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Argument I’ve had…

“70% of loans are now done online…. So…!!”

“Millennials don’t want to meet someone for an hour… just build the shop and 
let them do it themselves ”



Maybe the marketing director wasn’t so dumb

Awareness Interest Desire Action

I know it's 
something I 

should get to at 
some point

Tell me more 
about what you 
can do for me 

(I'm not prepared 
to share any 
information)

Ok,I'll give you my 
time and my 
information.  

Make a 
recommendation.

I want to buy

Behavioural economics & other factors: Tailwinds or Headwinds?



Awareness: More than right person

Right 
Person

Right 
Place

Right 
timeAsk about money



• Banks have natural advantage

• But… PSD2, Open Banking allowing Fintech creating new 
platforms

• FCA Sandbox

“One test is assessing a range of user information about their existing 
assets, presenting this information to the consumer in a consolidated 
dashboard, then giving them the ability to make a digital will, take out life 
insurance and insure their assets.” 

Awareness: Creating new platforms



• How much do I need?…. Contact your Financial Broker

• Product brochures over need

• Protection calculator = quote engine

• How much do you need for food, travel, entertainment…..

Interested?.. Prepare to be frustrated



Interested…taking lessons from other complicated fields



” Firms must not to seek to circumvent the suitability 
requirements of the Code by providing automated 
models of information or guidance to consumers, 
which would amount to the provision of advice in a 
face-to-face distribution model”

CBI Discussion paper: Consumer Protection Code and 
the Digitalisation of Financial Services

Desire: CBI concerns re consumers’ ability to self prescribe



Desire: How might safer, ”guided” advice be created?



Action: Don’t snatch defeat from the jaws of victory

Predictive underwriting

Screen sharing

Digital Signatures



Keep the journey going

Awareness

InterestDesire

Action



Finally..

Luddite or Fantasist?


