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2   |  Are financial communications working for customers? 

Boring Money has spent the last three 

years talking to cash savers and fund 

investors. We share some challenges for 

the industry and the regulator, as well as 

some ideas on what could make things 

better.  As ever, the challenge can be 

summarised as follows.

Do we want people to  
be perfectly wrong?  
Or approximately right?

3 in 5 investors (62%) 
have read a fund factsheet  
in the last 12 months

Only 9% 
of fund investors are happy with  
the communications they receive 

58% 
say they can’t recall the objectives  
of all the funds they hold

31% score  
6 or less out of 10 for confidence  
in selecting a fund

75% of investors 
use Best Buy lists
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Introduction

Retail investors are struggling to understand what 

they invest in and how much it costs. 

Disclosure documents have ballooned in size and 

are often ignored, unread or poorly understood.

Charges are neither well communicated nor 

consistently presented. Research has highlighted 

clarity of objectives as a fundamental component 

of value - and yet most don’t understand what 

fund factsheets are saying. Both potential and 

existing investors struggle to assess whether a 

particular fund is right for them from disclosure 

documents.

Customers buying funds on platforms are typically 

not reading the fund manager literature and 

buy journeys cannot easily support lengthy and 

multiple disclosure documents.

This white paper outlines:

   The key pieces of information investors seek 

when choosing or managing their investments

   The value and understanding of 

‘fundamental investor information’ for a 

fund or portfolio, including objectives, key 

facts, performance, fees/charges, investment 

detail, risk  

   Illustrative concepts for improving 

disclosure and  understanding

Research was conducted with 1,000 UK adults 

who currently invest in funds in September 2019. 

This was followed by an online panel with 15 

investors to test specific disclosure documents 

from investment providers. 

Holly Mackay
Sticky Note
No-one knows what we're talking about 

Holly Mackay
Sticky Note
para break 

Holly Mackay
Sticky Note
Move to a box at the bottom 

Holly Mackay
Sticky Note
ADDKIIDs are seldom read and often only in desperation by those who cannot identify what they will be charged. 

Holly Mackay
Sticky Note
..and today's buy journeys 

Holly Mackay
Sticky Note
some early thoughts and ideas on 

Holly Mackay
Sticky Note
space between 

Holly Mackay
Sticky Note
INSERTBoring Money is committed to working with the consumers and the industry to help make things better. The following pages table some facts and share some ideas. 

Holly Mackay
Sticky Note
remove 'all' 

Holly Mackay
Sticky Note
...of fund investors 
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Factsheets provide information that speaks to 

these requirements, but often not in a way that 

is useful to investors. For example, context is key 

to understanding whether a fund’s performance 

is good or bad, but many don’t understand the 

benchmarks given to help assess it. Similarly, 

people can easily find the percentage charge to 

invest in the fund, but what they want to know is 

what this means in £ terms.

39% of fund investors say they compare 
performance by looking at similar funds they 
own. 37% say their benchmark is cash.

Risk comes top for what investors want to 
know when looking to invest in a new fund –
43% say they want to know.

Investors look 
for 6 key pieces 
of information to 
evaluate a fund 

There are six pieces of information investors want 

to know to assess the suitability of a fund.

Benchmarks mean little to a retail audience. 

Fund selection information is different to 

fund monitoring information 

We asked investors to choose which 

things they most want to know from 

regular communications about their funds, 

and also the things they look for when 

choosing a fund upfront.

Performance came top for regular 

communications, with investors most 

wanting to know the short-term 

performance of funds they hold. Investors 

want to see performance net of all 

charges. And they also want to see this 

compared to a small universe of similar 

products, not a whole sector or a poorly 

understood benchmark. 

Risk and cost information were most 

important when it came to investing in a 

new fund.  Investors will typically want 

to know how much they might lose. And 

what they are going to pay. 

What 2 things could fund managers 
improve in their communications?

Investors could select from a list of 8 things.

20%
What the fund 

invests in 
e.g. sectors, 
countries, 
companie

16%
What the 
outlook of 
the fund is 
e.g. impact 
of political 

and economic 
affairs 

7%
Who is 

managing 
the fund and 
what is their 
experience  

0%
Other

Is this right for me?

