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Executive summary

El

Introduction

E2

This report presents findings from the third (2008) ANZ Survey of Adult Financial Literacy
in Australia’. The first survey, conducted in 2002, established a benchmark of the
community’s financial literacy while the surveys conducted in 2005, and now in 2008,
have been used to monitor the benchmark measures.

The three surveys provide a comprehensive set of data including both direct measures of
financial literacy and attitudinal and behavioural information useful in explaining and
understanding this concept. The three sets of data are the basis of this report.

In considering the results presented here, it should be kept in mind that the 2008 survey
took place against a background of financial market volatility, some high profile business
failures (including those of several property developers in 2006/07), rising interest rates
and increasing prices for oil and food. As a result, the economic situation in 2008 is
somewhat less favourable than for the earlier surveys.

Key Findings

E2.1

This executive summary focuses on research findings of particular interest rather than
providing an exhaustive coverage of all the survey results. Specifically, it discusses what
the research has to tell us about financial literacy (that is, its distribution within the
population as well as the behaviours and risks that are associated respectively with high
and low levels of financial literacy) and the changes that have occurred in both literacy
and related behaviours during the last six years.

What we have learned about financial literacy

Our surveys show that Australian adults generally are financially literate but there are
certain groups who face particular challenges as well as certain areas of money
management and products that are not as well understood as they should be.

E2.1.1 The distribution of financial literacy within the population

Financial literacy is strongly associated with a person’s age, gender, education and socio-
economic characteristics.

* In the 2008 survey, a humber of subgroups had mean financial literacy scores which
were significantly below the mean FLS? of 83.1 reported for the total 2008 sample
(note: these scores are not percentages and can exceed 100). These subgroups
included:

0 People aged 18-24 years (mean FLS of 71.5) and people aged 70 years or over
(mean FLS of 63.3);

o Females (mean FLS of 80.5), particularly females aged 70 years or over (mean
FLS of 56.9);

o People whose formal education did not go beyond Year 10 secondary (mean FLS
of 70.7);

0 Those living in the 20% of postal areas classified as having the highest levels of
relative socio-economic disadvantage3 (mean FLS of 75.5); and

0 Reflecting this link to socio-economic disadvantage, mean scores were also lower
amongst the unemployed (mean FLS of 66.7), people currently working in lower
blue collar* occupations (mean FLS of 76.5), people whose main source of
income was a Government benefit or allowance (mean FLS of 67.2), and people
whose household income was less than $25,000 per annum (mean FLS of 68.1).

' Atelephone survey of 3,500 randomly selected Australian adults between April 29 and June 6, 2008.

? FLS=Financial Literacy Score.

® According to the Australian Bureau of Statistics SEIFA index of Relative Socio-economic Disadvantage. See Section 2.3
for further discussion of this concept.

* Major groups 7 (Machinery Operators and Drivers) and 8 (Labourers) in the Australian Bureau of Statistics Australian
and New Zealand Standard Classification of Occupations (ANZSCO). ABS Catalogue No 1221.0.

The Social Research Centre
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0 Those who speak a language other than English at home (mean FLS of 77.9);
and

0 Those of Aboriginal or Torres Strait Islander descent (mean FLS of 63.9),
although this result is based on a relatively small number of interviews® and
should be treated with caution.

» Conversely, the mean financial literacy score was significantly higher than that of the
total sample for:

0 People aged 35-59 years (mean FLS of 89.8);

0 Males (mean FLS of 85.9);

0 People who had completed a university degree (mean FLS of 92.7);
o}

People living in the 20% of postal areas classified as having the least relative
socio-economic disadvantage (mean FLS of 87.6); and

0 Reflecting this, people currently working in upper white collar® occupations (mean
FLS of 94.5) and people whose annual household income was at least $150,000
per annum (mean FLS of 97.3).

These results point to a strong association between financial literacy and
demographic/socio-economic characteristics. However, this does not necessarily imply
that all members of a particular population subgroup have low (or high) levels of financial
literacy.

For example, as discussed above the mean financial literacy score for people with
household incomes below $25,000 (68.1) was lower than that of the total sample.
Nevertheless, 19% of people from this low income group had financial literacy scores that
placed them in the top 40% of the population and 7% had scores that fell in the top 20%.
So although a large proportion of those with household incomes below $25,000 did have
relatively low financial literacy scores (62% had scores in the lowest 40%) this was not
true for all members of this group. Conversely, 6% of those with household incomes of
$150,000 plus had financial literacy scores that fell in the lowest 20% of all scores.

To further assist with understanding the relative levels of financial literacy of different
groups within the population, mean Financial Literacy Scores were used to assign survey
respondents to bands of 20% of the population referred to as ‘quintiles’. Respondents in
Quintile 1 have the lowest FLS and those in Quintile 5 the highest.

E2.1.2 Behaviours associated with high levels of financial literacy

There were behavioural differences between those whose financial literacy score was in
the top 20% of the population (quintile five) and those whose score fell in the lowest 20%
(quintile one). In looking at these, it should be kept in mind that socio-economic factors
(such as those described in E2.1.1) can influence a person’s need for some of the
services and information sources discussed below. For example, those with household
incomes below $25,000 per annum would, prima facie, be less likely to need the services
of a financial planner than those with household incomes of $150,000 or more. With that
in mind, we note the following differences between these two quintiles.

» People in quintile five were more likely to use various sources of financial information
and advice.

0 81% of those in quintile five had used information sources such as financial
publications, financial web-sites and seminars (versus 38% of quintile one); and

0 80% had obtained advice from a financial management or planning specialist like
an accountant, tax specialist or financial planner (versus 43% of quintile one).

® Sample size, n=54
® ANZSCO Major groups 1 (Managers) and 2 (Professionals).

