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Introduction

In 2019 Which? worked in partnership with Collaborate Research to design and deliver a large 
scale qualitative research project. The project’s aim was to understand what consumers need 
from the everyday banking and payments markets as they stand today and to understand how 
consumers respond to likely changes to these markets in the next 10 years.  

This document comes in three sections and describes the approach we went through in scoping 
the research project, the research’s methodology and sample, and the materials used during the 
research. 
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Section 1: Project Scoping 

Since 1957, Which? has campaigned to make consumers as powerful as the organisations they deal 
with in their daily lives. Across sectors and markets, Which? has been instrumental in changing 
markets to improve standards for consumers and has worked to increase consumers’ awareness  
of their rights, and of practices which may lead them to experience detriment. 

Financial services has and continues to be a key sector for Which?. From early 2018, Which? has 
been increasingly cognisant of the impact of the Payment Services Directive 2 (PSD2) and the 
implementation of Open Banking on the types of products and services available to consumers,  
as well as wider changes in the demand for and the provision of traditional banking and 
payments services. 

In light of this, Which? identified a need to better understand consumers’ experiences and 
needs in the area of everyday banking and payments services in order to understand and clearly 
define what it is that is essential for consumers to be able to spend, move, manage and store 
money in the UK today. Which? also saw a need to understand the potential impact of changes 
to the banking and payments markets for consumers, particularly if they may lead consumers to 
experience additional or unintended detriment as changes in day-to-day banking and payments 
gather momentum. 

In order to gain this consumer insight, Which? commissioned independent research into the 
everyday banking and payments markets and consumers’ needs form these markets both now  
and in the future. To support the commissioning process and the research itself, Which? 
conducted a Rapid Scoping Review (RSR) and depth interviews with stakeholders to the banking 
and payments markets, details of which are described below. The purpose of these scoping 
activities were: to understand where sector wide knowledge gaps exist, to identify potential 
stimulus for use in the research and to ensure Which? would not duplicate existing insight. 

1. Rapid Scoping Review (RSR)
Which? conducted a RSR of existing consumer research on everyday banking and payments 
between October and December 2018. The RSR had two objectives: 

• Objective one: To see where the existing evidence base is weakest regarding consumer views on: 
• Whether the markets are delivering what they want and need; and 
• Changes happening in every day banking and payments markets, including any concerns they 

may have about current or potential future changes. 
• Objective two: To ensure that future work does not overlap with existing knowledge, but instead 

builds on it.

Within this, the RSR sought to answer three overarching questions: what are consumers’ current 
experiences of the everyday banking and payments markets; where are consumers experiencing 
detriment when accessing everyday banking and payments services; and how do consumers view 
future trends that relate to everyday banking and payments services. 

Which? took a structured time-limited approach to meet these objectives and address these 
questions within the time available. The RSR had five phases:  
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1. Identification of key questions and search parameters: To ensure the RSR addressed Which? 
core needs and built on existing organisational knowledge, the RSR team agreed that the 
review would focus on research published since 2016 (following the European Parliament’s 
declaration on PSD2), cover research which engaged consumers directly, and focus on 
literature available publicly and freely available through Google searches and which did not 
require special access to journal portals such as EBSCO.

2. Identification of relevant studies: Following agreement of relevant search terms and sources, we 
identified a long-list of 178 documents, systematically capturing details about each  
(e.g. publication date, publisher, method, sample, sample size and core objectives). 

3. Select studies for review: We then gave documents a red, amber or green (RAG) rating based  
on judgements about which would add the greatest value to our existing knowledge base.  
The top 36 were prioritised for review.

4. Read and review: Having created a prioritised list, we then read each priority document in full. 
Insights against each of the core research questions were captured in a pro forma. 

5. Collate and summarise findings: When the literature review was completed, we produced a 
summary of findings, based on an analysis session attended by all reviewers. This was in order 
to ensure all aspects of the literature were considered holistically. This report is available on 
the Which? consumer insight website [LINK]. 

Following this RSR, Which? concluded that its future research in the everyday finance space 
would add the greatest value if it took a ‘back to basics’ approach and focused on developing a 
comprehensive understanding of consumers’ needs from banking and payments, their responses 
to future changes and their support needs. As such, Which? decided to commission qualitative  
and deliberative research.  

2. Depth interviews with banking and payments sector stakeholders 
In parallel to the RSR, Which? conducted depth interviews with experts in the banking and 
payments sectors. These experts worked in strategic positions in banks, regulators and 
government and held roles focusing on the future of banking and payments. The interviews 
were intended to sense check our understanding of the existing literature, understand what 
stakeholders felt the future of banking and payments would be like in the next 10 years, and 
support the development of research materials. 

In total, 10 expert stakeholders took part in a formal interview. Interviews were recorded, 
transcribed and analysed by the Which? research team. A copy of the discussion guide used  
during the research can be found in Section 3.1. 
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Section 2: Research Methodology And Sample 

Overview
This research aimed to understand consumers’ needs from the banking and payments markets 
now and in the future. Which? recognised that meeting this core aim was likely to have challenges: 
consumers’ conscious engagement with the banking and payments markets was likely to be low, 
many consumer needs were likely to be sub-conscious, and a number of the product, service and 
market level changes to the banking and payments markets are at an emergent stage. 

Given this Which? opted to commission qualitative research which incorporated a deliberative 
methodology. Such an approach would enable underlying behavioural drivers to be explored and 
consumers’ considered opinions on future changes to be gathered. 

Which? took an experiential approach to commissioning. Which? wanted to achieve a genuine 
research partnership during the Everyday Finances Project, with Which? researchers embedded with 
the research team, co-developing research materials and being actively involved in the moderation 
of research sessions. Following a tendering process, Collaborate Research was awarded the contract. 

Overview of research methodology

Figure 1 above provides an overview of Collaborate Research’s research programme.  
The programme had two strands, each of which had two stages and incorporated a multi-method 
approach, with Which? research and policy stakeholders embedded in the project throughout: 

• Strand one (shown in green and blue below) engaged mainstream consumers and comprised 
four parts: a banking and payments diary (an ethnographic-style pre-task), exploratory 
extended qualitative focus groups, a peer to peer interview (interim task) and a day-long 
deliberative workshop. The first three parts were focused on understanding current behaviours 
and needs. The final part was focused on consumers’ reactions to future changes to the 
banking and payments markets, and incorporated a variety of research stimulus produced 
following the stakeholder depths and externally reviewed. 
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• Strand two (shown in grey below) engaged vulnerable consumers and comprised two-stage 
depth interviews. The first interview focused on current needs while the second looked at 
reactions to future changes. The content mirrored that covered by the mainstream consumers 
but, due to the variable nature of participants circumstances, were conducted flexibly. 

In total, 120 participants were recruited to take part in this research with 111 participants 
completing the research in full. Fieldwork took place between April and June 2019, with fieldwork 
clustered in four locations: London, Morley near Leeds, Glasgow and Cardiff. Participants were 
incentivised to participate in the research. This was to encourage full engagement in the research, 
cover expenses and ensure no-one was excluded from participants due to financial considerations.  
All research stimulus was externally reviewed by Collaborate Research Associate, Claire Whyley. 
Claire Whyley is a professional researcher and policy analyst, focusing on consumer behaviour 
and decision-making, consumer protection and consumer-focused regulation. She specialises 
in user-led, evidence-based and impact-focused policy development, across a range of markets, 
with a particular interest in vulnerable and excluded consumers. Claire holds a number of non-
executive roles in addition to being a Collaborate Research Associate.

Methodology 

Strand 1: Mainstream consumers: methodology in depth  
Part 1: a banking and payments diary (pre-task)
Before taking part in the exploratory focus group, research participants were asked to complete 
a pre-task. The pre-task was a short auto-ethnographic diary which required participants to log, 
either digitally or on paper, each time they made a payment or engaged in a banking activity. 
They were asked to record the channels they use, when and how often they use them in the week 
leading up to the focus group. A copy of the task can be found in Section 3.2. 

Part 2: exploratory focus groups 
In order to gain an in-depth understanding of consumers’ current needs from the everyday 
banking and payments markets we opted to hold exploratory qualitative extended focus groups. 
There were four focus groups in each location with seven participants recruited to each group. 
Each group lasted two hours. At this stage, participants were grouped according to SEG and age:

Sample split for focus groups per location

Younger/higher SEG Younger/lower SEG Older/higher SEG Older/lower SEG

We aimed to address the first four of our six research objectives through these exploratory focus 
groups. These objectives were:

• Objective one: To understand what constitutes and ‘everyday’ banking or payment product or 
service from the consumers’ perspective.

• Objective two: To understand what consumers need from every banking products and services – 
and whether these needs are currently met.

• Objective three: To understand how and why particular consumers engage with everyday 
banking and payment services.

• Objective four: To understand what support consumers need or could be in place to give 
consumers fair and reasonable access to everyday banking and payment services.

 A copy of the exploratory group discussion guide can be found in Section 3.3.

Part 3: peer interview (interim task) 
Following their attendance at the exploratory focus group, participants were asked to conduct a 
short peer interview about what other consumers need from the banking and payments markets. 
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We did not want to be overly prescriptive in terms of who participants interviewed. Instead, we 
provided general guidance that participants should interview someone they considered to be 
different from them for some reason, providing the example of interviewing someone who is older, 
or someone who uses more technology than themselves. The purpose of this task was threefold: 

1. To maintain participants’ engagement in the research process;
2. To gather additional insight on consumers’ needs form banking and payments; and,
3. To help build participants’ awareness of other consumers’ experiences and abilities to engage 

with different banking and payments services.
A copy of the peer interview proforma can be found in Section 3.4.

Part 4: deliberative workshop 
The mainstream consumer strand of this research culminated in a full-day deliberative workshop 
attended by all participants for that particular fieldwork location. Each workshop was attended by 
c.25 participants who were divided into three heterogeneous groups (a blend of participants from 
the four exploratory focus groups) in order to help holistically explore the range of issues which 
may influence consumers’ needs from the future of banking and payments markets. 
The deliberative workshops were designed to explore Which?’s future focused-objectives in detail:

• Objective five: To understand consumers’ views of anticipated changes in provision of everyday 
banking and payments and how these may impact their lives.

• Objective six: To understand what provision - along with associated, advice, guidance or other support 
–  consumers feel will be required to ensure fair access to the benefits and limit the dis-benefits.

To support participants’ engagement with the changes that are taking place in the everyday 
banking and payments markets, Which? led the development of a range of stimulus material 
to help bring to life the various market trends which are taking place, and the technological 
innovations which will likely shape consumers’ experiences of banking and payments in years to 
come. Three key scenarios were presented to research participants, primarily as a series of audio-
visual presentations given by Which? team members:

• Scenario 1 focused on the decline of cash and the rise of digital payment mechanisms. 
• Scenario 2 focused on the entrants of new banking and payment services providers and the 

disintermediation / unbundling of the banking and payments markets. 
• Scenario 3 focused on the rise of personalised offers and deals and data driven services. 