1. Performance

2. Cost

3. Objectives

4. Risk

5. How it is invested

6. Trust/Service

34%
How much it 

costs

33%
Performance
compared to

peers

32%
Risk

24%
What is the

fund aiming to
achieve?
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   Jargon – Providers often take for granted 

investors’ level of understanding of 

industry terms. For most people they 

will be meaningless and add unnecessary 

complexity to what could be a useful 

document.

   Too many words – Factsheets can be 

text-heavy and hard to digest. Different 

types of investor want different things, but 

summary snapshots disclosure documents 

need to focus on the six key areas and then 

provide links to those wanting more detail.

   Hard to find information – The sheer 

amount of information given in factsheets 

can make it hard to identify the key aspects 

people want to know

   Missing information – Investors think 

there is key information missing from 

factsheets, or that it is given in the wrong 

way

“I read the document 
and wanted to cry!”

The four main barriers to understanding are:

“How many people read all the 
factsheets when they are so 
long. Can they not present the 
information in a better, more 
concise way?” [Female, 41-50]

“Far too verbose, repeated 
data, too many words.  I guess 
many people would never read 
it all. Perhaps that is the point.” 
[Male, 61-70]

“They are constantly 
underestimating the need for 
clarity. I have been investing 
for more than 20 years and the 
documents contain words or 
phrases which left me baffled.” 
[Male, 65-74]

“I read the document and wanted 
to cry! There is so much jargon 
and I understand very little of it.” 
[Female, 41-50]

“It doesn’t feel like a company I 
would want to invest in as they 
can’t even speak my language 
- plain English! It makes me feel 
I am being excluded.” [Female, 

41-50]

“The vast increase in information 
available now is very welcome 
but can also sometimes feel 
overwhelming.” [Male, 61-70]

“I think the information is 
reasonably clear, but the 
expectation is that the audience 
will go away and find out what 
some of the key terms means.” 
[Male, 18-34]

Number of fund 
investors who could 
comfortably explain the 
following terms:

34% = AMC
24% = OCF
6% = IA Sector
4% = ISIN
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What can be done? 

Existing documents are too long and not 

understood. The solution is not adding more 

words to this process. Static and paper pdfs do 

give investors the chance to make the information 

more relevant to them. 

Investment platforms and fund managers should 

supply a boxed ‘Fund Snapshot’ document 

or digital dashboard for investment services 

and funds. We have worked with investors to 

ascertain what they want to know. If investors 

were designing the initial headline information 

provided, here is what it would contain: 

   Performance means nothing in isolation – it 

should be shown against a relevant peer 

group and cash to enable comparison

   What would £1,000 invested 5 years ago be 

worth today net of all charges?

   What have been the main contributors to 

returns?

   Illustrate a single all-in fee in both % terms 

and £ terms

   How does the cost compare to similar funds?

   Risk needs to be shown not simply described 

using a 7-point scale – monthly drawdowns is 

a way of showing volatility which is typically 

understood by a retail audience

   Illustrate specific examples of holdings and 

geography – bring this to life

   A statement on who this fund would be 

suitable for i.e. those looking for income or 

growth

We have also identified four broader 

design and content principles based 

on what consumers say they think 

could be improved.

Use simple 
English

Visual  
impact

Signposting & 
navigation

Balance of
information

41% say their ideal communication would be a one-pager showing key facts on the fund    
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Where are all the pictures? 

Over the years we have mocked-up several visuals to test with consumers. 
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Fund holdings

This is the Boring Money Global Equity 

fund. The size of the icon reflects its 

proportionate weighting in the fund. It 

is immediately clear to consumers what 

investing in this fund means. 

When tested on an iPad, many try to swipe 

out the ‘sin stocks’ showing how ESG factors 

are likely to accelerate in importance as 

clarity of mainstream products improves. 

Charges 

Fees and charges remain poorly understood. 

Transparency is not the same as clarity. 