The Social Research Centre
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* People in quintile five were more likely to compare alternatives when obtaining
financial products and services by:

0 Shopping around when looking for a new insurance policy (87% versus 56% of
quintile one), mortgage (80% versus 59% of quintile one) or everyday banking
account (77% versus 49% of quintile one);

0 Using ratings agencies to compare financial products (35% versus 12% of quintile
one); and

0 Using on-line calculators to compare financial products (48% versus 15% of
quintile one).

e Their transacting behaviour placed greater emphasis on convenience and fee
minimisation.

o For their transacting, members of quintile five were more likely to use the
convenient and lower cost electronic options such as internet banking (70%
versus 26% of quintile one) and BPay (70% versus 31%).

0 They were also more likely to have taken specific steps to minimise the fees
associated with their everyday banking (91% versus 68% of quintile one).

* Members of quintile five’ were more likely to control their exposure to risk with
building insurance on their home (88% versus 70% of quintile one) and by insuring
the contents of their home (88% versus 60%).

* Those in quintile five also showed greater awareness of investment risk. They were
more likely to say they would avoid an investment advertised as having “a return well
above market rates with no risk” (87% versus 28% of quintile one) and those who
have investments were more likely to consider diversification of their investment funds
to be “very important” (65% versus 36% of quintile one).

E2.1.3 Risks associated with low levels of financial literacy

Most (79%) members of quintile one had sole (60%) or joint (19%) responsibility for the
financial management of their household. In these circumstances, limited knowledge and
understanding of financial issues has the potential to deliver negative financial outcomes
for these households.

With that in mind, we note that members of quintile one performed at a relatively low level
on several important aspects of financial knowledge and behaviour.

Compared to the total sample, members of quintile one were less aware of the following
rights and responsibilities applicable to users of financial products and services.

* The requirement for accurate and honest disclosure.

0 Only 17% of insurance holders in quintile one knew an insurance company can
refuse a claim if questions relevant to the loss are not answered accurately when
taking out or renewing the policy (versus 54% of all insurance holders).

* The responsibility for repayment of consumer debt and the consequences for a
person’s credit rating if repayments are late.

0 Only 35% of credit card holders in quintile one knew the primary card holder is
responsible for all debt on the card (versus 77% of all credit card holders);

0 52% of loan holders in quintile one knew that both parties are responsible for the
full repayment of a jointly held loan (versus 83% of all loan holders); and

0 38% of all quintile one members knew that being more than 60 days late with the
minimum payment on a credit card is likely to give someone a bad credit rating
(versus 59% of the total sample).

" Bases for the incidence of insurance are those respondents for whom each type of insurance is appropriate. For
example, those who own or are purchasing their home or who are renting are the base for reporting the incidence of
contents insurance.

The Social Research Centre



ANZ Survey of Adult Financial Literacy in Australia (2008)

E2.2

* The responsibility to keep personal banking details secure.

0 67% of quintile one knew that responsibility for any loss rests solely with the card-
holder if the card and PIN have been kept together in a stolen wallet (compared
with 87% of the total sample).

* Members of quintile one were also less confident they knew how to make an effective
complaint about a bank or other financial institution if something does go wrong - 50%
of quintile one were confident they knew how to do this versus 63% of the total
sample.

As discussed earlier (see Section E2.1.2), when compared with those exhibiting relatively
high levels of financial literacy, members of quintile one were less likely to engage in
financial behaviours which had the potential to make their banking less expensive and
more efficient. Members of quintile one were also:

* More likely to be at risk of loss due to their relatively lower use of insurance; and

* Less likely to obtain financial information from financial publications, the internet,
seminars or advice from accountants, tax specialists or financial planners although, as
mentioned earlier, socio-economic factors may limit the need to use these information
sources.

Other issues of interest including changes since 2002

This section looks at other aspects of financial literacy and related behaviours that were of
particular interest. Where appropriate, changes that have occurred since 2002 or 2005°
are noted. Consideration is given to community attitudes towards saving, awareness of
consumer rights and responsibilities, investing and superannuation, comparison shopping
for financial products and services, the growth in electronic banking and people’s
management of borrowing and debt.

E2.2.1 Attitudes

Attitudinal changes were evident in two areas:

* In 2008 more people said they try to save on a regular basis (up from 67% in 2002 to
72% in 2008).

» Secondly, more under 65’s strongly disagreed with the view that “superannuation and
retirement savings and planning don't matter much because the Government will
make up any gap” (up from 49% in 2005 to 57% in 2008). Ongoing publicity on
ageing of the Australian population reducing the number of workers available to
support retirees and perhaps the changes designed to enhance the attractiveness of
superannuation and the longevity of retirees’ superannuation savings may be playing
arole here.

E2.2.2 Consumers’ rights and responsibilities

» Consumers showed relatively high awareness of their rights.

0 Two-thirds (67%) were very clear about their rights if they have a problem with a
financial institution. This figure has not changed significantly since the 2005
survey when it was 68%.

0 Most respondents nominated an industry ombudsman (36%) or Government
organisation like Consumer Affairs or ASIC (26%) as the place they would go if
they experienced difficulties that could not be resolved with the provider of a
financial product or service.

o In 2008, more respondents were confident they knew how to make an effective
complaint against a bank or financial institution (up from 59% very or fairly
confident in 2002 to 63% in 2008).

* There was also greater awareness of several consumer responsibilities.

0 More insurance holders were aware of their obligation for accurate disclosure of
relevant information when taking out an insurance policy — 54% knew an insurer

& A number of measures were used for the first time in 2005
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could refuse a claim if questions relevant to a loss were not answered accurately
when the policy was taken out, up 3 percentage points on the 2005 result of 51%.