All future scenarios were set in 2030 as this timeframe allowed for realistic predictions. As part 
of scenarios 2 and 3 we explored banks’ changing business models and the potential impact for 
consumers in terms of potentially different ways of funding personal current account (PCA) provision. 

Participants were also provided with a workbook where they could capture their thoughts and 
reactions to different stimulus.

Materials were developed following the RSR and depth interviews with stakeholders. All materials 
were externally reviewed by Collaborate Research Associate, Claire Whyley. Claire is a professional 
researcher and policy analyst, focusing on consumer behaviour and decision-making, consumer 
protection and consumer-focused regulation and holds a number of non-executive roles, in 
addition to her work with Collaborate. A copy of the deliberative workshop agenda as well as the 
stimulus used during the sessions can be found in Section 3.5 and 3.6 respectively.
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In addition to the research participants, all four workshops were attended by three moderators 
(one per table), three note takers and Which? staff members. 

Strand 2 Vulnerable consumers: methodology in depth 
In parallel to strand one, we conducted extended (1.5 hour), reconvened face-to-face depth 
interviews with vulnerable consumers who would otherwise be unlikely to be able to participate 
in the research. In the first interview we explored current experiences and needs, whereas in the 
second interview we considered how everyday banking and payments may change in the future and 
how this may affect consumers. A copy of the discussion guides can be found in Sections 3.7 and 3.8.

Sample 

We aimed to engage a broad range of consumers through this research. To meet this aim, 
Collaborate Research designed a sample frame to ensure representation of consumers with a 
range of socio-demographic characteristics (gender, age, socio-economic group, ethnicity), levels 
of financial confidence and engagement (including current account switching), levels of digital 
confidence and capability, and potential for vulnerability defined in line with the Financial 
Conduct Authorities’ definition of vulnerability.1

Collaborate set representative quotas (or minimum/maximum quotas accordingly), and also 
unweighted certain cohorts so that they would have sufficient share of voice in the research. 

The sample tables below detail the profile of participants who completed stage one and stage two 
of the research.

Stage 1
Mainstream consumers

London Cardiff Glasgow Morley Total

Gender
Male 13 13 12 13 51

Female 14 13 14 12 53

Age

 Under 30 5 5 4 5 19

30–39 5 4 6 6 21

40–49 6 7 6 4 23

50–59 5 5 5 5 20

60–69 4 4 3 3 14

70+ 2 1 2 2 7

SEG
Higher 14 14 13 11 52

Lower 13 12 13 14 52

Confidence – money  
management

High 10 7 9 10 36

Not high 17 19 17 15 68

Confidence – market  
engagement

High 16 12 14 11 53

Not high 11 14 12 14 51

Other

Switched 1 3 1 2 7

Rural 3 5 7 15 30

BME 11 3 5 4 23

Non/narrow 
internet user

6 9 9 6 30

Vulnerable 2 0 0 0 2

Total  
27 completed 

stage 1 (including 
1 tele-depth)

26 completed 
stage 1

26 completed 
stage 1

25 completed 
stage 1 

104 completed 
stage 1 

1 https://www.fca.org.uk/publication/occasional-papers/occasional-paper-8-exec-summary.pdf
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Vulnerable consumers boost

London Cardiff Glasgow Morley Total

Financially excluded

Male 1 0 1 0 2

Female 0 1 0 0 1

 Under 50 0 0 0 0 0

50+ 1 1 1 0 3

Low financial resil-
ience

Male 0 0 0 0 0

Female 1 0 1 1 3

Under 50 1 0 1 1 3

50+ 0 0 0 0 0

Reduced ability to 
engage

Male 0 0 0 1 1

Female 0 1 1 0 2

Under 50+ 0 1 0 0 1

50+ 0 0 1 1 2

Low financial capa-
bility

Male 1 1 0 0 2

Female 0 0 0 1 1

Under 50 1 0 0 0 1

50+ 0 1 0 1 2

Total 3 3 3 3 12

Stage 2
Final achieved sample (based on stage 2)

General population

London Cardiff Glasgow Morley Total

Gender
Male 13 13 11 13 50

Female 10 13 14 13 50

Age

 Under 30 3 5 4 5 17

30-39 4 4 6 6 20

40-49 5 7 6 4 22

50-59 5 5 4 6 20

60-69 4 4 3 3 14

70+ 2 1 2 2 7

SEG
Higher 12 14 12 12 50

Lower 11 12 13 14 50

Confidence – money 
management

High 9 7 8 11 35

Not high 14 19 17 15 65

Confidence – market 
engagement

High 14 12 13 12 51

Not high 9 14 12 14 49

Other

Switched 1 3 1 2 7

Rural 2 5 6 16 29

BME 8 3 4 4 19

Non/narrow 
internet user

6 9 9 7 31

Vulnerable 2 0 0 0 2

Total
23 completed 

stage 2 
26 completed 

stage 2
25 completed 

stage 2
26 completed 

stage 2
100 completed 

stage 2
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Vulnerable consumers boost

London Cardiff Glasgow Morley Total

Financially excluded

Male 0 0 1 0 1

Female 0 1 0 0 1

 Under 50 0 0 0 0 0

50+ 0 1 1 0 2

Low financial 
resilience

Male 0 0 0 0 0

Female 1 0 1 1 3

Under 50 1 0 1 1 3

50+ 0 0 0 0 0

Reduced ability  
to engage

Male 0 0 0 1 1

Female 0 1 1 0 2

Under 50+ 0 1 0 0 1

50+ 0 0 1 1 2

Low financial 
capability

Male 1 1 0 0 2

Female 0 0 0 1 1

Under 50 1 0 0 0 1

50+ 0 1 0 1 2

Total 2 3 3 3 11
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Section 3: Research Materials 

3.1 Stakeholder depth interviews: Discussion Guide 

Everyday Finance: Stakeholder Interviews 
Discussion Guide v1

Section 1: Introduction [5 minutes]

Section Aim: To introduce the research, reassure the participant about confidentially and to gain 
consent for recording etc.  

• Introduce yourself and Which?
• Introduce the research inc. interview length
• Gain recording consent 

Section 2: Respondent background [10-15 minutes] 

Section Aim: To build a picture of the participant’s professional background, responsibilities and remit 
• Respondent profile 

– Who are they
– Where do they work 
– Role and responsibilities 

• Brief career history 

– Ask for an overview of their career / journey to their current role

• Key changes in the banking and payments sector 

– What are the main changes they’ve seen in the banking and payments sector they’ve seen in 

Section 3: Views on consumers’ experiences of the banking/payments markets [15-20 minutes]

Section Aim: To understand what insights XXX have on the main ways in which consumers’ 
experience the banking and payments markets, including the main barriers they face: 

• Definition of the everyday banking and payments markets 

– Interviewer to explain that Which? Research will focus on everyday banking and payments markets 
– How would they define the everyday banking and payments markets
    > Probe on both markets 
– What products and services they see as ‘everyday’ products and services in these markets 

• Views on how consumers currently experience the everyday banking and payments markets

– Interviewer to ask respondent to think about their (and/or their organisation’s) average 
consumer for the next few questions

– Ask participant if they have any insights on how the average consumer engages with the 
banking and payments markets: 
> Probe: 

− What facilitates their engagement 
− What barriers do they encounter
− Variation across GB

> If necessary, prompt with behavioural insight, consumer research etc.
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− How does this compare for different consumer types? 
> Probe on vulnerable consumers - if necessary prompt on age, financial capability, 

significant life events, permanent or temporary health needs ? 

• Views on support available 

– Are you aware of recent work (their organisation) has done to improve support for vulnerable 
consumers? Could (their organisation) do more to support vulnerable consumers?
> Probe on vulnerable consumers - if necessary prompt on age, financial capability, significant 

life events, permanent or temporary health needs 
How do they characterise vulnerable consumers? 

> Probe on variation across GB

• Approach to understanding consumers’ needs 

– How do they approach understanding their consumers’ needs/Are you aware of an 
organisational or industry approach to understanding the different needs of consumers?

Section 4: Views on sector trends and future changes to the banking and payments markets in the 
next 10 years [15-20 minutes] and how these address consumer need
Section Aim: To understand what they see as the main trends in the everyday banking and payments 
markets\ how changes in the market may impact on consumers lives in the next decade and what 
specific consumer needs changes will address

• Key current trends 

– Views on the key trends in the banking and payments markets today
> Probe on Open Banking if not mentioned 
> Joint Banking Hubs etc
> Utility Payments/Banking
> Post Office Banking

• Future experiences 

– Interviewer to ask respondent to think about their average consumer for the next few questions
– What insights do you or (their organisation) have on how consumers’ experience will be 

different in 10 years’ time?
– What does the evidence suggest on how people will be storing, moving, spending and 

tracking their money... ? 

• Consumers’ experience of changes 

– What can the industry do to ensure that the benefits of these changes are experienced by 
all consumers and that changes won’t negatively impact on the lives of certain groups of 
consumers - potentially those who are less likely to adopt ned technologies?
> Probe on vulnerable and rural consumer issues already mentioned

• Concerns or pitfalls  

– Is there anything which you  or (their organisation)  think consumers could or should be 
concerned about? 

– Have you or (their organisation) seen any potential issues that may face certain segments of 
society? 

• Support

– As someone who works in the industry, what support do you think should or will be available 
to improve support for consumers in the future 
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Section 5: Potential stimulus [5–10 minutes]
Section Aim: To gather potential stimulus for use in the consumer research 

• Scenarios 

– Interviewer to explain that as part of the research we will be putting scenarios for what the future 
may look like to consumers 

– In their opinion, what would be the top three scenarios for the banking and payments markets 
we should put to consumers and why?

• Available stimulus

– Do they have / are they aware of any materials which could bring to life these scenarios or 
future trends in a dynamic and engaging way for ordinary consumers? 

– Could they share them? 
– Could we use them in the session with consumers? 
– IF APPROPRIATE: Would they be happy to be filmed (1 minute video) to act as dynamic 

stimulus? 

Section 6: Close [5 minutes]
Section Aim: To end the interview 

• Thank for their time 
• Re-contact consent [please record] 
• Ask if they want to be kept up to date with the research 

3.2 Strand 1: Mainstream consumers: Pre-task: Diary Task 

Thanks very much for agreeing to take part in our research. Before the focus group, we’d like you 
to record every time you paid for something or did anything to do with your bank account over the course of 
one week. Please think about the payments and banking you may have done online as well as in 
person.

