CI(82) | | | 55 | | | | | 41 | | 4
PMI (52) _ 41 55 3
Pet (64) _ | 55 44 'l
PPI (311) _ 46 53 2
Home (89) | 38 56 ‘ 7
Motor (87) | 34 65 'l

0 Yes O No O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Read information — firm regulated by FSA

0 10 20 30 60 70 80 90 100
Life/Term (231) ‘ 73 ‘ ‘ 11 14 2
CI(82) | 7 14 2

PMI (52) | 61 14 25

Pet (64) | 47 14 38 '1
PPI (311) _ 69 12 17 2
Home (89) _ 61 11 25 4
Motor (87) | 58 17 24 '1

Base: All eligible Life/Term, CI, PPI or new policies

O Yes definitely O Yes think so & No O Don't know




Influenced decision to buy — firm regulated by FSA

Life/Term (231)

C1(82)

PMI (52)

Pet (64)

PPI (311)

Home (89)

Motor (87)

0 10 20 30 40 50 60 70 80 90 100

‘ 74 ‘ ‘ ‘ ‘ ‘ 18 ‘ 4 3
_ 75 17 6 2
| 59 26 11 |4
| 41 44 14 )1
_ 68 24 6 2
| 62 28 7 |3
_ 62 27 11

O Yes O No O Didn't get this info O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Read information — firm giving advice or information

0 10 20 30 40 50 60 70 80 90 100
Life/Term (231) ‘ ‘ 50 ‘ ‘ ‘ 22 ‘ ‘ 23 ‘ ‘
CI(82) | 50 13 32
PMI (52) | 47 20 29 4
Pet (64) | 43 17 40
PPI (311) | 45 24 28 4
Home (89) | 44 19 34 3
Motor (87) | 38 20 42

Base: All eligible Life/Term, CI, PPI or new policies

O Yes definitely O Yes think so & No O Don't know




Influenced decision to buy — firm giving advice or information FSA

0 10 20 30 40 50 60 70 80 90 100
Life/Term (231) | 43 44 ‘ ‘ 11 2
CI(82) _ 49 42 5|4
PMI (52) | 34 51 12 4
Pet (64) _ 40 55 4 )l
PPI (311) | 43 41 14 2
Home (89) | 35 ‘ 49 12 4 ‘
Motor (87) | 31 45 21 3 ‘
_ O Yes O No O Didn't get this info O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Read information — details of firm ownership

Life/Term (231)

C1(82)

PMI (52)

Pet (64)

PPI (311)

Home (89)

Motor (87)

Base: All eligible Life/Term, CI, PPI or new policies

0 10 20 30 40 50 60 70 80 90 100
‘ 39 ‘ ‘ 18 ‘ ‘ 40 ‘ 2

| 42 14 41 3

| 40 19 40

| 46 9 44 '1

_ 37 14 47 3

| 43 13 37 8

_ 31 13 55 '1

O Yes definitely O Yes think so & No O Don't know




Influenced decision to buy — details of firm ownership

Life/Term (231)

C1(82)

PMI (52)

Pet (64)

PPI (311)

Home (89)

Motor (87)

0 10 20 30 40 50 60 70 80 90 100
35

| 38

| 27

| 31 16

_ 34

[ » s o

| a e s B

0 Yes 0 No [ Didn't get this info @ Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Read information — whose products/how many insurers products

they offer FSA.
0 20 30 40 50 60 70 80 90 100
Life/Term (231) 39 ‘ ‘ 22 ‘ 39

CI(82) _ 42 18 35 4

PMI (52) | 43 20 33 al

Pet (64) | 26 ‘ 16 56 2
PPI (311) | 39 14 46 2

Hore (89) | 37 10 50 3
Motor (87) | 29 15 54 2

Base: All eligible Life/Term, CI, PPI or new policies

[0 Yes definitely [J Yes think so

O No O Don't know




Influenced decision to buy — whose products/how many insurers

products they offer

Life/Term (231)