0 More credit card holders were aware that the primary cardholder has sole
responsibility for any debt incurred on their credit card, up from 74% in 2002 to
77% in 2008.

E2.2.3 Investing and superannuation

The 2008 survey showed a somewhat mixed picture with respect to investing and
superannuation. There were some improvements but there were also some areas that
may require attention. Points of interest included the following.

There were improvements in people’s understanding of some investment
fundamentals.

o Compared to 2002, more people said they would not invest in “an investment
advertised as having a return well above market rates and no risk”, up from 46%
in 2002 to 52% in 2008; and

0 More people understood that “short term fluctuations in market value can be
expected, even with good investments”, up from 63% to 67% during this period.

On a less positive note:

0 The proportion of investors who considered diversification of investments to be
very important has remained unchanged over the last 6 years - 50% in 2008
compared with 51% in 2002.

o Of those who have used a financial planner, around one in three (35%) did not
consider the possibility of a conflict of interest influencing the advice they
received.

There was reported improvement in understanding of superannuation fund
statements but a significant proportion of people said they did not read their
statements. Awareness of some advantages and risks of superannuation remained at
a relatively low level.

0o Of those superannuation fund members who said they received annual
statements from their fund, 31% found them difficult to understand. This was 5
percentage points lower than in 2002.

Despite this improvement however, one in four (25%) fund members still say they
don't receive or don't read their superannuation fund statements (versus 24% in
2005). Reasons for not reading superannuation fund statements were lack of
interest (36% “couldn’t be bothered”) or because they were considered too
difficult to understand (23%).

0 There was relatively low awareness of the tax advantages of superannuation -
only 58% of employed fund members under 65 years of age thought
superannuation is taxed at a lower rate than other investments, relatively
unchanged from the 56% who thought this was the case in 2005.

0 Lack of awareness of things which result in under-performance of superannuation
and managed investments has remained relatively high - 42% of employed fund
members less than 65 years of age were unable to nominate anything that has
this effect on fund performance, the same result as in the 2005 survey.

E2.2.4 Comparison shopping

In 2008, there was less comparison shopping for some products.

73% had shopped around when arranging a mortgage, down 9 percentage points on
the 82% who said they had done this in 2002. This decline appears to be at least
partly explained by increased use of mortgage brokers who may be seen by the
consumer as doing their shopping for them (39% of mortgage holders had used a
mortgage broker to arrange their loan in 2008). In 2008, 26% of respondents
mentioned “going with the advice of a broker/financial expert” as their reason for not
shopping around up from 16% in 2005.
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» There was also less shopping around for insurance - 81% in 2002 compared with
75% in 2008. It may be that increased use of direct debit premium payment has
made the process of switching providers a little more complex and as a result has
encouraged some consumers to remain with their current provider when their policy is
due for renewal. The presence of an existing relationship was the reason given most
often for not shopping around for insurance (49%).

E2.2.5 Growth in use of electronic transaction channels

Since 2002, there has been substantial growth in the use of electronic channels for
banking transactions.

* The greatest increase has occurred in the use of internet banking which has risen
from 28% in 2002 to 51% in 2008.

* Increases are also evident in the use of BPay (up from 36% in 2002 to 52% in 2008),
direct debit (up from 50% to 64%), EFTPOS (up from 71% to 76%) and ATM’s (up
from 73% to 80%).

While use of Internet banking has increased, the proportion of internet users aware of
risks associated with internet banking has remained unchanged since 2005 (at 22%)
although there is new awareness of the threat posed by identity theft.

E2.2.6 _Borrowing and debt

Several measures were taken of people’s comfort with their current debt position. These
were not financial literacy measures but were first asked in 2005 to provide quantitative
background for the qualitative study “Understanding Personal Debt and Financial Difficulty
in Australia”.

Overall, there has been little change since 2005 in people’s comfort with their current level
of debt.

* In both 2008 and 2005, 72% of respondents said they were very or fairly comfortable
with their current debt while 18% (versus 17% in 2005) were somewhat or very
uncomfortable.

As might be expected, those with significant mortgage commitments relative to their
household income were the most likely to be experiencing some discomfort. Of those
with mortgages of $300,000 or more and annual household incomes of $100,000 or
less, 34% were “uncomfortable”® with their current debt. This figure rose to 44%
amongst those with mortgage outstandings of this level and annual household
incomes of $65,000 or less.

In the event of another interest rate increase, the majority of mortgage holders felt they
could meet the higher repayments - 44% “without too many problems” while 30% felt they
would have to cut back other expenditure to do so. Eight percent felt they would “really
struggle” and 1% felt they would be unable to make the repayments and would be at risk
of defaulting on their loan. Couples with children and an annual household income of
$65,000 or less were the most likely to feel they would either really struggle or be unable
to make the higher repayments (24%).

E2.3 Concluding remarks

From the commencement of this research program in 2002, it has been acknowledged
that raising the community’s levels of financial literacy is a long-term process and that it
would be unrealistic to expect major changes in the short-term. This view is supported by
the research findings. Policy focus needs to remain on those groups and areas identified
in the research as requiring attention. For example, the research findings suggest that
such areas as understanding of risk management, investment and superannuation are still
of concern and that there continue to be some groups within the community who are more
likely than others to experience difficulties in their financial dealings.

Future surveys could usefully focus on behaviour and the extent to which money
management skills and knowledge translate into behaviour.

° That is, very or somewhat uncomfortable.
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In 2009 ANZ will release research that takes a behavioural approach to understanding the
success of the matched savings account SaverPlus in promoting ongoing savings
behaviour. Tracking studies by RMIT' have shown that up to three years after
participating in the Saver Plus program, 70% of participants continue to save at or above
the levels they did while on the program and attribute that in some part to Saver Plus.