What you paid for, e.g.: How you paid for it, e.g.:
Approximately how 
much you paid

Issues and overall 
experience

For each payment 
you made, please 
record the date and 
approximate time 
plus…

• Travel (e.g. car or 
public transport)

• Groceries bought in-
store or online

• Household bills
• Children’s costs
• Clothing
• Personal care
• Meals out (e.g. lunch/

dinner)
• Leisure and social 

activities

This could be by:
• Cash
• Cheque
• Contactless credit or store card
• Credit or store card with PIN
• Contactless debit card
• Debit card with PIN
• PayPal
• Pre-paid card (e.g. Oyster)
• Payment app (e.g. Apple or An-

droid Pay, Barclays Contactless 
Mobile, Google Pay, Paym or 
pingit)

• £5 or less
• £5–£9.99
• £10–£19.99
• £20–£29.99
• £30–£49.99
• £50–£99.99
• £100–£199.99
• £200–499.99
• £500+

Please indicate if there were 
any issues with the payment 
method you used (e.g. the 
vendor didn’t take your 
preferred method of payment 
or there was a technical 
problem etc.).  

Please also circle the emoji 
that best represents how you 
feel about the experience
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The type of banking 
activity, e.g.: 

How you accessed your 
account, e.g.:

The approximate value 
of the transaction (if 
applicable)

Issues and overall 
experience

For each banking interaction, 
please record the date and 
approximate time plus…

• Checking your balance
• Transferring money 

between your accounts
• Paying in a cheque
• Paying in or withdrawing 

cash
• Transferring money 

to someone else’s 
account

• Setting up a new regular 
payment or standing 
order

• Making an enquiry

• Visiting a branch
• Using an ATM
• Via online banking
• Via telephone banking 

(e.g. you telephoning 
your bank)

• Via a mobile banking 
app (e.g. you using 
a digital app on your 
phone to contact your 
bank)

• £5 or less
• £5–£9.99
• £10–£19.99
• £20–£29.99
• £30–£49.99
• £50–£99.99
• £100–£199.99
• £200–499.99
• £500+

Please indicate if there 
were any issues with 
the banking method you 
used (e.g. waiting times, 
no free ATM nearby, 
technical or customer 
service problems etc.).  

Please also circle 
the emoji that best 
represents how you feel 
about the experience

PAYMENT LOG

Date and time
What did you 

pay for?
How did you 

pay for it?
Approx. how 
much paid?

What issues did you 
have, if any?

Overall 
experience

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

Add more rows  
as required… 🙂     😐     😟
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BANKING LOG

Date and time
What type of 

banking activity?
How did you access 

your account?

Approx. value 
of transaction 
(if applicable)

What issue did you 
have, if any?

Overall 
experience

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

🙂     😐     😟

Add more rows 
as required… 🙂     😐     😟



17 

everyday finances

At the end of the week, please reflect back on the task and answer the questions below:

Please write your answers below

1. What payment methods (e.g. cash, contactless debit card, PayPal etc.) did you use most 
frequently over the course of this week? 

2. Why did you use these payment methods most frequently? 

3. What banking methods (e.g. branch visits, ATM withdrawals, mobile banking app etc.)? did 
you use most frequently over the course of this week? 

4. Why did you use these banking methods most frequently? 

5. Does your bank account have any regular Standing Orders or Direct Debits set up, either to 
receive money or to pay money out? If yes, please specify what these are for (e.g. for receiv-
ing wages, pension or benefits; for paying rent or mortgage, utilities, subscriptions such as 
Netflix, magazines etc.?)

6. Do you use credit as part of your everyday finances?  If yes, please specify what credit you use 
(e.g. credit card, arranged overdraft, unarranged overdraft, bank or credit union loan, payday 
loan, borrowing from family or friends etc.)

7. Finally, to what extent do you agree or disagree with the following statements: 

Strongly 
agree

Agree
Neither 

agree nor 
disagree

Disagree
Strongly 
disagree 

a) Over the last week I have been able to pay how I 
wanted, when I wanted 

b) I think vendors should have to accept whatever 
payment method I prefer

c) I don’t trust the security of mobile payment systems 
that you can use on a phone/smart watch (e.g. Apple 
Pay or Google Pay)

d) I wouldn’t mind if the UK became ‘cashless’ and 
notes and coins didn’t exist as a payment method

Classification questions (not asked, will be pulled in from the screening questionnaire to enable cross-tab analysis)

• Gender
• Age 
• SEG
• Location
• Urban/rural  
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3.3 Strand 1: Mainstream consumers: Exploratory focus groups: Discussion Guide 

Section/objective Discussion flow and tasks 

1. Introduction 
(5 mins)

Explanation of the research: 
• Independent research for Which?, the consumers’ association, in order to inform their policy and campaigning work on 
behalf of consumers
• The research topic is ‘everyday finances’ (how people receive, store, manage and use money day-to-day)
• Not a test, just interested in opinions and experiences
• Audio recording but all responses confidential/anonymised (also refer to video recording as relevant
Paired participant introductions/ice-breaker:
• First name, age, current/former occupation, who they live with
• Each to find out 1 thing you have in common with your partner
• Report back on your partner

2. Understanding 
consumer 
behaviour and 
what constitutes 
‘everyday’ 
finances from 
the consumer 
perspective
(35 mins)

1. Moderator to thank participants for completing the pre-task and summarise aggregated findings (which will be pre-
written up on a flipchart), e.g.:

a. Most common types of payments and banking interactions
b.Most common methods of paying and accessing banking services 
c. Average transactions per day and average spend
d. Peak days/times of day for payments and banking interactions 

2. How do you compare with the ‘average’? Were there any surprises from this task about your own behaviour?  Is what you 
did last week typical of your behaviour or were there reasons it was different?

3. How were you feeling during these financial (banking/payment) activities?  
a. Did you experience any particular highs and lows?  What led to these positive/negative experiences?  
b. Record one word or emoji to describe your feelings overall (Write down individually and then discuss)
c. Probe as relevant: How conscious or unconscious are you normally about the banking/payment method you use?  

Under what circumstances do you become more conscious about the methods you use for banking and payments?
4. Moderator to identify differences in behaviour/preferences among participants (using movement-based techniques or 

show of hands) and explore reasons:
a. Who used several different payment methods over the week vs. who only used one or two? - and what role do these 

different methods play (e.g. for specific types of purchases/payment channels or used more interchangeably)?
b. Who has a lot of different payment methods that they could draw on if they wanted/needed to vs. who only has a few?
c. Who makes automated regular payments (SO/DD) vs. who doesn’t?
d. Who uses online banking or mobile banking apps vs. who doesn’t?
e. Who buys things online or via mobile apps vs. who doesn’t?

5. How would you describe ‘everyday finances’ in your own words e.g. if you had to explain this to someone from another 
planet who had no idea? Prompt if necessary:  Think about all the banking and payment activities covered in the pre-task 
and anything else that you feel is relevant. Individual written task using task sheet (attached)

a. How you would describe this in your own language? What would you call it other than ‘everyday finances’?
b. What sorts of financial activities does this include?
c. What does this enable you to do in your day-to-day life?
d. How and why is this important to you? 

6. What needs to be in place to enable you to receive, store, manage and use your money? (or use words participants 
themselves used to define ‘everyday finances’ above)?

a. Please think as broadly as possible e.g. about different ways of paying for things, different ways of accessing your bank 
account, different features of bank accounts as well as other things like customer service etc.? 

b. Overall what is most important? And what is less important and you could you live without? What makes it more/less 
important?  

c. Moderator to write participants’ unprompted suggestions on blank cards first and then introduce other possibilities 
on pre-written sort cards (attached)

7. Probe on what was said as a group specifically credit cards and overdrafts:  What sort of role can this play as part of 
consumers’ everyday finances (not necessarily you personally but consumers in general)?  Look out for mentions of role for 
credit rating, big purchase, income smoothing, debt management, budgeting problems etc.

a. Credit users to write down what roles credit plays for them personally
b. Prompt participants also to consider other forms of credit that they may use e.g. unauthorised overdrafts, payday 

loans, borrowing from family and friends
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Section/objective Discussion flow and tasks 

3. Understanding 
what consumers’ 
need from 
everyday banking 
and payment 
services – and 
whether these 
needs are 
currently being 
met 
(30 mins)

8. Moderator to focus on priorities identified above: What do you expect from each of these? In other words, what do they 
need to be like in order to meet your needs? Probe: Are there any particular qualities that they need to have? 
a. Unprompted discussion first and then moderator to introduce attributes on pre-written cards (attached) and establish 

whether or not these are relevant
b. Moderator to map attributes mentioned by participants on a flip chart against each everyday finance product/service 

identified as being essential in the previous exercise (proposed template attached)
c. Probe for each attribute mentioned: What specifically does this mean to you e.g. what do you expect from this?

9. Moderator to focus on participants’ priorities and attributes mentioned above: How well does (priority 1) do on (attribute 
1)?  How close or far are they from this? Continue through priorities and attributes
a. Moderator to add a simple performance indicator (tick, question mark, cross) onto the flip chart
b. Probe: Do you have any specific examples of where this has been delivered well, badly or inconsistently?  Do you have 

any examples of where this has gotten better or worse over time?
c. How do you assess this?  How easy is it for consumers to judge this?

10. Have you experienced any particular issues or problems with everyday financial services? By this we mean anything that 
went wrong or anything you would have liked to do differently or better
a. Have you ever had any issues or problems with the payment methods you use?  What happened? What impact did it 

have on you? How did it make you feel?
b. Have you ever had any issues or problems with the banking methods you use? What happened? What impact did it have 

on you?  How did it make you feel?
c. Can you recall an occasion when you would have preferred to use a different banking or payment method on but were 

unable to (e.g. vendors did not accept cards/cash, technical problem with payment method, waiting times, lack of 
access nearby to branch or free ATM)? How did it make you feel? What impact did this have on you?

4. To understand 
how and why 
particular 
consumers 
engage with 
everyday banking 
and payment 
services  
(25 mins)

11. In your opinion, have everyday financial services changed much over the past 5-10 years or not? If yes: In what ways?  How 
do you feel about that?  Is it getting better or worse overall? What makes you say that?

Product/tool adoption
12. Have your own methods of receiving, storing, managing or using money changed compared to say 5 years ago? Prompt 

on:
a. Different access channels e.g. online banking and mobile banking apps
b. Different payment methods e.g. online and in-app purchases, contactless payments, digital wallets and mobile 

payment systems (provide written explanation of digital wallets and mobile payment systems if required)
13. For each method mentioned, explore reasons for adoption:  What has led to this? How do you feel about the change?  

a. To what extent was this something you wanted to do? To what extent are you happy with this method now that you’re 
using it?

b. If not, why not? (look out for mentions of change being forced on them due to withdrawal of original service or and 
probe fully any mentions of the experience not being as expected or what they wanted)

14. For each method mentioned, explore reasons for non-adoption: Are there particular reasons you haven’t done this or is it 
just something you don’t tend to think of?  
a. Probe fully, exploring extent to which lack of change is due to capability (e.g. financial, technological, confidence), 

motivation (e.g. familiarity, inertia), opportunity (e.g. perceived lack of differentiation, doesn’t meet needs)
b. What, if any, concerns do you have about this method? 

