
Let’s take a fresh 
approach to 
managing money

Sharing ideas from our  
Financial Capability Lab  
to help transform 12.7 million  
lives across the UK

The Financial Capability Lab partnership:



of the UK adult population are 
financially squeezed 

Mainly in 
mortgaged / rented 
accommodation

72% full-time /  
part-time 
employment

Some savings 
but not enough

Almost 1 in 4 adults in the UK are 
financially squeezed. We need new 
thinking that will help more people 
make the most of their money.

That’s why, in 2016, we set up the Financial 
Capability Lab. Since then, we’ve generated  
over 240 ideas to tackle some of the UK’s  
most common money management challenges. 
Each idea has been built on insights from 
behavioural science. 

This booklet is a snapshot of the Lab’s full report. 
It shares early stage evidence and some of our 
most promising ideas. We hope this is where  
you join us as a partner to develop and test the 
Lab work in the real world. 

Together, we can shape new services and 
products, with a fresh understanding of why  
and how financial decisions are made. 

25%
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244 ideas  
generated 

Many people on average incomes are financially squeezed, 
including working-age families. The Lab focuses on helping 
this often neglected segment. 

•  The Lab supports the UK’s Financial Capability Strategy 
(2015–2025), delivering a step-change in how people  
in the UK manage their money. 

•  The Lab is a key part of the Money Advice Service’s  
What Works Programme, enabling a range of partners  
to build a clear picture of the most effective ways  
to improve people’s financial capability.

The Lab at a glance  

Testing the Lab’s ideas 
The Lab used The Behavioural Insight Team’s (BIT’s) 
online experimentation platform Predictiv to understand 
financial behaviour and rapidly test ideas that can 
improve decision making. Predictiv does this by running 
randomised controlled trials (RCTs) with an online 
population of participants, drawn from a sample of over 
200,000 adults across the UK. Qualitative research (focus 
groups, workshops and interviews) was conducted by 
Ipsos MORI to help us explore ideas in depth. 

From challenges  
to solutions

The challenges Developing the solutions

Building 
savings

Getting 
help

Managing 
credit

Managing 
spending

Building 
savings

Challenge 1

Getting help
Challenge 2

Managing 
credit

Challenge 3

10,500 
Predictiv test 
participants 

Effective 
products  

and services  
at scale

90 experts  
involved

80 participants 
in focus groups, 

workshops  
and interviews 18 ideas 

tested 

Future 
pilots & 

trials
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7 in 10 
people face an unexpected  
bill each year

This is typically between £200 and £400,  
but can be much higher, such as £1,341  
for the average car repair bill. 

The challenge with many 
people’s money is that it’s 
mostly spent on the here 
and now.

Building savings

Source: The Money Advice Service (2016), ‘The Squeezed 
Segment – Ethnographic Research Report’

Source: The Money Advice Service (2016),  
‘Closing the savings gap’  

£580 
average savings  

1 in 4 Squeezed households  
have no savings at all. 

 

Let’s help people build 
up a savings buffer so 
they’re less vulnerable  
to financial shocks.
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Checkout savings

People buy groceries regularly and are often 
thinking about their finances when they shop. 
Being at the checkout, either online or in store, 
could be a timely opportunity to prompt people 
to build up their savings. As many people do  
a weekly food shop, there is also a chance  
to begin making saving a habit. 

Running a Predictiv test with 900 people  
916 participants, all financially squeezed,  
took part in the Lab’s online shopping  
simulation. In the test, we tried out different 
options to encourage them to put money  
into a savings account. 

Exploring three Checkout savings options 

1.  Buying a savings ‘token’ alongside groceries,  
with the amount automatically going into  
an interest-bearing savings account.

2.  Buying a savings ‘token’ alongside groceries,  
with the amount automatically going into  
a prize-linked savings account.

3.  Framing discounts already ‘earned’ on a shopping 
bill as an opportunity to save that amount.

The opportunity 
Partnering with supermarkets or other  
retailers on a pilot. Interested in this idea?  
Let’s talk so we can support you.  
And why stop at food shopping? This idea  
could work in other retail environments too.

test participants chose to put some  
money away as savings across all three  
Checkout options. 