' Russell R., Harlim J. and Brooks R. (2008), Saver Plus 2008 follow-up survey results.
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Section 1 Introduction to the Report

11

1.2

1.3

Background

Financial literacy refers to the ability to make informed judgements and to take effective
decisions regarding the use and management of money™*.

Financial literacy is regarded as an important requirement for functioning effectively in
modern society and trends in retirement income policies, work patterns and demography
suggest its importance can only increase in the years ahead. Raising financial literacy
supports social inclusion and enhances the wellbeing of the community.

ANZ’s first national survey, conducted in 2002 and published in 2003, established a
benchmark for ongoing measurement of financial literacy across the Australian population.
A follow-up survey was conducted in 2005 to monitor the state of adult financial literacy in
Australia three years on from the first survey.

In the period following the initial survey there was significant activity in Australia with the
establishment of the Financial Literacy Foundation in 2005 by the Australian Government.
The Foundation commissioned further research into financial literacy with the report
(Australians understanding their money) published in 2007. From 1 July 2008, the
Australian Securities and Investments Commission (ASIC) assumed responsibility for the
functions previously undertaken by the Financial Literacy Foundation.

In this context of a growing profile of financial literacy and financial capability, ANZ has
undertaken the third ANZ Survey of Adult Financial Literacy in Australia.

Context of the survey

In considering the results presented in this report, it should be kept in mind that the 2008
survey took place against a background of volatility in financial markets following the
emergence of problems in the US sub-prime mortgage market in mid-2007. Share markets
have experienced volatility and difficulties have been experienced by brokers such as
Tricom, Lift and Opes Prime and organisations like Centro, Allco and ABC Childcare. In
addition, 2006/2007 saw significant loss of investors’ funds in the high profile failures of
property developers Westpoint, Fincorp and Australian Capital Reserve.

Interest rates have risen and prices for fuel and food increased during the survey period,
reflecting global rises in prices for oil and food commodities. Consumer confidence as
measured by the Westpac-Melbourne Institute Index of Consumer Sentiment was declining
during the survey period, falling to a 16 year low in June 2008.

While some difficulties were evident around the time of fieldwork for the 2005 survey (for
example an interest rate increase of 0.25% just before fieldwork commenced in March
2005), the situation in 2008 appears somewhat less benign than it did for the earlier
surveys.

Research objectives
The broad objectives of the 2008 study were:

= To monitor how levels of financial literacy have changed since the benchmark study
of 2002-03, and the second study conducted in 2005;

= To continue to inform public policy, particularly as it relates to low financial literacy
segments, to encourage continued focus on the area and to stimulate further
debate; and

= To provide a valuable information resource which will assist with the development
of strategies to improve financial literacy in the community.

" Schagen, S “The Evaluation of NatWest Face 2 Face with Finance”, NFER, 1997.
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1.4 Research design

This study was a repeat measure of the 2002 and 2005 surveys and, given that
comparative measures were required, the research methodology was kept as consistent as
possible. With that in mind, key elements of the 2008 survey included the following:

Data collection was by telephone interview and was conducted between April 29
and June 6, 2008.

The questionnaire12 was very similar to that used in 2005 apart from the addition of
a few questions to address new issues such as reverse equity loans, the increased
use of mortgage brokers and further changes to superannuation and the deletion of
several 2005 questions to allow for their inclusion. The questionnaire length
remained at an average of 28 minutes.

As in both the previous surveys, core questions were asked of all respondents
while other questions were only asked of particular subgroups. Knowledge was
tested against an individual's needs and circumstances rather than the entire array
of financial products and services, some of which they would neither use nor need.
To make sure no individual respondent was exposed to an excessively long
interview, a number of questions which would have been appropriate to ask of all
eligible respondents, were in fact only asked of a randomly selected subgroup. For
example, many of the questions about financial planners were asked of 50% of
eligible respondents. Sample size was sufficiently large to enable this to occur
while still obtaining statistically robust results.

The target population for the survey was all Australians aged 18 years or over who
were accessible by fixed-line telephone. Where more than one eligible person lived
in a contacted household, a random selection procedure13 was used to select the
survey respondent.

The sample was stratified by capital city/regional area in each state and territory.
The number of interviews conducted in each stratum was proportional to the adult
population resident in that location. The geographic breakdown of the final sample
was as shown in Table 1.4a.

Table 1.4a Sample distribution by geographic location
Proportion of

Capital Total Total

Location City Regional | Interviews | Interviews
n n n %

NewSouthWales...................... E 730 423 E 1153 33%
VICOTIA . . . e E 644 233 E 877 25%
Queensland .......................... : 309 370 679 19%
South Australia ........................ E 201 71 E 272 8%
Western Australia . ..................... X 252 94 ' 346 10%
Tasmania ..............ccoiiiiiii... E 36 48 E 84 2%
Australian Capital Territory (ACT) ......... : 58 = 1 58 2%
Northern Territory ...................... :: 18 13 E 31 1%
Total interviews (n) .................... { 2248 1252 -E 3500 100%
Proportion of total interviews (%) ........ ! 64% 36% E 100%

A post-weighting procedure was used to align the survey data with the Australian
Bureau of Statistics Census distribution of the population by age, sex and location.

2 See Appendix One.
*® The next person in the household to have a birthday.
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1.5

1.6

Steering Committee

As with the previous studies, the 2008 survey was managed by a Steering Committee. The
Committee comprised representatives of ANZ, the Australian Securities and Investments
Commission and the Consumer Action Law Centre.