15. For each method mentioned, ask participants to reflect on what was said by people with behaviour different to their own:
a. Non-adopters: Was there anything said by people who have taken up [specific method] that stood out or made you feel 

any differently? Are there any comments you would like to make/questions you would like to ask in response?
b. Adopters: Was there anything said by people who haven’t taken up [specific method] that stood out to you?  Are there any 

comments you would like to make in response (e.g. about how you felt to begin with or what helped you feel confident in 
using this?) 

Engagement with current provider and market 
16. Have you done any of the following in the past couple of years? Probing fully on reasons for engagement and non-

engagement (drawing on prompts from points 13 and 14)
a. Compared the market and considered switching your main current account provider
b. Switched providers for your main current account 

17. How long have you been with your current main bank (the one you have your current account with)?  How do you feel 
about them? Probe:
a. How much do you trust them to get the basics right (e.g. keep your money safe)?   How much do you trust them to act 

in your interests?
b. Do you feel a sense of connection or loyalty to them? What leads you to feel loyalty – is it your length of time with 

them/general familiarity or something specifically about them?
c. How confident would you be in comparing the market and switching providers if you chose to? What makes you feel 

confident?  What stops you feeling confident?
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Section/objective Discussion flow and tasks 

5. Understanding 
what support 
consumers need 
or could be in 
place to give 
consumers fair 
and reasonable 
access to 
everyday financial 
services
(25 mins)

18. Overall, how satisfied are you with your own approach to everyday finances – i.e. how you receive/store/
manage and use your money (or use participants’ own definition)?  
a. What are you most happy with?
b. Is there anything you would like to do better?  What could help you to do this?
c. Are there any other changes you would like to make or new things you would like to try? What could help 

you to do this? 
19. Is there anything you would like financial service providers or others to do differently or better?  What? 

Probe on the following areas and prompt participants to consider the issues/problems they have raised 
earlier. Ask Which? observers to add in other relevant ideas as appropriate:
a. Continuing to provide choices/flexibility in how consumers can access and use their everyday finances.  

Are there any gaps or areas where this is particularly needed (i.e. where people don’t have sufficient 
choice or their choices are being reduced)?

b. Providing information/guidance to help consumers make the most of their everyday finances. Are there 
any gaps or areas where this is particularly needed (i.e. where people aren’t currently getting the best out 
of their everyday finances)? 

c. Providing protection/help when things go wrong with everyday finances.  What are the main things that 
could go wrong?  

d. Supporting certain types of consumers who have particular needs or forms of vulnerability.  Who needs 
this?  What is required? Who should provide it?

20. Looking to the future, what trends or developments do you expect to see in how people receive/store/
manage/use their money over the next few years?  How do you feel about this? 
a. Have you ever heard of the term Open Banking (unprompted only)?  If any familiarity: What does this 

mean to you? How do you feel about this?
b. Would you consider making any changes to your banking/payment methods or providers in the future? 

What, when and why/under what circumstances?
c. What would you need to have to feel confident using making changes in these areas? Look out for and 

probe on mentions of: information, guidance, support and anything else e.g. known brand, consumer 
protection etc.

21. Quick fire questions to conclude:  We’re going to talk about the future more in the workshop to come but 
how do you feel about a trend you may have heard of towards us becoming a more cashless  but more 
connected society?  Unprompted first and then prompt on what this may mean to consumers day-to-day… .

Scenarios:
• More use of card payments and some vendors not accepting cash   
• Different ways of accessing banking services with more online only banks, branch alternatives like post 

offices and fewer traditional bank branches.  
• More digital (online, mobile) banking and payments generally 
• Less access to free-to-use ATMs

a.  Ask for quick initial reaction on each scenario: Thumbs up/thumbs sideways /thumbs down? 
b.  What impact would you expect this to have on you?  
c. What impact would it have on others and who are likely to be most affected?

22. Summing up:
a. Participants to check original definition and make any changes to this in a different colour
b. Individual responses around group: Overall, what would you like to see happen and not happen with 

regards to everyday banking and payments in future?
23. Moderator to hand out interim task and explain next stages…
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STIMULUS/TASKS

Understanding consumer behaviour and what constitutes ‘everyday’ finances 
from the consumers’ perspective

Task sheet page 1 – Explaining ‘everyday finances’ 

Imagine you met an alien from another planet who had no idea how things work on earth.  How would you explain ‘everyday finances’ to them? 
Think about:
• How you would describe this in your own language
• What sorts of financial activities does this include
• What this enables you to do in your day-to-day life and why it is important to you

Task sheet page 2 - Possible financial activities  

• Paying in or receiving money from organisations/individuals (we will prompt them to think of family/friends/charities as well as more formal 
payers)

• Withdrawing money or paying people/organisations/for things (we will prompt them to think of family/friends/charities as well as more formal 
payees)

• Storing money
• Saving money
• Checking balances and budgeting
• Moving money between your accounts
• Contacting your financial provider to deal with a problem or make an enquiry

• Anything else?

Sort cards – Types of financial products and services

Blank cards for participants to write their own thoughts on and pre-written cards as follows:
[Payment methods]
Cash
Contactless debit card
Debit card with pin
Contactless credit or store card
Credit or store card with pin
One-off bank payment to another account (BACS)
Regular/automated bank payment to another account (Direct Debit or Standing Order)
Cheque
Pre-paid card (e.g. Oyster)
Being able to pay online (e.g. by debit or credit card or in another way)
Online payment system (e.g. PayPal)
Digital wallet (e.g. Apple Pay, Google Pay, Barclays Contactless mobile) 
Mobile payment system (e.g. Paym, pingit)

[Access channels]
Bank branches
ATMs
Telephone banking
Online banking
Mobile banking app
Post Office

[Products/facilities/services]
Current/transactional account
Savings account or ISA
Packaged account with additional benefits for a fee
Overdraft 
Credit card
Short-term loan
Insurance
Mortgage
Money management tools
Customer service 
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Understanding what consumers’ need from everyday banking and payment services – 
and whether these needs are currently being met

Flipchart template

What’s important for you to receive/access/
store/pay out/manage your money

What you expect this to be like How well does it do on this

Sort cards – Qualities that consumers may value in financial services

• Secure
• Private
• Easy to access
• Easy to use
• Fast
• Reliable
• Convenient
• Flexible 
• Personalised

Understanding how and why particular consumers engage with everyday banking and payment services

Handout - How digital wallets and mobile payment systems work 

• Digital wallets securely store debit/credit cards on a mobile device enabling payment using this device. This can be used for contactless, in-app 
or online payments and usually requires validation (e.g. fingerprint)

– e.g. Apple Pay, Google Pay, Samsung Pay, Barclays Contactless Mobile
• Mobile payment systems enable money to be sent to registered users using just their mobile number

– e.g. Paym, Pingit 
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3.4 Strand 1: Mainstream consumers: Interim task: Peer Interview

In the next session we are going to look at how your everyday finances might look different in the 
future. How, when and where you bank might be very different. Similarly, how, when and where 
you pay for things might have changed a lot too. 

Before the next session we’d like you to talk to someone you know (a friend, family member or co-
worker) who you think might store, manage, move, receive or use their money in different ways to you. 
For instance, if you use your card a lot, they might use more cash; if you rarely go to a bank branch, 
they might go there regularly; if they regularly use the latest payment technologies such as digital 
wallets and mobile payment systems you might not. The conversation should last around 20 minutes. 

We’ve put some questions we’d like you to ask in a table below. Please complete the column on the 
left for yourself before you talk with the person you’re interviewing. Complete the column on the 
right while (or just after) you’ve spoken with this person. We’ve included a short table at the end 
where we ask you to let us know who the person is in relation to you and how you know the person. 

After you’ve completed the table, please have a think about how you are similar and how you are 
different from the person you spoke to in terms of how you manage your everyday finances. We’ll 
discuss these reflections in the next session!

If you have any questions about this please contact [NAME] on [EMAIL ADDRESS / TELEPHONE 
NUMBER]

Task 

Complete this  
column first

Compete this column 
with the person your 

interviewing 

Question 
How would you 

answer?
How did the person you 

interview answer?

How do you tend to bank and pay for things now? For instance, do you tend to 
bank online through your mobile phone, or go to a branch? Do you pay for things using 
contactless, or do you tend to use chip and pin payments or cash? 

If it helps, please reflect on the sorts of things you recorded before the focus group 

Why do you bank the way you do? For instance, if you do online banking, why is that? If 
you go to a branch, why do you do that? 

– What do you like about the way you bank now?  
– What do you dislike about the way you bank now? 

Why do you pay for things the way you do? For instance, if you tend to only use cash, why 
is that? If you use a digital wallet, why is that? 

– What do you like about the way you pay for things now? 
– What do you dislike about the way you pay for things now?

What are the main things you need when receiving, storing, managing and using your 
money day-to-day? An example of a need might be to see how much available spending 
money you have, or to be able to send money over long distances quickly. 

How happy are you with the range of ways you can bank and pay for things? Do they 
meet your needs? Why? Why not?

Are there any improvements you would like to see made to the banking and payment 
services you use day to day? 

What is your relationship to this person (e.g. family member, friend, colleague)?

Before the next session, please reflect on what you have learnt from this person about other people’s needs from everyday financial services.
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3.5 Strand 1: Mainstream consumers: Deliberative workshop: Discussion Guide 

Overall objectives
• To build on learning on consumers’ needs from the exploratory stage and evaluate how well these are likely to be met by future provision
• To enable consumers to consider the future and aspects outside their own personal experience
• To focus on 2 of Which?’s key research objectives in detail:

– Objective 5 – Consumers’ views (e.g. perceived potential benefits and dis-benefits) of anticipated changes in the provision of EDF and how they 
feel these changes will impact their lives 

– Objective 6 – What provision, advice, guidance or other support should be offered to consumers in order that access to perceived benefits is 
supported and dis-benefits are mitigated 

Note to facilitators
• This workshop is not intended to focus on scams, digital security, digital infrastructure or support to make good investments. If/when people 

bring these issues up please park them on the ‘burning issues’ board and move on to the focus which is the future of everyday finance in general 
and how they feel about it.