AMCs and OCFs mean little, and multiple 

share classes only confuse. Consumers want 

a single all-in fee to be disclosed which of 

course includes transaction fees.  Design 

can help communicate how these varies 

component parts of an overall fee relate to 

each other, and how they should be added 

up for a single all-in fee. 

COSTS AND FEES

0.45%

ANNUAL 
MANAGEMENT  
COSTS

0.15%

ADMIN FEE

0.05%

ESTIMATED 
TRANSACTION 
COSTS

ONGOING CHARGES

0.65%
PER £1,000 
INVESTED

 £45  £15  £5

ONGOING CHARGES

£65
PER £1,000 
INVESTED

ANNUAL 
MANAGEMENT  
COSTS

ADMIN FEE
ESTIMATED 
TRANSACTION 
COSTS
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Potential returns compared to 
a peer group and cash 

This deceptively simple illustration is doing 

many things. 

It is showing a fund compared to a narrow 

set of comparable peers. The benchmark 

is actually a leading current account. 

Performance is shown illustratively and as 

a £ amount. Performance is shown bet of 

all charges. The fees are all inclusive and 

support a consumer to start to consider 

relative value. 

10%

PERFORMANCE

BEST 12MTHS

MADE £245

£1000

WORST 12MTHS

LOST £205

HOW VOLATILE IS IT? 
(IN 5YRS)

PERFORMANCE

+22%

-18%

BEST 
CALENDAR
YEAR

2016
WORST
CALENDAR
YEAR

2015

2013 2014 2015 2016 2017

% %

2018

2017

2014

2015

PERFORMANCE OF £10,000 
FROM 2014-2018*

BEST MONTH

WORST MONTH

+ £424

- £500

+ £356

- £629

+ £630

- £112

+ £676

- £367

+ £267

- £163

Illustrative fund
*After all charges

2016

Risk and potential loss

One of the first questions any new investor 

has is – how much could I lose? We have 

found that drawdowns are well understood 

and are valued information. This is best 

communicated in a bar chart with colour 

coding. 

This is an alternative visual approach. 

A digital format would support a responsive 

illustration.

PERFORMANCE/COST

FUND 1

FUND 2

FUND 3

FUND 4

FUND 5

LEADING CASH CURRENT ACCOUNT

PERFORMANCE OF £10,000 OVER 5 YEARS

AVERAGE COST PER £1,000 INVESTED

£100

£65

£85

£95

£120

£12,882£12,500 £12,918 £13,605 £13,957
£14,976

£125

PERFORMANCE/COST

FUND 1

FUND 2

FUND 3

FUND 4

FUND 5

LEADING CASH CURRENT ACCOUNT

PERFORMANCE OF £10,000 OVER 5 YEARS

AVERAGE COST PER £1,000 INVESTED

£100

£65

£85

£95

£120

£12,882£12,500 £12,918 £13,605 £13,957
£14,976

£125

PERFORMANCE/COST

FUND 1

FUND 2

FUND 3

FUND 4

FUND 5

LEADING CASH CURRENT ACCOUNT

PERFORMANCE OF £10,000 OVER 5 YEARS

AVERAGE COST PER £1,000 INVESTED

£100

£65

£85

£95

£120

£12,882£12,500 £12,918 £13,605 £13,957
£14,976

£125
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Liquidity 

As the ability of open-ended funds to 

hold illiquid assets is debated in light of 

Woodford’s demise, it seems clear that 

concepts including liquidity and access are 

buried in longer disclosure documents and 

are not well understood or highlighted. We 

are yet to test these icons with consumers 

but can see how we could add something 

visual to fund snapshots to communicate 

this important facet of any fund’s make-up. 

We will leave it to the industry to debate 

the sustainability of unlisted asset in open-

ended funds.

xxx

xxx

MED

BEST 12MTHS
MADE £40

£1000

WORST 12MTHS
LOST £10

WHAT IS 
IN THE FUND?

LARGEST 
HOLDINGS

HOW VOLATILE IS IT? (IN 5YRS)

Standard Life 
Advantage Fund
A snapshot

SCOTT SMITH
MANAGER EXPERIENCE
5-10years

FUNDSBONDS OIL & GAS PHARMABANKS

HOW BIG 
IS THE 
FUND?