Structure of the report

The remainder of this report is divided into nine sections. Each section begins with a
summary of key findings which is followed by the detailed results including data tables,
graphs and associated commentary. The broad topic areas covered in these sections are
as follows:

= Section 2 explains the definition of financial literacy as used in this research, the
distribution of financial literacy across the population and its relationship to financial
behaviour and the ownership of financial products;

= Section 3 examines people’s use and understanding of methods of paying for
goods and services;

= Section 4 reports on people’s money management, budgeting and financial
planning behaviour;

= Sections 5, 6, 7 and 8 report on the use, understanding and acquisition of financial
products and services including transaction accounts, loans and credit cards,
savings accounts, investments, superannuation, retirement income products,
financial planners and insurance;

= Section 9 examines consumers’ understanding of their rights and responsibilities;
and

= Section 10 looks at consumers’ use and understanding of the internet in banking
and finance related matters.

Not all of the questions used in the survey (and reported in this document) relate directly to
financial literacy. There is also a comprehensive set of attitudinal and behavioural
information which is useful in the explanation and understanding of this concept.

Statistical testing of results

As the results presented in this report are based on sample data rather than a census of the
total population, some variation between the results from the three surveys (and between
subgroups within each survey since they too are samples of larger populations) will occur
by chance. To help decide whether differences are meaningful (that is, whether they
represent genuine changes or differences rather than just random variation), testing of the
statistical significance of these differences has been carried out. Results are only reported
as changed or different if a statistically significant difference exists at the 95% level of
confidence.
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Section 2

2.1

Financial Literacy

Introduction and key findings

This chapter discusses the definition of financial literacy that has been used in this study
and then examines its distribution across demographic, geographic and socio-economic
groupings of the adult Australian population. It also examines the relationship between
financial literacy and financial behaviour as well as that between financial literacy and
ownership of various financial products.

Key findings

Definition of financial literacy

Financial literacy was defined as the ability to make informed judgements and to
take effective decisions regarding the use and management of money.

For this research, the above definition was operationalised through a subset of
survey guestions drawn from the areas of numeracy, financial understanding and
competence and financial responsibility. These questions were used to calculate
an average financial literacy score (FLS) for each respondent™. The total sample
was then divided into quintiles based on these scores. The mean FLS for the total
sample was 83.1. (Note: these scores are not percentages).

Distribution of financial literacy in the community

The demographic characteristics most strongly associated with financial literacy
included:

0 Age — the mean FLS was lower than that of the total sample amongst those
aged 18-24 years (71.5) and those aged 70 years or over (63.3), particularly
females in the latter age group (56.9)

0 Educational attainment — those whose education did not extend beyond Year
10 had lower FLSs (mean of 70.7) than those who had completed either a
university degree (92.7) or other post-secondary education (88.2). These
differences were still evident even when the analysis was controlled for age by
restricting the analysis to people aged 60 years or over. Amongst this older
group, the mean FLS for those with a university degree was 85.4, well above
the mean FLS of 64.8 for those who did not go beyond Year 10.

o Cultural and Linguistic Diversity - financial literacy scores were also lower than
those of the total sample amongst people who used a language other than
English at home (77.9) and amongst those from an ATSI background™ (63.9)

0 Geographic location - compared to the total sample, those living in remote
locations™ had a lower mean score (75.6) than those people living in
Australia’s capital cities (83.4).

The socio-economic characteristics most strongly associated with financial
literacy included:

0 Socio-economic disadvantage - those living in areas identified as having the
highest levels of relative socio-economic disadvantage according to the ABS
SEIFA classification exhibited below average financial literacy (mean FLS 75.5)
while those living in areas with the least relative disadvantage had average
literacy scores (mean FLS 87.6)

0 Occupation — the unemployed (mean FLS 66.7) and those working in lower
blue collar occupations had lower financial literacy scores (mean FLS 76.5)
while those in upper white collar (managers and professionals) occupations
had higher scores (mean FLS 94.5)

 The maximum score achieved as 131.
'* Caution, small sample size n=54
'® According to the ABS ARIA classification - see definition in Section 2.3.
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0 Household income — higher incomes were associated with higher scores (mean
FLS of 97.3 amongst those with annual household incomes of $150,000 or
more) while lower scores were found amongst those reporting lower incomes
(mean FLS of 68.3 amongst those with annual household incomes of $25,000
or less). Literacy scores were also lower amongst those whose main source of
income was a government benefit or payment (mean FLS 67.2).

0 Savings and investments — those whose savings and investments had a total
reported value of less than $2,000 had relatively low scores (mean FLS 67.2)
while those with $500,000 or more had relatively high scores (mean FLS 97.7)

0 Internet access — amongst 18-54 year olds, those with internet access had
higher financial literacy scores (mean FLS 86.2) than those who did not (mean
FLS 68.0).

Financial literacy and behaviour

Those in the top 20% of financial literacy scores (that is members of quintile five) were
significantly more likely than those in the lowest 20% scores (quintile one) to engage in
behaviours such as:

Reading finance related publications

Consulting financial advisers and specialists such as accountants, tax specialists
and financial planners

Using financial and consumer rating agencies to compare financial products
Taking steps to minimise everyday banking fees

Comparison shopping when looking for financial products like everyday bank
accounts, mortgages or insurance

Borrowing from mainstream financial institutions rather than from family or friends.

Financial literacy and ownership of financial products

Members of quintile five were significantly more likely than those in quintile one to have:

Deposit products such as a high interest savings accounts and term deposits

Investments including shares, managed funds, debentures, bonds, notes and
derivatives and investment property

A retirement income stream product such as an annuity or allocated pension

Loans and credit cards (with the exception of store cards and equity release
products), and

Most types of insurance including health insurance, life insurance, home and
contents insurance, income protection insurance and motor vehicle insurance
although a very high proportion of quintile one vehicle owners (93%) did have either
comprehensive or third party motor vehicle insurance.
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2.2 Defining financial literacy

Financial literacy is an important requirement for functioning effectively in modern society
with trends in retirement income policies, work patterns and demography suggesting its
importance can only increase in the years ahead. Raising financial literacy supports social
inclusion and enhances the general and economic wellbeing of the community.