Section focus Discussion flow

INTRODUCTION  
(in plenary – 
10:10–10:15)

[Participants will have been divided across 3 tables, each with a heterogeneous composition – mixed gender, age, SEG]
• Introduction from lead facilitator:

– Project objectives very briefly (slide 2) and that project being undertaken by W?, the consumers’ association, which is a charity 
and undertaking this for charitable purposes, supported by Collaborate Research

– Focus of the workshop: New things that are already happening and what might change further in the future regarding how 
people store, access, manage and use money

– Information on the day:
> How workshop will run (presentations and information to consider, table discussions and feeding back) 
> Intro to the workbooks (what they are, how we will use them and a reminder that we will collect them at the end of the 

day) 
> Ground rules (not a test, respect differences, one at a time, mix of views)
> Housekeeping (fire procedures, toilets, breaks)
> Introduction of research team, observers (and film crew in Glasgow)
> Running order (Slide 3)

RECAP & 
BENCHMARKING 
NEEDS (at tables 
– 10:15–10:40)

• Participant introductions: Name, brief background (age, occupation, who live with) and what stood out so far from this 
research?

• Facilitator preamble: The previous event looked at your needs, the homework task asked you to consider other people’s 
needs and this event will look at whether you feel future changes will meet people’s needs. We are now going to build a 
shortlist of needs – taking into account your own priorities and that of others – which we’ll refer back to across today. 

• Flipchart exercise – facilitator to write up 3 columns with headings ‘important to you’, ‘important to person you spoke to’, 
‘important for others/vulnerable consumers’

• What did the homework task reveal about your own needs with regards to everyday finances?  What is most important to you 
overall? Probe on:

– Person-based needs (e.g. things to do with their lifestyle, habits, attitudes and preferences)
– Provision-based needs including: tools, services qualitative attributes
– Information/guidance/support needs
– Facilitator to populate column 1 on flipchart

• Who else did you speak to in the homework task?  What were the main differences in their needs from your own? Probe fully 
as above

– Facilitator to populate column 2 on flipchart
• Now consider others/vulnerable consumers (from p4 of workbook).  What specific needs might they have from everyday 

finance? 
– Facilitator to populate column 3 on flipchart
– PROBE SPECIFICALLY ON THE NEEDS OF PEOPLE WHO MAY BE MORE RELIANT ON CASH 

• As a table, agree shortlist of up to 10 priority needs:
– Representing both their own perspective and that of others
– Representing both provision-related (products and services) and support-related needs (information, advice, guidance 

etc.)
– Aim to represent a range of tools, attributes and services

• Facilitator to stick this on the wall to refer back to and tell participants to keep these needs in mind as we go through the 
day

PART 1: 
PLENARY 
PRESENTATION 
(10:40–10:45)

• Purpose is to help people understand change is always happening and pace of change has picked up incrementally in the 
past few years

• Inform participants they can make notes on p7 in their workbooks
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Section focus Discussion flow

PART 1:  
DISCUSSION
(10:45–11:15)

• How feel about the information provided, particularly focusing on the most recent changes in yellow part of timeline? (refer 
to p6 of workbook)
– Any questions/areas of uncertainty? 

> Probe: What stands out overall that is new and what had you heard about before? 
> Probe if relevant: Understanding of open banking (see definition in workbook glossary p37)

– How does this make you feel? Particular likes or dislikes/worries?
> Probe: Extent to which worries are linked to capability (e.g. financial, technological, confidence, pace of change), 

motivation (e.g. familiarity, inertia), opportunity (e.g. perceived lack of differentiation, doesn’t meet needs)
– To what extent do these developments meet the needs you outlined previously?

> Probe: To what extent do you feel that developments have been driven by meeting consumer needs/improving 
consumer experience vs. other factors (e.g. providers driven by commercial considerations)?

• Ask participants to fill out page 8 of the workbook and then discuss as a group:  What do you think and feel about the future 
of banking and payments:
– What might be good about it? What might be bad about it?
– What hopes do you have? What fears do you have?
– What/who will drive the direction of future changes? (i.e. consumer v suppliers/vendors)

PART 2(a): 
PLENARY 
PRESENTATION 
(11:30-11:45)

• Present content on how banking and payments may be different
• Remind participants they can make notes in their workbook if they like
• Take questions/comments from the floor
• Ask participants to complete p11 in their workbooks
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Section focus Discussion flow

PART 2(a): 
DISCUSSION  
(at tables – 
11:45–12:25)

Initial reactions
• Any questions/areas of uncertainty?
• What stands out overall?
• How feel about the possible future outlined? Particular likes or dislikes/worries?

– Probe: Extent to which worries are linked to capability (e.g. financial, technological, confidence), motivation (e.g. familiarity, 
inertia), opportunity (e.g. perceived lack of differentiation, doesn’t meet needs)

• Does this world feel like you could easily adapt to it, and it fits in with your habits or would this world be habit breaking and 
present a big shift?

Payments changes
• Facilitator to ask for a show of hands:  People who use cash a lot/cash is important to them
• How feel overall about less access to cash (e.g. fewer free ATMs) and fewer vendors taking cash (as it becomes a less 

common method of payment and costs of dealing in cash rise)?
– What kind of a difference (if any) do you think this will make to you?
– How about other consumers we have considered?
– How far should this go? What are the limits/red lines for you?
– What do you think the outcomes of these changes would be for society?

• Facilitator to read out: “What if all vendors were able to accept card payments via their mobile phones, even market traders 
and window cleaners etc.?” 
– Would it address any concerns you have/raise new concerns?
– What else do you think might be needed?

• Facilitator to read out: “What if, in place of ATMs, cash can be accessed via cashback at most stores or free from post offices?”
– Would it address any concerns you have/raise new concerns?
– What else do you think might be needed?

• Probe all: – Have you got any views on the impact of these changes on anonymity of payments?
 – Have you got any views on having a universal form of payment which everyone can use?

• Overall, how far should this change go? What are the limits/red lines for you with regard to reduction in usage and availability of cash? 

Banking and AI
• Facilitator to ask for a show of hands:  People who rely on their bank branches or talking to a person from the bank (e.g. via 

telephone banking)
• How feel overall about less access to f2f support and more reliance on digital/online services? Any particular likes or dislikes/worries? 
• Facilitator to read out about AI: “Increasingly, banks are working with technology providers to develop computer programs 

which can replicate common personal interactions. Chatbots are an example of this. However, increasingly sophisticated 
artificial intelligence is being developed which may mean interactions with computer programs are harder to distinguish from 
person to person conversations and may mean programs are able to make decisions and take actions on behalf of consumers”.
– What kind of a difference (if any) do you think this will make to you?
– How about other consumers we have considered?
– How far should this go? What are the limits/red lines for you?
– What do you think the outcomes of these changes would be for society?

• Overall, how far should this change go? What are the limits/red lines for you with regard to changes in f2f and person-to-
person banking services? 

• Facilitator to read out about smart ATMs: “In the video we saw some Smart ATMs - these would likely be put in places such 
as Post Offices to help people to do their banking in locations in their community and in places where traditional branch 
services may no longer be available”

– How would you feel about accessing banking services in this way? 
– How about other consumers we have considered? 
– How far should this go? What are the limits/red lines for you?

Outcomes and support needs
• Facilitator to ask participants to look at the potential outcomes on p12 of the workbook (and write notes as relevant). Then 

discuss reactions:
– Which stand out most?
– Do any make a difference to how you feel? 
– Probe on:  > How data is stored (less anonymity)

> How comfortable do people feel about being more reliant on tech / having less human support or non-digital 
alternatives (like the ability to visit a bank branch).

• Thinking about both yourselves and others, please fill out page 13 of the workbook about support needs with regards to this 
scenario
– In doing so remind participants to refer back to their initial list of needs
– Briefly discuss as a group the support participants think they and/or others might need 

PART 2(b): 
PLENARY 
PRESENTATION 
(12:25–12:35

• Present content on new types of banks and banking services
• Remind people they can make notes as we go along in their workbooks
• Ask participants to complete p15 in their workbooks
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Section focus Discussion flow

PART 2(b):  
DISCUSSION  
(at tables –  
12:35–13:00)

Initial reactions
• What stands out overall?
• How feel about the possible future outlined? Particular likes or dislikes/worries?

– Probe: Extent to which worries are linked to capability (e.g. financial, technological, confidence), motivation (e.g. 
familiarity, inertia), opportunity (e.g. perceived lack of differentiation, doesn’t meet needs)

• Does this world feel like you could easily adapt to it, and it fits in with your habits or would this world be habit breaking and 
present a big shift?

Integrated banking platforms and disaggregation 
• NOTE TO FACILITATOR: PLEASE TREAT THIS FIRST SECTION IN A RELATIVELY LIGHT TOUCH WAY; FOCUS ON THE NEED 

FOR PEOPLE TO CHOOSE AND SELECT DIFFERENT ASPECTS OF THEIR BANKING AND WHETHER ANY CONSUMERS WILL 
STRUGGLE WITH THIS  

• Facilitator to introduce ‘What this might mean part 1’ (p17 in workbooks) and read out:
“By 2030, we might see the way in which people bank looking very different. You might be able to use a single app to 
access and keep track of all of your financial products (e.g. current accounts, savings accounts, credit cards) in one 
place even if you get these from different providers. You might also be able to make payments to and from all your 
accounts via this app. This is different to just storing your card details as you might do now on an app as all of your 
financial data will connect directly to the app so you have a single access point.”

– Any questions/areas of uncertainty?
– How feel about this?  Particular likes or dislikes/worries?

> Probe: Views on credit, viewing multiple credit cards in one place alongside savings / current accounts.  
> Probe: Ability to choose between different types of product / services – overdraft facility, money management tool, 

current account etc. 
– What kind of a difference (if any) do you think this will make to you? 

> Probe: How relevant is it to you/how likely are you to take it up?
– How about other consumers we have considered?
– How far should this go? What are the limits/red lines for you?

• Facilitator to introduce ‘What this might mean part 2’ (p18 in workbooks) and read out: 
“The knock on effect of these changes may be that how some financial providers decide to run their businesses may change. 
For example, in 2019 most large high-street banks provided services and products which all consumers can access for free.”
“The exceptions to this tend to be quite niche or emerging” 
READ 2019 SECTION ON PAGE 
“By 2030 what is ‘standard’ might change. There might still be free basic bank accounts online, but banks may not offer 
all products or may only offer some services (e.g. face to face contact) for premium products. 
READ 2030 SECTION ON PAGE AND EMPHASISE: 

THAT YOU WILL SEE ADS 
THE BLUE BOX AT THE BOTTOM OF THE PAGE WHICH STATES: “IF YOU DO NOT ENGAGE WITH THE BANKING MARKET, 
SHOP AROUND FOR DIFFERENT PRODUCTS YOU MIGHT PAY MORE THAN PEOPLE WHO DO

– Views on shift to a premium or paid for banking model where if you do not want to pay you will not get access to certain 
products / services you now get as standard?
> How feel about this?  Particular likes or dislikes/worries?
> What kind of a difference (if any) do you think this will make to you? 
> How about other consumers we have considered?
        PROBE: People more dependent on cash 
> Overall, how far should this go? What are the limits/red lines for you?