Highlights: Building savings

9 out  
of 10
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Savings supporter

If individuals find it hard to set and stick to savings 
goals, could someone close help? International 
studies and BIT’s own work have shown peer 
support can be successful in wide-ranging areas, 
for example improving educational outcomes.  
So why not invite a trusted person to become  
a Savings supporter? 

Introducing the power of personal relationships 
We ran a workshop with 21 people who are 
financially squeezed in London. 12 participants 
then took part in a further exercise. They each 
spoke to a potential savings supporter and 
reported back on how they got on in interviews.

Participants were enthusiastic about the idea 
and told us they found it easy to ask their friends 
and family to help.

Cook & save app 

People look to be economical in the home.  
Is there an opportunity to piggyback on this  
habit? What about an app that helps people  
plan and cook tasty, low-cost family meals  
using good value ingredients? The savings  
made from planning ahead could then be  
put away for the future. 

Asking potential users  
To see if people were able to make savings 
this way, we asked three financially squeezed 
participants to try out the idea. We then 
interviewed them over several weeks. 

The app idea was received positively,  
with interviewed participants keen  
to use the tool. 

Highlights: Building savingsHighlights: Building savings

The opportunity 
Developing a pilot with a financial institution, 
consumer body, third-sector organisation or 
FinTech company. Using technology to support 
the relationship, such as a messaging platform 
or mobile app, are areas we’d like to explore. 

The opportunity 
Carrying out further testing and a market 
review, and developing an app prototype.  
With mobile banking ever-more popular,  
there are exciting possibilities we could  
explore with the right partners.
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Getting help

The challenge with 
improving personal 
finances is that most 
people don’t get the  
help they need. 

Let’s make money an 
everyday conversation, 
catching concerns before 
they become problems.

people miss out on free support 

Under half of us are aware of Government  
free guidance services. 

Source: The Money Advice Service (2017), ‘Right Place, Right Time –  
Helping people with their finances when they need it most’Source: Citizens’ Advice (2015), ‘The Four Advice Gaps’

of the financial events experienced 
by the squeezed and struggling last 
year did not involve seeking help.  

1 in 2 6 in 10 
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Highlights: Getting help

Right-on-time guidance 

Asking for help can carry a social stigma. 
Existing research might help us overcome  
this potential barrier. It suggests that timing 
can have a large impact on whether people 
change their behaviour. Rather than waiting  
for individuals to seek help, could it be offered 
as and when it’s needed, based on actual 
financial situations? 

Talking through this idea with people  
We held two discussion groups in London  
and Birmingham with financially squeezed 
people. Follow-up interviews with nine  
of the participants were conducted  
a week after the discussion groups.

Picking up on financial changes   
When salary payments are reduced or stop going 
into an account, could a bank point people to 
appropriate support? Similarly, signs of a salary 
increase or windfall could be a good time to 
direct individuals towards meeting longer-term 
financial goals. 

We know people can be more receptive  
to adopting new habits during significant  
life changes. 

The opportunity 
Partnering with financial institutions to explore 
a pilot. Interested in this idea? Let’s talk so 
financial guidance becomes proactive, being 
delivered when it’s most needed.
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Financial guidance first aider 

Imagine if every employee had the opportunity 
to meet privately with HR or a colleague, who is 
trained as a financial guidance first aider. Employees 
would be able to talk openly about their financial 
goals. Their financial guidance first aider would then 
provide information about appropriate sources of 
guidance. This idea could be particularly impactful  
if offered when people’s work circumstances change, 
such as getting a pay rise or promotion. 

Discussing this idea  
We held two discussion groups in London and 
Birmingham with financially squeezed people. 
Follow-up interviews with nine of the participants 
were conducted a week after the discussion groups.

Concerns about sharing personal information 
became much less of an issue when the financial 
guidance first aider was from HR.