C1(82)

PMI (52)

Pet (64)

PPI (311)

Home (89)

Motor (87)

FSA

0 10 20 30 40 50 60 70 80 90 100
38 44 15 3

_ 40 | 44 13 3

| 32 54 12 2

| 32 53 15

_ 33 48 16 3

| 27 54 16 3

_ 25 58 15 2

O Yes O No O Didn't get this info O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Read information — compensation arrangements

0 10 20 40 50 70 80 90 100

Life/Term (231) ‘ 38 ‘ 21 39 ‘ 2
CI(82) | 52 11 | 34 3
PMI (52) | 37 24 37 2

Pet (64) | ‘ 51 42
PPI (311) _ 43 12 43 2
Home (89) _ 32 ‘ 15 48
Motor (87) | 37 17 45 '1

Base: All eligible Life/Term, CI, PPI or new policies

O Yes definitely O Yes think so & No O Don't know




Influenced decision to buy — compensation arrangements

Life/Term (231)

C1(82)

PMI (52)

Pet (64)

PPI (311)

Home (89)

Motor (87)

FSA

0 10 20 30 40 50 60 70 80 90 100
38 ‘ 49 ‘ ‘ 10 |3 ‘
_ 49 38 9 |3
| 35 47 14 4 ‘
| 43 43 12 2
| 43 45 ‘ 9 |3
| 24 ‘ 59 15 Il
| 32 49 16 3 ‘
_ O Yes O No O Didn't get this info O Don't know

Base: All eligible Life/Term, CI, PPI or new policies



Read renewal information — changes to policy

0 20 30 50 70 80 90 100
Life/Term (98) 66 17 13 ‘
CI(24) | 56 | 13 19 11
PMI (37) | 41 14 45
Pet (30) | 59 11 30
PPI (70) | 50 28 20 2
Home (281) | 60 14 24 2
Motor (231) | 59 13 27 2

O Yes definitely [ Yes think so @ No O Don't know

Base: All eligible who renewed their policy



Influenced decision to renew — changes to policy

0 10 20 30 40 50 60 70 80 90 100
Life/Term (98) ‘ 65 ‘ ‘ ‘ 28 ‘ 4|3
CI (24) _ 58 | 30 11

PMI (37) | 33 47 20
Pet (30) | 47 45 415
PPI (70) | 42 25 31 2
Home (281) _ 44 50 4 |2
Motor (231) _ 44 48 7 12

[0 Yes O No O Didn't get this info O Don't know

Base: All eligible who renewed their policy



Read renewal information — price information

Life/Term (98)

CI (24)

PMI (37)

Pet (30)

PPI (70)

Home (281)

Motor (231)

0 10 20 30 40 50 60 70 80 90 100
85 6 |2

| | 85 8

| 62 7 31

_ 78 5 17

| 70 18 11 '1

| 83 6 10 '1

| 81 6 11 |2

O Yes definitely [ Yes think so @ No O Don't know

Base: All eligible who renewed their policy



Influenced decision to renew — price information

Life/Term (98)

CI(24)

PMI (37)

Pet (30)

PPI (70)

Home (281)

Motor (231)

0 10 20 30 40 50 60 70 80 90 100
‘ ‘ 81 ‘ ‘ 16 Il

| 84 8 | 8

| 58 ‘ 32 10

_ 61 33 'l

| 52 41 5 2

| 75 24 '1

| 82 13 312

Base: All eligible who renewed their policy

[0 Yes O No O Didn't get this info O Don't know




Read renewal information — details of firm

0 10 20 30 40 50 60 70 80 90 100
Life/Term (98) 60 21 ‘ 17 2
CI(24) _ | | | 76 12 11
PMI (37) _ 46 15 39
Pet (30) | | 41 17 36
PPI (70) _ 62 17 19 2
Home (281) | 52 12 ‘ 34 ‘ 2
Motor (231) _ 54 11 32 2

O Yes definitely [ Yes think so @ No O Don't know

Base: All eligible who renewed their policy



Influenced decision to renew — details of firm

Life/Term (98)

CI (24)

PMI (37)

Pet (30)

PPI (70)

Home (281)

Motor (231)

0 10 20 30 40 50 60 70 80 90 100
‘ 64 ‘ ‘ 27 ‘ ‘ 3

_ 71 21 8

| 47 32 19 2

| 35 55 5

_ 69 24 3

| 49 41 3

| st " !

