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Technology, however advanced and 
seamless, will not overcome the 

basic divides between the ‘haves’ and 
the ‘have-nots’. Vulnerable consumers 

will need even more guidance and 
support, including in how to best use 
new technology, when dealing with 
businesses. Brands and businesses 

will struggle to seem accessible and 
responsive to those who can’t afford, 

or can’t access, new higher quality 
services. This report provides a full 
examination of the findings on this 

key theme.
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All the future scenarios were 
predicated on the vast majority 

of the population having access to 
advanced technology (90+% smart 
phone penetration by 2025). But 
stakeholders in all workshops expressed 
concerns about the strong likelihood 
that we will continue to see polarisation 
between different groups in society.  
They were particularly concerned that 
many of the services available, including 
those created by new intermediaries, 
would not address the needs of the 
less affluent and educated segments. 
Technology, however advanced and 
seamless, will not overcome the basic 
divides between the ‘haves’ and the 
‘have-nots’ which has further deepened 
in the recent crisis. 

This was captured in the tendency to 
assign different scenarios to specific 
segments described above and raises 
the necessity for a committed and 
consistent focus on the needs of the less 
able, less advantaged consumer by all 
players in the future marketplace.  

Having invited representatives from 
Scope, Citizen’s Advice, MyBnk, Which? 
and the Fairbanking Foundation, 
amongst others, we were concerned to 
ensure this perspective was properly 
represented, but found in any event that 
the issue was raised frequently by others.

The more I reflect on 
everything discussed on the 
day, the more it feels that 
we should all be reminded 

to think about lower income 
demographics as well and 
how a service, may or may 
not differ although always 

needs to be inclusive. I 
was thinking it would be 

interesting to undertake a 
similar exercise with young 

people as well.

Louise Wilson,  
MyBnk

What it means for consumers 
Technology of itself does not confer  �
greater power and control unless 
it is specifically designed to do so.  
Vulnerable consumers will need 
support in how to use technology in 
dealing with businesses. 

The data of poorer consumers will –  �
at least on a individual, rather than 
collective basis – be of less interest and 
less value to businesses and is thus 
less likely to become a bargaining 
tool in individual transactions.

These groups will remain vulnerable  �
to the less scrupulous operators due 
to lack of knowledge and confidence 
exacerbated by mistrust and fear of 
remote ‘big’ institutions.

What it means for  
financial services

Financial service companies must  �
assess how they can demonstrate 
greater access and fairness to these 
groups, if only to fund third party 
support to the most disadvantaged. 
Lack of margin in servicing their 
needs means that higher quality new 
services are not likely to emerge for 
these groups without specific efforts. 

 A strategic programme of investment  �
and seed funding social enterprises in 
this area should be part of corporate 
social responsibility going forward. 

 Really understanding the challenges  �
at this end of the market will 
contribute ideas and routes to better 
product design for all customers 
– ensuring products work for older 
customers will be essential.

This further underlines the 
continuing importance of 

digital inclusion and digital 
participation with ‘assisted 

digital’ where needed.

Claire Milne, Chair, 
Consumer Forum for 

Communications. 
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What it means for 
intermediaries

‘Poverty-proofing’ all future  �
plans is an absolute necessity for 
any organisation that wants to 
demonstrate fairness and genuine 
equity. Opportunities exist for 
intermediaries with a social mission 
to fill the gaps providing they can 
find a sustainable business model.

The progressive removal of  �
government funding for support 
services is likely to leave poorer 
consumers even more isolated and 
even less empowered to complain, 
making it  all  the more important for 
existing third parties to consider their 
interests.

 The correct and fair allocation of  �
resources to publicly funded or public 
service bodies like the Ombudsman 
will become even more critical if 
there is a significant group on the 
outside of cost effective access to  
fair service and redress.

As technology facilitates 
ever more data there 
will be a need to have 

adequate triage to prevent 
issues which don’t justify 

the cost to the public 
purse of addressing them, 
swamping the significant 

issues that really matter to 
the public interest.

 Dr Christine Tomkins, CEO, 
The Medical Defence Union



This report is one part of a much wider 
project conducted by the Future Foundation 

for the Financial Ombudsman Service.

 For a full overview of all aspects of the 
Resolution 2025 project, please visit:  

www.resolution2025.com 
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