Take guidance and win 

Lotteries can be a powerful and relatively  
low-cost driver of behaviour. Would people seek 
financial guidance if the incentive was entry  
to a special lottery? We’ve been exploring two  
key moments when getting financial guidance 
could significantly improve outcomes. 

1.  When people are approaching retirement age 
and deciding what to do with their pension pot. 

2.  When credit card payments have been missed, 
possibly indicating money problems. 

 Pulling together the existing evidence, the Lab  
has generated a pilot proposal, ready to discuss  
with potential partners.

There is robust evidence that lotteries can 
encourage positive behaviour change. 

Highlights: Getting help Highlights: Getting help

The opportunity 
Working with an employer to introduce  
a pilot scheme into their organisation.  
Get in touch if you’d like to know more. 

 

The opportunity 
Supporting a pension provider and a credit  
card company to run a randomised controlled 
trial of this idea for real customers. 
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Managing credit 

The challenges with credit  
are picking the best option, 
using it wisely and keeping  
an eye on repayments. 

 

Let’s help people take 
control of their credit,  
so it doesn’t take over 
their lives.  

Source: The Money Advice Service (2016), ‘The Squeezed 
Segment – Ethnographic Research Report’ 

Source: The Money Advice Service (2016), ‘The Squeezed 
Segment – Ethnographic Research Report’

1/2 1 in 4 
of the financially squeezed 
have a credit or store card  

6.4 million financially squeezed  
adults in the UK.

 

of the financially squeezed are 
vulnerable because of their credit  

3.2 million financially squeezed adults in  
the UK face excessive interest charges or problem 
debt as a result of making low repayments.
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Highlights: Managing creditHighlights: Managing credit

Offer blocker Repay and save  

We’re looking at two potential variants  
of a blocking service for credit offers. 

A simple service would block nuisance calls,  
text messages and unsolicited offers by post, 
phone and email. 

An additional service hands consumers further 
control. Individuals could notify all credit 
reference agencies at once that they did not want 
to be offered credit or certain types of credit. 

We know that employers can play an important role in 
improving financial capability. And that automatically 
escalating pension savings in line with pay rises can help 
people to save more for retirement. Could we combine 
these insights? 

How this idea could work 
•  Employers partner with a financial services firm, 

offering employees the chance to consolidate 
unsecured debts into a single, low-cost loan. 

•  Repayments are automatically deducted from  
salaries – increasing in line with work milestones,  
such as a promotion or pay rise, helping to pay  
off debt more quickly. 

•  Once the debt is settled, monthly payments are 
halved, giving people a reward for paying off their  
debt and extra cash in their pocket. And the remaining 
half would go straight into a savings account. 

What we’re exploring right now  
How people receive offers and react to them.  
This will inform how we can build an Offer 
blocker service that engages people  
and is easy to use. 

What we’re exploring  
We ran two discussion groups in London.  
We’re particularly interested in how people 
respond to this idea so we can make any 
changes needed to the design before taking 
a pilot into the field. 
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Let’s talk and work together 

The ideas here and our full research report 
are free resources, open to all. 

The Lab’s work is the first stage in helping 
people make the most of their money.  
The next step is working together with 
partners to test the ideas in the field. 

Significant change can never be achieved 
alone. Making impact in this pressing area 
requires new collaborations, within  
and beyond the traditional sectors. If your 
organisation is interested in a Lab idea,  
or would like to share its thinking, just get  
in touch. We’re here to do more than  
advise. We’ll support you as a partner. 

Contact 
David Haigh, Director of UK Financial Capability  
at Money Advice Service 
E: david.haigh@moneyadviceservice.org.uk

Elisabeth Costa, Director  
The Behavioural Insights Team 
E: elisabeth.costa@bi.team 

Behind our Lab  
With thanks to the large number  
of experts and organisations across  
the public, private and charitable  
sectors who have kindly contributed  
their time, knowledge and thinking. 
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The Money Advice Service  
120 Holborn, London, EC1N 2TD

The Behavioural Insights Team  
4 Matthew Parker Street, Westminster, 
London, SW1H 9NP

Ipsos MORI, Social Research Institute 
3 Thomas More Square,  
London, E1W 1YW