Outcomes and support needs
• Ask participants to look at the potential outcomes on page 19 of the workbook (and write notes as relevant).  Then discuss reactions:

– Which stand out most?
– Do any make a difference to how you feel?
– How likely do you think you would be under this scenario to compare the market and switch for a better deal? Why/why not?
– Probe on:  

> How they feel about people who shop around being potentially better off than those who don’t
> How they feel about potentially paying for some banking services that are currently free
> What they think would happen when things go wrong when dealing with multiple brands and how this would compare to now

• Thinking about both yourselves and others, please fill out page 20 of the workbook about support needs with regards to this scenario
– In doing so remind participants to refer back to their initial list of needs
– Briefly discuss as a group the support participants think they and/or others might need – particularly those who are more 

reliant on cash 
• Over lunch, please fill out the how do you feel on page 21 of your workbook

PART 2(c): 
PLENARY 
PRESENTATION
(13:45–13:55)

• Welcome people back after lunch
– Wake up shake up activity - people organise yourself from extremely positive to extremely negative along one side of the 

room 
• Present content on personalization – flag that this is in the context of banks taking on new business models where more 

people will need to pay for their banking 
• Remind people they can make notes in their workbooks
• Ask participants to complete page 23 in their workbooks
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Section focus Discussion flow

PART 2(c): 
DISCUSSION  
(at tables –  
13:55–14:25)

Initial reactions
• Any questions/areas of uncertainty?
• What stands out overall?
• How feel about the possible future outlined? Particular likes or dislikes/worries?

– Probe: Extent to which worries are linked to capability (e.g. financial, technological, confidence), motivation (e.g. 
familiarity, inertia), opportunity (e.g. perceived lack of differentiation, doesn’t meet needs)

• Does this world feel like you could easily adapt to it, and it fits in with your habits or would this world be habit breaking and 
present a big shift?

Specific aspects
• FACILITATOR TO EXPLAIN: We are now going to look at four different future scenarios about how you might be able to choose 

to bank in the future. As we discussed in the last section, banks’ business models might have changed. As we go through 
keep in the back of your mind that in order to get ‘free’ banking, you might need to opt in to some of these services. If you 
don’t want to opt in, that’s fine but you will then need to pay for your banking services. 

• Ask participants to turn to pages 24 and 25 in their workbook  - gauge reactions to each of 4 scenarios:
– Any questions/areas of uncertainty?
– How feel about this?  Particular likes or dislikes/worries?

> Probe: Any concerns about data sharing across different providers?
– What kind of a difference (if any) do you think this will make to you? 
– How about other consumers we have considered?
– How far should this go? What are the limits/red lines for you?

Probes for specific scenarios: 
1. Direct relationship between your bank and your shops:

a. Moderator to explain: the banks and the brands would be able to analyse your spending alongside other people’s data to 
make business decisions. This will enable them to make more money, and provide you with ‘free’ banking 

2. Banks using data to provide targeted offers 
a. Moderator to explain: The bank may charge brands a fee to send you ads on their behalf. This fee means you do not pay 

for your banking but that you do get ads. 
3. Automated personal banking support 

a. Moderator to explain: This may be an ‘added value’ services you have to pay for 
4. Using your data to get personalized deals 

a. Moderator to explain: The best deals may only be available to people who share their data. People who are not digitally 
savvy, don’t opt in or who are reliant on cash may therefore not be able to get these deals

Outcomes and support needs
• Ask participants to look at the potential outcomes on p26 of the workbook (and write notes as relevant).  Then discuss 

reactions:
– Which stand out most?
– Do any make a difference to how they feel?
– Can you think of other potential benefits or downsides?
– Probe on: 

> Not getting as good a deal if you share - MODERATOR TO PROVIDE FOLLOWING EXAMPLE: “For instance, at the 
moment if you are applying for a loan your provider will look at your credit history,  which looks at things like if you’ve 
had a debt in the past. In the future you might be able to share your spending data. It will then make a decision based 
on your current or more recent spending behaviour. Some people may therefore be able to access credit they are not 
currently able to; Others may be turned down for credit.”  

> It being more difficult to compare between providers yourself, as the deals are so tailored 
• Thinking about people who might need more support or protections, please fill out p27 of the workbook about support needs 

with regards to this scenario
– In doing so remind participants to refer back to their initial list of needs

• Briefly discuss as a group the support participants think they and/or others might need

SUMMING UP 
AND PREPARING 
FEEDBACK  
(at tables,  
14:25–14:35)

Overall thoughts and feelings about all future scenarios presented 
• Facilitator to remind participants of the three future themes discussed throughout the day
• How do you feel about all of these banking and financial services changes? Ask participants to fill out page 28 of the 

workbook and then discuss
Prepare summary feedback 
• Prepare summary feedback on a flipchart: 5 plus points and 5 worries about the possible future scenarios considered

FEEDBACK 
FROM TABLES  
(in plenary,  
14:35–14:40)

• Each table to present their summary feedback 
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Section focus Discussion flow

REFLECTING 
ON PREVIOUS 
SESSIONS  
(at tables,  
14:50–15:05)

• Ask participants to turn to p30 in their workbook: Colour in the thermometer to show how favourable or unfavourable you 
feel about the future overall and then discuss responses:
– How do you feel about the future overall? Why?
– Have there been any changes in your views as the day progressed? What and why?

• Refer to consumer needs summary developed earlier:
– Are consumer needs/expectations likely to be any different in the future (e.g. influenced by market developments)? How?

> Update list of consumer needs to reflect this

DEVELOPING 
CONSUMER 
BASED 
PRINCIPLES  
(at tables,  
15:05–15:35)

• Refer back to the list of consumers’ needs which have now been updated
• Discuss as a table what participants as consumers would like to tell providers, government and W? about what they want and 

don’t want (dos and don’ts) from future of everyday finances
– Core provision – the options available to consumers to, store, manage, access and use their money in order to meet their needs
– Information, guidance, other support - to enable them and others use/benefit from what is on offer and ensure no one is 

left behind
– How they want government, financial services providers and others to behave and what they want them to think about 

when developing new services
• Facilitator to break group into pairs (of people with different behaviour/priorities if appropriate): Pairs to agree “ten 

commandments” for organisations who are developing new everyday finance service and write these up on page 31 of the 
workbooks
– Instruct participants to think specifically about ensuring that new products/services/innovation is grounded in consumers’ 

needs
– Remind participants to refer back to the needs prepared/updated earlier

• Pairs to report back on their 3 most important points
– Facilitator to probe participants to ensure feedback is specific and focused on needs

• Facilitator to write each pair’s 3 most important points on a flipchart and then agree 3 most important commandments for 
the table as a whole

FEEDBACK  
FROM TABLES  
(in plenary –  
15:35–15:45)

• Each table to present their summary feedback (3 most important commandments) 
• Comments from CR and W? and thanks/next steps

CLOSING AND 
POST-SESSION 
ADMIN  
(at tables – 
15:45–16:00)

• Participants to complete p32 in workbook – final advice for W?
• Signing sheets and respondent payments
• Participants to complete voting poster before they leave: Each participant given green and red dots – they put a green dot on 

anything they feel broadly positive about and a red dot on ideas they feel negative about, if neutral they don’t put a dot
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3.6 Strand 1: Mainstream consumers: Deliberative workshop: Workbook and slide deck  

3.6.1 Workbook
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3.6.1 Workbook
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3.7 Strand 2: Vulnerable consumers: Exploratory Discussion Guide 

Which? Everyday Finance
Discussion guide for exploratory depth interviews

Section/objective Discussion flow and tasks 

Introduction 
(5 mins)

Explanation of the research: 
• Independent research for Which?, the consumers’ association, in order to inform their policy and campaigning 

work on behalf of consumers
• The research topic is ‘everyday finances’ (how people receive, store, manage and use money day-to-day)
• Not a test, just interested in opinions and experiences
• Audio recording but all responses confidential/anonymised
Participant introduction:
• First name, age, whether working and current/former occupation, who live with
Understanding life situation and vulnerability:
• How would you describe your life at the moment?  What are the good aspects or things you enjoy? What are the 

main challenges or things you would most like to change?
• I understand that you… [refer to type/s of vulnerability from screening questionnaire]. Please could you tell me 

more about this and how it affects your life and your financial situation?

Understanding consumer 
behaviour and what 
constitutes ‘everyday’ 
finances from the  
consumer perspective
(25 mins)

1. I’d like you to start by filling out the first page of the questionnaire (questions on payment behaviour) or we can 
do it together if you prefer. Participant fills out questionnaire and then discuss responses: 

a. What are your most common types of payments?
b. What payment methods do you tend to use / not use and why?
c. Do you use different payment methods for different purposes?
d. How many payment methods do you have access to and could use if you needed/wanted to?

2. Now could you fill out page 2 of the questionnaire (questions on banking behaviour) or we can do it together if 
you prefer. Participant fills out questionnaire and then discuss responses: 

a. What are your most common banking activities?
 b. What banking methods do you tend to use / not use and why?
c. Do you use different banking methods for different purposes?
d. What role does automated payments play, if at all (e.g. convenience, to ensure payments not forgotten,  

to access cheaper rates, no choice)? Have you had any issues/problems with this?  If not used for outgoing 
payments, why not (e.g. want more control of what/when money goes out of account)?  

e. What role does credit play, if at all (e.g. income smoothing, debt management, budgeting problems,  
big purchase, to improve credit rating etc.?

3. How do you feel about the methods you use to receive, store, manage and use money?  
a. Provide one word or emoji that sums up your feelings and explain this
b. How conscious or unconscious do you tend to be about the methods you use?  Under what circumstances 

do you become more conscious about the methods you use?
c. Do you recall experiencing any issues or problems with any methods you use?  What happened?  

What impact did this have on you?  How did it make you feel? Probe fully

4. Overall, how would you describe ‘everyday finances’ in your own words e.g. if you had to explain this to 
someone from another planet who had no idea? How you would describe this in your own language Probe:

a. What sorts of financial activities does this include?
b. What does this enable you to do in your day-to-day life?
c. How and why is this important to you? 

5. What needs to be in place to enable you to receive, store, manage and use your money? (or use words 
participant used to define ‘everyday finances’ above)?

 a. Please think broadly as possible e.g. about different ways of paying for things, different ways of accessing 
your bank account, different features of bank accounts as well as other things like customer service etc.? 

 b. Overall what is most important? And what is less important and you could you live without? What makes 
it more/less important?  

c. Moderator to write participant’s unprompted suggestions on blank cards first and then introduce other 
possibilities on pre-written sort cards (attached)
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Section/objective Discussion flow and tasks 

Understanding what 
consumers’ need from 
everyday banking and 
payment services –  
and whether these needs 
are currently being met 
(20 mins)

6. Moderator to focus on EDF priorities identified above: What do you expect from each of these? In other words, 
what does it need to be like in order to meet your needs? Probe: Are there any particular qualities that it needs 
to have? 

a. Unprompted discussion first and then moderator to introduce attributes on pre-written cards (attached) 
and establish whether or not these are relevant

b. Moderator to map attributes mentioned by participant against each everyday finance product/service 
identified as being essential in the previous exercise (proposed template attached)

c. Probe for each attribute mentioned: What specifically does this mean to you e.g. what do you expect from 
this?

d. If more than one attribute is mentioned, which is most important overall?