SMALL

LARGE

GIANT

ALL IN COSTS

£ £ £ £ £
WHAT DO EXPERTS 
SAY ABOUT IT?

COMPARED  
TO PEERS

28%UK

16%EUROPE

16%NORTH 
AMERICA

LIQUIDITY
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CLEAN  
ENERGY

FAIR  
EXEC PAY 

NO CHILD 
LABOUR 

LOW 
CARBON 

BEST 12MTHS

MADE £245

£1000

WORST 12MTHS

LOST £205

WHERE IS YOUR 
MONEY?

30% 
22%
16%

HOW VOLATILE IS IT? 
(IN 5YRS)

PERFORMANCE

EXCLUSIONS

BETTER WORLD FUND
A SNAPSHOT

ALL IN COSTS

£ £ £ £ £
INDEPENDENT RATING 

+22%

-18%

BEST 
CALENDAR
YEAR

2016
WORST
CALENDAR
YEAR

2015

Source: Morningstar 

POSITIVE IMPACT 

BIGGEST HOLDINGS

% %

AN ILLUSTRATIO
N CREATED BY BO

RING
 M

O
NEY O

N HO
W

 TO
 CO

M
M

UNICATE AN ESG
 FUND TO

 INVESTO
RS.

xx

xx
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   Current disclosure documents are not 

widely read, and the vast amount of 

information supplied is in fact a deterrent to 

understanding

   Consumers have less than 10 questions 

that they need answered, but these bear 

little resemblance to what is disclosed on 

factsheets today

   Fund selection is relative not absolute and 

consumer benchmarks are cash and peer 

funds.

   A single all-in fee is sought – and in £ terms

   Objectives have become so vague as to be 

useless – we call on the regulator and fund 

groups to be more specific about what the 

fund’s aim is

   We call on investment platforms and fund 

managers to supply a boxed Key Fund 

Snapshot document or digital dashboard for 

investment services and funds

   Current intermediated buy journeys on 

platform make for a Buy journey which is 

a tug of war between the platform and the 

asset manager

   Digital snapshots could be shown on mobile 

or desktop at the point of purchase

With thanks to Aberdeen Standard Investments, Hargreaves 
Lansdown and Vanguard who supported the quantitative and 
qualitative research into factsheets.

Conclusion
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The retail appetite

ESG
INVESTING

www.boringmoneybusiness.co.uk

INSIGHTS

Boring Money works 
with platforms and asset 
managers to bring the 
customer voice into your 
products and services. 

We have detailed research and testing around 

charges, factsheets, communications and Buy 

Journeys. 

We are supporting groups to test and re-design 

their documentation and comms, as well as 

working with asset managers on the upcoming 

Value Assessments. 

Please contact xx for details. 

Q2 2019 Fifty Shades of 
Advice Report

Q4 2019 What Retail 
Customers Want: Products 
and Communications

Q3 2019 ESG Investing 
Report

Q1 2020 Online Investing 
Report
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NEW
Boring Money is launching a  
new report in November –  
What Customers Want

PRODUCTS

• Passive

• ESG

• Multi-Asset

• Robo/solutions

What does good look like?  
How are buying decisions made?  
Future buying intentions.

COMMUNICATIONS

• What is read?

• What is understood?

• What knowledge is required?

• Are objectives understood?

• How is performance judged?

Please contact kit@boringmoney.co.uk to register interest 

in this report and to see a summary on publication.

 

Value Assessments
 Boring Money has been engaged 

by many fund managers to provide 

the customer viewpoint into value 

assessments. We are also helping groups 

to think through how they report these 

findings to an external audience. Please 

contact holly@boringmoney.co.uk for 

information.

ESG Investing Report
This report tables a detailed view of 

what consumers and advisers want, 

think and understand ESG to be. It has 

been produced to help asset managers 

and platforms to plan, position their 

communications, understand distribution 

dynamics and forecast flows.

Please visit www.boringmoney.co.uk/

business/blah for details

The retail appetite

ESG
INVESTING

www.boringmoneybusiness.co.uk

INSIGHTS
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