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SUMMARY
We completed a study for the
FCA to explore consumer use,
experience and understanding
of overdrafts.
These insights were used to
inform new policy in the way
banks can charge for overdrafts.
The changes will result in a
fairer distribution of charges,
particularly benefitting
vulnerable consumers, who
were disproportionately hit by
high unarranged overdraft
charges.

THE CLIENT

THE CHALLENGE

The Financial
Conduct Authority is
a financial regulatory
body in the United
Kingdom and works
to ensure financial
markets work well so
that consumers get a
fair deal.

Work carried out by the FCA under its High-Cost Credit
Review identified a number of priorities and concerns
around overdrafts.
This included issues around consumers’ long-term use
of arranged overdrafts, and experiences relating to
unarranged overdrafts and the costs incurred.
Atticus were commissioned to carry out a programme of
qualitative research to explore consumer use,
experience and understanding of overdrafts, and the
potential detriment to consumers in the way they
interpreted the charges for using overdrafts, or the way
these were presented.
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THE SAMPLE

Multiple stages of the research were carried out over 18
months, comprising a cross-section of consumers from across
the UK.
The sample was carefully designed to ensure a representative
mix of financial confidence and capability, and a range of
types of overdraft use.

THE APPROACH

The multi-strand approach included individual depth interviews and focus group discussions.
As a part of this research, we pre-tasked participants to share a selfie video talking about their
spontaneous awareness and understanding of overdrafts. This was often the first time participants
had reflected on their overdraft use, or even considered what overdrafts are for.
The ‘language leaks’ and the facial expressions that reveal how consumers really think and feel about overdrafts
enabled the client and stakeholders to understand the consumer context.
These short, reflective videos also provided a more natural and intuitive impression of how consumers perceive
overdrafts in context of their other financial products, and before the influence of the face to face research data
capture methods.
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THE RESULTS
Atticus are proud to have worked on this project, where the
insights from the research were used to reform financial
regulations in the way banks communicate about and charge
for overdrafts.
The changes will result in a fairer distribution of charges,
particularly benefitting vulnerable consumers, who were
disproportionately hit by high unarranged overdraft charges.
The new rules will come in to force on 6 April 2020.
The video element of this multi-strand approach was not
only useful to understand the early consumer context, but
proved invaluable as a tool to demonstrate the potential
detriment to consumers in the way they used and
interpreted the different overdraft charging structures.
The FCA used clips of our individual depth interviews as part
of their own press release around the proposed changes, to
enable firms and the media to experience this insight for
themselves.

LINKS
-

Atticus Overdraft Proposals Consumer Research
Report 2019

-

FCA Reform Policy Statement
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