7. Moderator to focus on participant’s EDF priorities and attributes mentioned above: How well does (EDF priority 1) 
do on (attribute 1)?  How close or far are they from this? Continue through priorities and attributes

a. Moderator to add a simple performance indicator (tick, question mark, cross) 
b. Probe: Do you have any specific examples of where this has been delivered well, badly or inconsistently?  

Do you have any examples of where this has gotten better or worse over time?
c. How do you assess this?  How easy is it for consumers to judge this?

8. Please now fill out page 3 of the questionnaire (agree/disagree statements and overall feelings) or we can do it 
together if you prefer. Participant fills out questionnaire and then discuss responses: 

a. Reasons why agree/disagree with the 4 statements
b. Has there been any time previously when you have wanted to use a different banking or payment method 

but were unable to (e.g. vendors did not accept cards/cash, technical problem with payment method, 
waiting times, lack of access nearby to branch or free ATM)? How did it make you feel? What impact did 
this have on you?

To understand how and  
why particular consumers 
engage with everyday  
banking and payment 
services 
(20 mins)

9. In your opinion, have everyday financial services changed much over the past 5-10 years or not? If yes: In what 
ways?  How do you feel about that?  Is it getting better or worse overall? What makes you say that?

10. Has the way you receive/store/manage/use money (or use the participant’s own definition of EDF) changed 
compared to say 5 years ago? Prompt to think about:

a. Different payment methods
b. Different access channels
c. Choosing new products/services/tools from your current provider
d. Switching providers 

11. If have made changes: What has led to this? Do you feel it was your choice to change/it was in your interests to 
do so or do you feel you were forced into this (e.g. by suppliers/industry)? How do you feel about this? 

a. Probe fully exploring extent to which changes are demand or supply led (push or pull)

12. If haven’t made changes:  Are there particular reasons you haven’t done this or is it just something you don’t 
tend to think of?  

a. Probe fully, exploring extent to which lack of change is due to capability (e.g. financial, technological, 
confidence), motivation (e.g. familiarity, inertia), opportunity (e.g. perceived lack of market 
differentiation, doesn’t meet needs)

b. Would you consider making any changes in the future? What and why?

Engagement with current provider and market 

13. How long have you been with your current main bank (the one you have your current account with)?  How do 
you feel about them? Probe:

a. How much do you trust them to get the basics right (e.g. keep your money safe)?   How much do you trust 
them to act in your interests?

b. Do you feel a sense of connection or loyalty to them? What leads you to feel loyalty – is it your length of 
time with them/general familiarity or something specifically about them?

c. How confident would you be in comparing the market and switching providers if you chose to? What makes 
you feel confident?  What stops you feeling confident?

Engagement with digital technologies

14. Ask non-users of online banking or mobile banking applications: Would you consider using these in the future?  
d. Why? Under what circumstances? 
e. Why not? What specific concerns do you have about these methods?  
f. What reassurances would you need to have to feel confident using them?

15. Ask all: How familiar are you with the newer methods of paying that have emerged over the past few years  
(e.g. digital wallets and mobile payment systems)?  What is your understanding of how these work?

a. Unprompted first and then provide explanation on a handout

16. Ask non-users of digital wallets/mobile payment systems: Would you consider using these newer methods of 
paying? Probe: 

a. Which types? Which brands? Under what circumstances?
b. Why not? What specific concerns do you have about these methods? 
c. What reassurances would you need to have to feel confident using them?
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Section/objective Discussion flow and tasks 

Understanding what 
support consumers need 
or could be in place to 
give consumers fair and 
reasonable access to 
everyday financial services
(20 mins)

17. Overall, how satisfied are you with your own approach to everyday finances – i.e. how you receive/access/store/
pay out/manage your money (or use participants’ own definition)?  

a. What are you most happy with?
b. Is there anything you would like to do better?  What could help you to do this?
c. Are there any other changes you would like to make or new things you would like to try? What could help you to 

do this? 

18. Is there anything you would like financial service providers or others to do differently or better?  What? 
Unprompted first and then probe on:

a. Continuing to provide choices/flexibility in how consumers can access and use their everyday finances.  
Are there any gaps or areas where this is particularly needed (i.e. where people don’t have sufficient 
choice or their choices are being reduced)?

b. Providing information or guidance to help consumers make the most of their everyday finances. Are there 
any gaps or areas where this is particularly needed (i.e. where people aren’t currently getting the best out 
of their everyday finances)? 

c.Providing help when things go wrong with everyday finances.  What are the main things that could go 
wrong?  

d. Supporting certain types of consumers who have particular needs or forms of vulnerability.  Who needs 
this?  What is required? Who should provide it?

19. Looking to the future, what trends or developments do you expect to see in how people receive/store/access/
pay out/manage their money over the next few years?  How do you feel about this?  Probe:

a. Have you ever heard of the term Open Banking (unprompted only)?  If any familiarity: What does this mean 
to you? How do you feel about this?

20. Quick fire questions to conclude:  We’re going to talk about the future more in the workshop to come but how do 
you feel about the following scenarios which are already happening to some extent and may increase in the future?  

a. Ask for quick initial reaction: Thumbs up/thumbs sideways /thumbs down? 
b. What impact would you expect this to have on you?  
c. What impact would it have on others and who are likely to be most affected?
Scenarios:
– Less possibility to pay by cash (some vendors not taking cash)
– Less access to bank branches (branch closures, online only banks, branch alternatives such as post offices)
– More online banking and payments generally and need to be online/have email accounts
– Less access to free ATMs (free ATM closures)

21. Overall, what would you like to see happen and not happen with regards to everyday banking and payments in future?

22. Moderator to hand out interim task and explain next stages…

Depth interview questionnaire

Questions on your everyday payments

1. What sorts of things 
do you tend to pay for 
each week? Please tick 
all that apply

a. Travel (e.g. car or public transport)
b. Groceries bought in-store or online
c. Household bills
d. Children’s costs
e. Clothing
f. Personal care
g. Meals out (e.g. lunch/dinner)
h. Leisure and social activities
i. Giving or lending money to someone (e.g. charity donation, contribution to a gift collection etc.)
j. Other – WRITE IN

2. What methods do 
you tend to use to 
make these payments?  
Please tick all that 
apply

a. Cash
b. Cheque
c. Debit card
d. Credit card
e. Pre-paid card (e.g. Oyster, travel card)
f. Other – WRITE IN

3. Do you do any of 
the following when 
you make payments?  
Please tick all that 
apply

a. Touch your card or device on a card reader (contactless payments)
b. Insert your card into a card reader and enter a PIN (chip and pin payments)
c. Type in your long card number/CSV to make an online or in-app purchase
d. Authorise an online or in-app purchase from an account where your payment details have been stored (e.g. PayPal, 

eBay, Amazon, Apple Pay, G Pay)
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Questions on your everyday banking

4. What sorts of 
banking activities do 
you tend to do each 
week?

a. Checking your balance
b. Transferring money between your accounts
c. Paying in a cheque
d. Paying in or withdrawing cash
e. Transferring money to someone else’s account
f. Setting up a new regular payment or standing order
g. Making an enquiry
h. Other – WRITE IN

5. What methods do 
you tend to use to 
interact with your bank 
and make banking 
transactions?  Please 
tick all that apply

a. Visiting a branch
b. Using an ATM
c. Via online banking
d. Via telephone banking (e.g. you telephoned your bank)
e. Via a mobile banking app (e.g. you using a digital app on your phone to contact your bank)

6. Does your bank 
account have any 
regular Standing 
Orders or Direct Debits 
set up, either to receive 
money or to pay money 
out? If yes, what are 
these for? Please tick 
all that apply 

a. Receiving wages, pension or benefits
b. Paying rent or mortgage
c. Paying utilities (e.g. electricity, gas, water)
d. Paying for subscriptions such as Netflix, magazines
e. Other – WRITE IN

7. Do you use any 
sources of credit as 
part of your everyday 
finances?  If yes, what 
types of credit do you 
use?  Please tick all 
that apply

a. Credit card
b. Arranged overdraft
c. Unarranged overdraft
d. Bank or credit union loan
e. Payday loan
f. Borrowing from family or friends

Some final questions on your attitudes to everyday finances…

8. To what extent do you agree or disagree with the following statements:

Strongly 
agree

Agree
Neither 

agree nor 
disagree

Disagree
Strongly 
disagree 

a. Over the last week I have been able to pay how I wanted, when I wanted 

b. I think vendors should have to accept whatever payment method I prefer

c. I don’t trust the security of mobile payment systems that you can use on 
a phone/smart watch (e.g. Apple Pay or Google Pay)

d. I wouldn’t mind if the UK became ‘cashless’ and notes and coins didn’t 
exist as a payment method
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STIMULUS/TASKS
Understanding consumer behaviour and what constitutes ‘everyday’ finances from the consumers’ perspective

Task sheet page 1 – Explaining ‘everyday finances’ 
Imagine you met an alien from another planet who had no idea how things work on earth.  How would you explain ‘everyday finances’ to them? 
Think about:

• How you would describe this in your own language
• What sorts of financial activities does this include
• What this enables you to do in your day-to-day life and why it is important to you

Task sheet page 2 - Possible financial activities  
• Paying in or receiving money from organisations/individuals (we will prompt them to think of family/friends/charities as well as more formal payers)
• Withdrawing money or paying people/organisations/for things (we will prompt them to think of family/friends/charities as well as more formal payees)
• Storing money
• Saving money
• Checking balances and budgeting
• Moving money between your accounts
• Contacting your financial provider to deal with a problem or make an enquiry
• Anything else?