High levels of financial literacy enable people to make informed and confident decisions on
all aspects of their budgeting, spending, saving and planning for the future as well as on
their use of financial products and services such as everyday banking, borrowing and
investing.

For the purposes of this research, financial literacy was defined as:

“The ability to make informed judgements and to take effective decisions regarding
the use and management of money”.

This definition draws on UK research®’ and has been used as the cornerstone of the three
Adult Financial Literacy in Australia surveys conducted in 2002, 2005 and now in 2008.

An operational definition of financial literacy

The above definition offers a broad conceptual view of financial literacy. However, it can
only be operationalised though the survey questions used to assess people’s knowledge
and decision-making on the management of their money.

With that in mind, an operational definition of financial literacy in the form of a framework
developed in the UK by the Adult Financial Literacy Advisory Group and adapted to the
Australian context™®, was used to guide the detailed design of the initial Adult Financial
Literacy in Australia Survey. This framework provided a detailed specification of the
components of financial literacy in the areas of numeracy, financial understanding and
competence and financial responsibility and these areas in turn formed the basis of the
guestionnaires used in the 2002, 2005 and 2008 surveys.

This approach provides a comprehensive coverage of the various components of financial
literacy. However, a summary measure is needed to facilitate investigation of the ways in
which financial literacy varied across demographic and socio-economic subgroups of the
population.

To create this, each survey respondent’s financial literacy was summarised by calculating a
financial literacy score based on their responses to 26 of the survey questions. Points were
allocated (or deducted) according to the responses given and a total financial literacy score
was created for each respondent.

Several of the 26 questions were asked only of subgroups of survey respondents. For
example, only those people who had insurance were asked what factors they considered
when renewing an insurance policy. Consequently, some respondents could have received
a lower total score than others simply because they had answered fewer questions. To
overcome this difficulty an average financial literacy score was produced for each
respondent. This was calculated by dividing each respondent’s total financial literacy score
by the number of questions (out of the 26) they were asked.

The 26 measures used are summarised in Table 2.2a.

7 Schagen, S “The Evaluation of NatWest Face 2 Face with Finance”, NFER, 1997 (this definition was adopted from UK
research with a view to international consistency).
'8 See Appendix Two for a detailed description of this operational framework.
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Table 2.2a Variables used in creating summary financial literacy scores

Variables used to create summary financial literacy score

NUMERACY

Six questions used to test the basic mathematical operations of addition, subtraction, multiplication
and division and understanding of percentage

FINANCIAL UNDERSTANDING AND COMPETENCE

Attitudes to spending money and saving
Respondent's attitude to saving
Belief that the government will make up any shortfall in retirement savings/superannuation
Level of control over household and personal expenses

Understanding of risk and the relationship between risk and return
Reaction to investment offering " a return well above market rates with no risk
Is the statement "an investment with a high return is likely to have higher than average risks"  true or false?
Understanding the importance of diversification when investing over a timeframe of 5 years or more
Understanding that fluctuations in market value occur even with good investments

Understanding the main features of basic financial services
Factors considered when FIRST taking out an insurance policy
Factors considered when RENEWING an insurance policy
Awareness of the responsibility for debt incurred on a credit card by a secondary card holder
Awareness of the responsibility for repayment of a jointly held loan

Understanding of superannuation
Awareness that employers are legally required to make super payments for their employees
Awareness that employees can make additional super payments to those of their employer
Awareness of the best indication of superannuation fund performance

FINANCIAL RESPONSIBILITY

Making appropriate life choices about financial issues
Understanding the importance of having a short-term financial plan
Understanding the importance of having a long-term financial plan

Understanding consumer rights and responsibilities
Awareness that an insurer can refuse a claim if relevant questions are not answered accurately

Awareness that consumers have a duty of honest disclosure when obtaining financial products or services
Awareness of responsibility for loss of money if PIN is kept with ATM/Bank card

Awareness providers of financial products and services have a legal duty to provide clear information to consumers
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All of these measures differentiated well between respondents of high and low levels of
financial literacy. A few of the questions did not differentiate especially well between people
in the top 40% of financial literacy scores. Nevertheless, these questions were retained in
the calculation because of the fundamental importance of the skills or knowledge they
measure to an individual’'s financial literacy. Awareness that employers are legally required
to make superannuation payments for their employees was a measure that fell into this
category.

To facilitate reporting, the survey respondents were divided into quintiles (that is groups of
20% of the total sample) based on their average financial literacy score. The mean
financial literacy score for all respondents, as well as the mean scores for each quintile, are
shown in Figure 2.2a.

This graph shows that the mean financial literacy score for the total sample was 83.1 while
the mean scores for each quintile ranged from 40.5 for quintile one through to 116.5 for
quintile five. Statistically significant differences were evident between the mean scores of
each quintile.

Figure 2.2a Distribution of mean financial literacy scores by quintile
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2.3 The distribution of financial literacy within the population

We turn now to a review of the extent to which financial literacy varies within the Australian
population.  This section begins by comparing financial literacy levels amongst
demographic and geographic subgroups of the population.

Financial literacy and demographic/geographic subgroups

Table 2.3a presents the mean financial literacy scores (FLSs) for selected demographic
subgroups and for the residents of different geographic areas.

