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“Automation and the shift towards digitisation are making
financial advice more accessible and affordable, a trend

that is set to finally democratise the market. Consumers,
particularly younger ones, are generally open to robo-

advice services, and people are not against paying for these
as long as cost-savings are passed on to them.”

- Irene Salazar, Senior Financial Services Analyst

This report looks at the following areas:

• Charging the right price at the right time
• Open Banking: a perfect ground for online advice to build on

Technological advances and changing consumer trends are resulting in more and more aspects of
financial lives being managed online. The demand for financial advice has historically faced barriers in
terms of costs of services and wealth of customers, which limit the perceived relevance of advice. As
such, many people have been left out of the scope of traditional providers.
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Insurance and savings are the most common products to arrange
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Only half have received professional advice…
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Mortgages are an opportunity for early engagement with advice…

…and investments hint at the potential of automation

Face to face still the most popular way of receiving advice…

…and online is as common as telephone
Figure 14: Use of financial advice, by channel, December 2019

Banks/building societies benefit from extensive presence in the high street
Figure 15: Use of financial advice, by source and channel, December 2019

Online channels more relevant for other sources of advice

Opportunity for employers to step up…

…and face fewer barriers in terms of existing preference for traditional channels

The appeal of website-based chat
Figure 16: Online channel consideration, December 2019

An important minority are generally open to automated advice
Figure 17: Automated channels consideration – CHAID analysis, December 2020

A majority don’t know how much online advice should cost
Figure 18: Perceived cost of online advice, December 2019

People with experience of advice are more open to paying more for it

People still perceive automated services as inferior

Price and quality are the main drivers
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Convenience and innovation are not at the top of people’s minds
Figure 19: Purchase drivers of financial advice, December 2019

Ethical credentials are more relevant than environmental ones

Potential to explore sustainability themes in the investment market

Under-25s more likely to focus on fewer aspects
Figure 20: Repertoire of purchase drivers of financial advice, December 2019

The potential of Open Banking

Awareness remains low…
Figure 21: Awareness of Open Banking, December 2019

…but is higher among men and young people
Figure 22: Awareness of Open Banking, by age and gender, December 2019

Half would be willing to share data with an adviser via Open Banking
Figure 23: Willingness to use Open Banking for financial advice, by product, December 2019

Willingness to share data is higher among younger generations…
Figure 24: Willingness to use Open Banking for financial advice, by age, December 2019

…and those who are aware of Open Banking
Figure 25: Willingness to use Open Banking for financial advice, by awareness of Open Banking, December 2019

Affluent consumers more willing to share information from a variety of products
Figure 26: Repertoire of products people would share with an adviser via Open Banking, December 2019

Abbreviations

Consumer research methodology

CHAID analysis methodology
Figure 27: Online channel consideration – CHAID – table output, December 2019

Figure 28: Awareness of Open Banking – CHAID – table output, December 2019

Financial Advice and Open Banking

Appendix – Data Sources, Abbreviations and Supporting Information
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