Sort cards – Types of financial products and services
Blank cards for participants to write their own thoughts on and pre-written cards as follows:
[Payment methods]

Cash
Contactless debit card
Debit card with pin
Contactless credit or store card
Credit or store card with pin
One-off bank payment to another account (BACS)
Regular/automated bank payment to another account (Direct Debit or Standing Order)
Cheque
Pre-paid card (e.g. Oyster)
Being able to pay online (e.g. by debit or credit card or in another way)
Online payment system (e.g. PayPal)
Digital wallet (e.g. Apple Pay, Google Pay, Barclays Contactless mobile) 
Mobile payment system (e.g. Paym, pingit)

[Access channels]
Bank branches
ATMs
Telephone banking
Online banking
Mobile banking app
Post Office

[Products/facilities/services]
Current/transactional account
Savings account or ISA
Packaged account with additional benefits for a fee
Overdraft 
Credit card
Short-term loan
Insurance
Mortgage
Money management tools
Customer service 
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Understanding what consumers’ need from everyday banking and payment services – and whether these needs 
are currently being met

Flipchart template

What’s important for you to receive/access/
store/pay out/manage your money

What you expect this to be like How well does it do on this

Sort cards – Qualities that consumers may value in financial services

• Secure
• Private
• Easy to access
• Easy to use
• Fast
• Reliable
• Convenient
• Flexible 
• Personalised

Understanding how and why particular consumers engage with everyday banking and payment services

Handout – How digital wallets and mobile payment systems work 

• Digital wallets securely store debit/credit cards on a mobile device enabling payment using this device. This can be used for contactless, in-app 
or online payments and usually requires validation (e.g. fingerprint)

– e.g. Apple Pay, Google Pay, Samsung Pay, Barclays Contactless Mobile
• Mobile payment systems enable money to be sent to registered users using just their mobile number

– e.g. Paym, Pingit 
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3.8 Strand 2: Vulnerable consumers: Deliberative Discussion Guide 

Which? EDF Deliberative Stage
Discussion guide for second stage depth interviews

Moderator notes:  
• We need to be flexible about which new content to show based on the respondent’s current behaviour and capacity (e.g. for those who are offline fo-

cus on changes to use/availability of cash and F2F banking services, and other supply-side changes e.g. more analysis of customers’ data enabling 
a more personalised service, changes to definition of standard banking services)

• We have a duty of care not to unduly alarm and reassure that changes are possibilities not definite

Section/objective Discussion flow and tasks 

Introduction
(5 mins)

Explanation of the research: 
• Independent research for Which?, the independent consumers’ association, in order to inform their policy and cam-

paigning work on behalf of consumers
• The research topic is ‘everyday finances’ (how people receive, store, manage and use money day-to-day)
• Focus of this interview: New things that are already happening and what might change further in the future regarding 

how people store, access, manage and use money
• Not a test, just interested in opinions and experiences
• Audio recording but all responses confidential/anonymized

Recap and 
benchmarking needs
(15 mins)

• Moderator to refer back to respondent’s main banking and payment methods from the previous interview/questionnaire
• Confirm how important cash and F2F banking services are to the respondent
• Confirm how much or little technology (e.g. digital banking and payments) features in their banking/payments 

behaviour currently and their access to/confidence in using the internet
• Reflecting back on the previous interview, what do you regard to be your main needs with regards to everyday 

banking and payments?  What is most important to you overall? Probe on:
• Person-based needs (e.g. things to do with your life situation, habits, attitudes and preferences)
• Provision-based needs (e.g. tools, services and attributes)
• Information/guidance/support need
• Moderator to write these up on a blank sheet of paper to refer back to later 

Changes in banking 
and payments markets 
so far 
(10 mins)

• Moderator to explain main changes that have taken place over the past 20 years (refer to slides 2–5 from stimulus deck)
• What struck you about this timeline?
• How does it make you feel about the pace of change in everyday banking and payments?
• To what extent do these developments meet the needs you outlined previously?
• What do you expect from the future of banking and payments? 
• How do you feel about this?  How do you expect it to affect you?
• Who/what will drive the direction of future changes (probe on consumers vs. suppliers, consumer interests vs. 

commercial interested)? 

NOTE TO MODERATOR
If at any point in the next part of the discussion the participant appears to be struggling to understand or see the 
relevance of the ideas presented because they are not online or do not have a smart phone, please refer to the 
optional section at the end of the guide
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Section/objective Discussion flow and tasks 

The future –  
(a) How banking  
and payments  
might be different  
(15 mins)

• Moderator to explain changes which lead W? to expect a trend towards less access to/use of cash and less use of 
F2F banking services (refer to slides 6 and 9 from stimulus deck)  

– Any questions/areas of uncertainty?
– What stands out overall?
– How feel about the possible future outlined? Particular likes or dislikes/worries?

• Moderator to introduce potential mitigations:
– What if all vendors were able to accept card payments via their mobile phones, even market traders and 

window cleaners etc.?” 
> Would it address any concerns you have/raise new concerns?
> What else do you think might be needed?

 – “What if, in place of ATMs, cash can be accessed via cashback at most stores or free from post offices?”
> Would it address any concerns you have/raise new concerns?
> What else do you think might be needed?

• Moderator to introduce banking and AI (refer to slide 10): “Increasingly, banks are working with technology providers 
to develop computer programmes which can replicate common personal interactions. Chatbots are an example 
of this. However, increasingly sophisticated artificial intelligence is being developed which may mean interactions 
with computer programs are harder to distinguish from person to person conversations and may mean programs 
are able to make decisions and take actions on behalf of consumers.”

– What kind of a difference (if any) do you think this will make to you?
• Overall responses to this future:

– Does this feel like something you could easily adapt to and that fits with your habits or would it be habit 
breaking and present a big shift

– What steps might you take to deal with changes if they occurred (look out for/probe mentions of getting family 
to help, sharing bank details with others, etc.)?

– How far should these changes go? What are the limits/red lines for you with regards to:
> Reduction in usage and availability of cash? 
> Reduction in f2f and person-to-person banking services? 

The future –  
(b) New types of banks 
and banking services  
(15 mins)

• Moderator to explain new banks and banking services (refer to slides 11–13)
– Any questions/areas of uncertainty?
– What stands out overall?
– How feel about the possible future outlined? Particular likes or dislikes/worries?  

• Moderator to explain what this might mean part 1 (refer to slide 14)
– Any questions/areas of uncertainty?
– How feel about this?  Particular likes or dislikes/worries?

> Probe: Views on credit, viewing multiple credit cards in one place alongside savings / current accounts 
> Probe: Any concerns about data sharing across providers and any risks seen with having a single access 

point to all financial accounts/info?
– Can you imagine yourself using this? What kind of a difference (if any) do you think this will make to you? 

> Probe: What would the impact be for you if you had to pay to access face-to-face banking services?
• Moderator to explain what this might mean part 2 (refer to slide 15)

– Any questions/areas of uncertainty?
– How feel about this?  Particular likes or dislikes/worries?
– What kind of a difference (if any) do you think this will make to you? 

• Overall response to this future:
– Does this feel like something you could easily adapt to, and that fits with your habits or would this be habit 

breaking and present a big shift? 
– What steps might you take to deal with changes if they occurred (look out for/probe mentions of getting family 

to help, sharing bank details with others, etc.)?
– How far should these changes go? What are the limits/red lines for you with regards to:

> New brands providing financial services
> Customers holding different financial products with different brands
> Having all of these products in one place (requiring data sharing)
> A change in definition of what are ‘standard’ (free) banking services
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Section/objective Discussion flow and tasks 

The future (c) – 
Personalised goods 
and services  
(15 mins)

• Moderator to explain how data analysis and sharing currently works e.g. by the one provider looking at 
transactions/with no sharing as well as with sharing of data between different providers enabled under Open 
Banking (refer to slides 16–18

– Any questions/areas of uncertainty?
– What stands out overall?
– How feel about the possible future outlined? Particular likes or dislikes/worries?  

• Moderator to explain potential scenarios – automated personal banking support, direct relationship between your 
bank and your shops, banks using data to provide personalised offers and services (slides 19–22).  For each, ask:

– Any questions/areas of uncertainty?
– What stands out overall?
– How feel about the possible future outlined? Particular likes or dislikes/worries?  

• Overall response to this future:
• Does this feel like something you could easily adapt to, and that fits with your habits or would this be habit breaking 

and present a big shift? 
– What steps might you take to deal with changes if they occurred (look out for/probe mentions of getting family 

to help, sharing bank details with others, etc.)?
• How far should these changes go? What are the limits/red lines for you with regards to:

– Analysis of customers’ data by their bank to offer automated personal support e.g. transferring money, offering 
short-term credit, offering a protected account

– Data sharing between your bank and shops you use to enable loyalty benefits to be automatically built up
– Data sharing between your bank and other organisations to enable provision of personalised services  

e.g. recommendations on how to save, auto switching to access better deals
– Bank using customers’ data to provide targeted offers unless they pay to opt out 

OPTIONAL SECTION 
FOR PEOPLE WHO ARE 
NOT ONLINE AND/OR 
DON’T HAVE SMART 
PHONES

• Do any of the new ideas/products/services you have seen make you feel like you would like to go online or get a 
smart phone so that you can use them?

– Probe: Which ones and what benefit do you think these would have?
• How do you feel about technology already in place for payments now?  Probe on awareness of/attitudes to/usage of:

– Digital payments required on public transport
– Parking meters that require payment on an app
– Shops that don’t take cash

• What support might you need to get online and/or using a smart phone?
– Note and probe on any mentions of financial support to buy tech, help to understand how to use the internet, 

any adaptive tech that might be needed if disabled etc.
• Who would you like to provide that support?

– Probe for family/friends/carers/charities/library/bank staff etc.
• If they answer no to all of the above, ask: What is stopping you from wanting to use these services/go online/get a 

smart phone/stop using cash? Probe fully for the barriers/limitations they feel they have
• If banking and payments does change to become more card rather than cash and less face-to-face banking, what do 

you need to have in place so that you are still able to use banking and payments?
– Remind participant of the needs we discussed at the beginning of the discussion: What basic level of service 

do they think they need?
– What would the impact be to them if this wasn’t available?

• Then go to summing up section

Summing up and next 
steps/final admin 
(10 mins)

• Overall, how favourable or unfavourable do you feel about these potential future scenarios? Probe fully
• To what extent does the future meet your needs (refer back to list of needs developed earlier)?
• What do you regard as being the key ‘dos and don’ts’ (10 commandments) that providers, government and others 

need to bear in mind to ensure:
– Any future changes are grounded in consumers’ needs?
– Innovation doesn’t leave anyone behind or cause some people to be disadvantaged?

• Moderator to write these up together with the respondent on another blank sheet of paper

Final admin and 
explanation of  
next steps

• Remind people that none of the scenarios we have discussed are things that are definitely happening in the very 
near future – they are just ideas about how banking may develop

• Give out help sheet with information for support and guidance around financial matters and explain they can 
contact these organisations for support if there is anything that has come up during the interview which they are 
concerned about

• Signing sheets and payment 
• Explain that some people may be invited to undertake a follow-up filmed interview 
• Ask respondent whether they are willing to take part of this and, if so, ask them to sign a recontact form
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Which?, 2 Marylebone Road,  
London NW1 4DF
Phone +44 (0)20 7770 7000
Fax +44 (0)20 7770 7600
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