There are significant associations between age and financial literacy. Specifically,
financial literacy was well below the total sample average amongst those aged 70
years or over (mean FLS of 63.3 versus 83.1 for the total sample) and amongst
those aged 18-24 years (mean FLS of 71.5). By contrast the highest levels of
financial literacy were amongst those aged between 35 and 59 years of age.

Financial literacy was also higher amongst males than females (mean FLSs of 85.9
and 80.5 respectively). Further, analysis of age by gender showed that differences
between males and females were greatest amongst those respondents who were
aged 70 years or over - in this age group the mean FLS for males was 70.9 while
that for females was only 56.9.

In attempting to explain the lower scores seen amongst young people, it seems
feasible that this, to some degree, reflects their limited exposure to finance-related
life experiences. Once people have participated in such activities as purchasing
homes and motor vehicles and have been more closely involved in superannuation
and other investments, insurance and so on, the breadth and depth of their
financial understanding, and hence their financial literacy scores, might be
expected to increase. Similarly, the incidence of interaction with finance
professionals such as accountants and financial advisers, and the opportunity to
learn from this, tends to be limited amongst under 25’s.

Other points of interest in Table 2.3a include:

Indications of an association between financial literacy and educational attainment
(mean FLS of 70.7 amongst those who did not go beyond Year 10 versus 92.7
amongst those who have completed a university degree). It is likely that age plays
some role in this association as older people are more likely to have left school at
the end of year 10. Nevertheless, even when the analysis is restricted to people
aged 60 years or over, financial literacy was still significantly higher amongst those
with a university degree (mean FLS 85.4) than it was amongst those who did not go
beyond Year 10 (mean FLS 64.8).

Financial literacy scores were also lower than the total sample score amongst
those who use a language other than English at home (mean FLS 77.9), those with
an ATSI background®™ (mean FLS 63.9) and those living in areas classified as
“remote” or “very remote” according to the Australian Standard Geographical
Classification remoteness structure based on Australian Bureau of Statistics ARIA?
values (FLS 75.6).

" Due to the relatively small sample size (n=54) this result should be treated with caution

? ARIA (Accessibility/Remoteness Index of Australia) is an ABS classification based on the premise that remoteness is a
factor of the relative distance one must travel to access a full range of services. ARIA measures the remoteness of a point
based on road distances to the nearest ABS defined Urban Centre. ARIA scores provide the basis for the Australian
Standard Geographical Classification remoteness structure. For examples see Appendix Three.
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Table 2.3a Financial literacy and demographic/geographic subgroups
Financial Literacy and demographic/ Financial Literacy and demographic/
geographic subgroups 2008 geographic subgroups 2008
Subgroup Subgroup
Mean FLS Mean FLS
Total Sample ............ ... .. ... . ... ... : 83.1 Total Sample . ..... ... ... ... : 83.1
Age group : Highest level of education completed :
18-24YEAIS « oottt 1 715 Year 10 Orless .. ..ovvii " 707
25-34years ... : 86.0 Year11/12 ... ... : 80.4
B5-44 YRAIS . i : 90.9 Trade/TAFE/Diploma . . . ... : 88.2
1 1
45-59 years . ... ! 89.1 university . ... 1 92.7
1 1
60-69years. . ........i i : 81.6 Language spoken at home :
TOYEAIS OF OVEI . . v\ v e e e e e ee s 1 633 English . ... . | 84.0
Age by Gender : Other language ..................c.cooeeino., V779
MAIES . ..ottt i 859 | ATsIbackground j
18-24years .. ... : 72.4 Y S : 63.9
1 1
25-34years . ... : 88.0 NO ... : 83.4
3L VRETS 00000000000 000000000000000000a : 94.3 Geographic - place of residence :
45-50 yRars . ... : 91.0 Capitalcity . ........ ... ] : 83.4
BO-6O YRAIS . . .ot e et | 84.0 Non-capital Gity . . . ..o e et 1 825
TOYEArS O OVl . . vttt e e e e e ,' 70.9 ARIA classification :
Females . ... ' 80.5 Majorcities .. ... ... ; 83.7
1 1
18-24 YEAIS . . v oottt 1 70.4 Innerregional . ........ ... 1 83.4
1 1
25-34years ... : 84.2 Outerregional .............. .. ... .. ........ : 80.8
35-44 years ... ... : 875 Remote/Very remote areas . ................... : 75.6
4559 YRAIS . o\ttt | 873 :
BO-69 YEAIS . . . v v e et e ' 795 ;
TOYEArS OF OVEN . o . v v e ettt i 56.9 '
1 1

Base: Total sample within each subgroup

Financial literacy and socio-economic subgroups

Table 2.3b examines variation in financial literacy across a number of socio-economic

measures.
amongst those who:

The figures shown indicate that financial literacy scores are typically higher

= Exhibit the least socio-economic disadvantage according to the Australian Bureau
of Statistics’ SEIFA Index of Relative Socio-economic Disadvantage®’ - mean FLS
of 87.6 amongst those living in the least disadvantaged 20% of postcodes versus
75.5 amongst those from the 20% of postcodes classified as being the most socio-
economically disadvantaged;

= Work in upper white collar (professional and managerial) occupations (mean FLS of

94.5);

= Report their main activity as paid employment and whose income is mainly derived
from salary, wages or from their own business;

= Report higher levels of household income and higher levels of savings and

investments; and

! ABS Socio-Economic Index for Areas (SEIFA) is a set of four indexes created from Census data that shows how
disadvantaged or advantaged each Census collection district is relative to all others (some cd’s are not assigned an index
value because of small populations or missing data). Disadvantage refers to an individual's access to material and social
resources and their ability to participate in society relative to what is commonly accepted by the wider community. The
Index of Relative Socio-economic Disadvantage is used here. (see Information Paper An Introduction to Socio-Economic

Indexes for Areas (SEIFA) ABS Catalogue No. 2039.0 for a more detailed explanation and discussion).

have been allocated to quintiles based on their relative level of socio-economic disadvantage.