[0 Yes O No O Didn't get this info O Don't know

Base: All eligible who renewed their policy



Read renewal information — demands & needs statement

0 20 30 40 50 60 70 80 90 100
Life/Term (98) ‘ 47 ‘ ‘ ‘ 17 32 ‘ 3
CI(24) | 53 10 29 |
PMI (37) | 30 19 52
Pet (30) _ 30 14 56
PPI (70) _ 39 26 33 2
Home(281)_ 26 ‘ 15 55 ‘ 3
Motor (231) | 30 16 53 2

Base: All eligible who renewed their policy

O Yes definitely [ Yes think so @ No O Don't know




Influenced decision to renew — demands & needs statement FSA

0 10 20 30 40 50 60 70 80 90 100
Life/Term (98) 47 37 10 | 6
c1(z4)_ | | 62 | | ‘ 22 4]
PMI (37) | 37 46 14 |2
Pet (30) | | 38 43 12 6
PPI (70) | 57 33 8 |2
Home (281) | 30 ‘ 51 ‘ 16 3
Motor (231) _ 34 49 14 |2

[0 Yes O No O Didn't get this info O Don't know

Base: All eligible who renewed their policy



Used documentation/info to compare different providers FSR%

Life/Term (231)

C1(82)

PMI (89)

Pet (94)

PPI (319)

Home (371)

Motor (320)

0 Yes O No O Don't know

Base: All eligible



00064

100 -

90 A

80

70 1

60

50 A

40 -

30 A

20 A

10 1

Life/Term (124)

CI (29)

PMI (27)

Pet (40)

PPI (97)

Home (156)

Motor (142)

[0 Price @ Product features 0 Terms & conditions [J Excess B Policy exclusions B Others

Base: All eligible who used information to compare between providers



Attitude to cancellation rights

0 20 30 40 50 60 70 80 90 100

Life/Term (231) 69 | T 14 14 3
s 67 15 TN

PMI (89) 61 13 17 s |

Pet (94) | 62 13 18 [s6 |

PPI (319) | 70 14 TE
Home (371) | 64 3 | 18 |4
Motor (320) 67 14 THlE |

Base: All eligible

O Know my rights & would defnitely cancel if required

O Know my rights but probably wouldn't cancel

O Not sure of my rights but would find out if a problem

[0 Not sure of my rights and probably wouldn't bother to find out

M Don't know




Were you told what the PPI did and did not cover? FSA

70 80 90 100

76

23 1

O Yes O No [ Don't know

Base: All eligible PPI from the three boost waves (294)

Significant difference between those
who purchased face-to-face (80%) and
those who purchased by telephone
(67%)




Did the person selling you PPI draw your attention to any
exclusions/limitations — if so what were they?

30 35

Some employment exclusions 16

If self employed 8

If on temporary contract 3

If on fixed term contract 5

Some health exclusions 7

Ifprevious cases of ill health 8

Ifhad bad back 2

Ifhad stress related illness j 1

Did but can't remember what

No answer 24

Don't know 9

Other 8

Base: All eligible PPI from the three boost waves (294)

30



Which of the following best describes the amount of oral
information/written documentation you received on PPI?

90

100

Oral information 8 74

12

Written documentation 14 74

O Received too much [0 Received sufficient I Received limited [ Did not receive enough B Don't know

Base: All eligible PPI from the three boost waves (294)



