Consumers
Matter Manifesto.

Three principles to get consumers a better deal
and create a stronger economy that works for everyone.

In the sectors that matter most to consumers a handful of big, established players
have a stranglehold on their market. They are taking customers for granted,
pushing up bills, trapping them on poor deals, bamboozling them with jargon and
making it almost impossible to switch.
It’s time for change, and for consumers, not businesses, to be put at the centre
of the markets that people rely on the most. Once consumers are empowered to
vote with their feet, complacent businesses will need to up their game and become
fit for competition. If businesses are forced to learn these lessons at
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home they will become more dynamic and better able to compete on a global
platform. Ultimately that will mean a stronger UK economy that works for everyone.
TSB was created to bring more competition to UK banking and ultimately make
banking better for all UK consumers. But the problems consumers face in
banking can be found in the markets that people rely on the most. That is why we
are setting out three principles to get consumers a better deal and make markets
fit for competition. Only when consumer markets can stand up to these tests, will
the UK benefit from a stronger economy that works for everyone.

Ensure consumers know what they are getting.
It doesn’t matter which market we are talking about, consumers must be given the tools to understand
how much they are paying for services.
Without transparency consumers end up being locked into the wrong products at the wrong price.
At the same time, they have no idea if a better deal is available somewhere else. We have seen this very
clearly in banking which must be the only industry that doesn’t send customers a bill each month.
That is why we are calling for all financial services providers to come clean on hidden product features
and to give customers a standardised regular bill to let them know how much they are really paying for
their “free” bank accounts.
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Let consumers shop around freely.
Consumers must also be able to shop around freely so they can compare different products and get the
best deals. If markets come clean with consumers on product features and prices, those consumers also
need to be able to compare products from different providers simply – and without penalty – so they can
work out which is the best deal for them.
We were amazed when we discovered that in the loans industry many people are actually punished for
shopping around. Shop around for a new car and you usually get a better deal. Shop around for a loan
to buy that car and the loans industry is likely to penalise you by conducting a hard credit check which
leaves a mark on your credit history.
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These practices mean some consumers’ credit ratings are being hit and they are paying extra in interest,
adding as much as £400 million a year to the cost of borrowing for those who are successful. This is a
rip-off that must end.

Enable consumers to vote with their feet and move easily.
Consumers need to be able to vote with their feet and switch providers easily. If someone has found
a better deal with another provider, then it is only right that they should be able to switch easily.
Despite innovations like the Current Account Switching Service, many overdraft customers are effectively
locked into their current bank. That is why we have called for a Credit Passport so these customers can
be assured they can take their overdraft with them when they switch banks.
In those markets where there is no switching service, the industry must come together to find ways to free
customers who feel trapped by their current provider.

For further information about TSB and our work to drive competition and better customer outcomes in
banking and the industries consumers value the most, please contact Liz Lynch, Head of Public Affairs,
at liz.lynch@tsb.co.uk.

For more information about
TSB Bank plc, please visit
www.tsb.co.uk.