All postal areas
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= Who have access to the internet from their place of work or from their own home.
Separate analyses of internet access have been conducted for people aged 18 to
54 years and for those aged 55 years or over. This was done to control for the low
rates of internet use amongst older people. As older people also exhibit relatively
low levels of financial literacy, including them in the same analysis as younger
people has the potential to depress literacy scores amongst non-internet users.

Table 2.3b

Financial literacy and socio-economic subgroups

Financial Literacy and socio-economic
subgroups

Total Sample
SEIFA classificaton (Index of Relative Socio- :
economic Disadvantage) 1

SEIFA group 1 (greatest disadvantage) :

SEIFA group 2

SEIFAQGIOUP 3 .ottt ) !

SEIFAGIOUD 4 ...t ) !

SEIFA group 5 (least disadvantage)

Current occupation type
Upperwhitecollar ..............oooiiiiiiiiiiiiii . 1
Middle/lower white collar

Upper blue collar
Lower blue collar
Current main activity \
Paid work
Home duties
Student
Retired
unemployed ..o 1

Main source of income !
Salary, wages or business income
Goverment benefit or payment

Retired, government benefit
Retired, other source ofincome ......................... !

2008
Subgroup
Mean FLS

83.1

[%5!5]
80.7
84.9
82.9
87.6

945
87.1
83.6
76.5

89.8
76.7
73.6
726
66.7

88.9
67.2

66.0
81.8

Financial Literacy and socio-economic
subgroups

Total Sample

Gross annual household income
Lessthan $25,000 .......covieniriiii i
$25,000-$57,999
$58,000 -$79,999
$80,000 -$99,999
$100,000 -$149,999
$150,000 or more
Estimated value of all savings and investments
Less than $2,000
$2,000-$19,999
$20,000-$99,999
$100,000-$499,999
$500,000 or more
Internet access

Respondents aged 18-54 years
Accessinternet atall

Don'tuse internet

Respondents aged 55 years and over
Accessinternet atall

Don'tuse internet

2008
Subgroup
Mean FLS

83.1

68.1
77.1
89.5
90.1
92.1
973

67.2
80.7
87.3
929
97.7

86.2
68.0

88.7
62.7

Base: Total sample within each subgroup

Financial literacy scores were lower amongst the unemployed (66.7), those whose main
source of income was a government benefit or payment (67.2), those with less than $2,000
in savings and investments (67.2), those with household incomes of less than $25,000 per
annum (68.1), those from areas exhibiting the greatest socio-economic disadvantage
(SEIFA group 1 - 75.5) and those who do not use the internet.

A cautionary note

It should be noted that the preceding discussion focuses on biases towards high or low

levels of financial literacy within subgroups.

particular subgroup have a high (or low) level of financial literacy.

It does not imply that all members of a

For example, on average those with household incomes below $25,000 had lower financial
literacy scores (mean FLS of 68.1) than those with household incomes of $150,000 or more

(mean FLS 97.3).

Nevertheless, 19% of people with household incomes below $25,000

had financial literacy scores which were in the top 40% of the population and 7% had
scores in the top 20%. So, although a large proportion of those with household incomes
below $25,000 did have relatively low financial literacy scores (62% had scores in the
lowest 40%) this is not true for all members of this low household income group.

Conversely, 6% of those with household incomes of $150,000 or more had financial literacy
scores which fell in the lowest 20% of the population.

The Social Research Centre
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2.4 Financial literacy and behaviour

This section of the report describes some of the key behavioural differences between
respondents with relatively high (quintile five) and those with relatively low (quintile one)
financial literacy. Table 2.4a compares the use of various sources of financial information
and advice by these two quintiles. In looking at the results, it should be kept in mind that
socio-economic factors can influence a person’s need for financial services and information.
For example, those with household incomes below $25,000 per annum would perhaps be
less likely to need the services of a financial planner than those with household incomes of
$150,000 or more. With that in mind, we note the following:

= Members of quintile five were significantly more likely than those in quintile one to
have read such financial publications as the financial sections of newspapers and
magazines (63% versus 22%), books and other publications dealing with financial
matters (44% versus 13%) and finance industry publications (44% versus 13%).

They were also more likely to have visited financial websites (46% versus 12%)
and to have attended seminars on financial topics (23% versus 8%).

Table 2.4a Financial literacy and use of advisory/information sources
Literacy Quintile
. . . Total Quintile Quintile
Financial Literacy and BEHAVIOUR Sample One Five
% % %
Self-education I I
Base: Total Sample 1 (1=3500) 1 (n=690) (n=676)

Publications/Seminars used in last 5 yrs ! !

ANY OfthesSe .. ... : 60 : 38 81
Financial sections - newspapers/magazines ............ : 42 : 22 63
Books/other financial publications ..................... E 26 E 13 44
Internetfinance sites ............ ... i ! 27 i 12 46
Finance industry publications . . ....................... ! 27 ! 13 44
Government finance publications . ..................... y 23 ) 12 34
Community organisation publications . ................. y 12 y 10 16
SEMINAIS ...ttt ettt et : 15 : 8 23

Financial advisers/specialists used : :

Used any of these sourcesofadvice . ..................! E 85 E 73 93
Used a financial management/planning specialist. . ...... : 64 i 43 80

Anaccountant ......... .. ! 45 ) 29 63
Taxspecialist ............ ... .. i | 26 ' 16 32
Financial planner/adviser . ........................ ' 34 ' 21 50
AMONGage BroKer .........ouue i, : 18 : 7 25
Aninsurance broker ........ .. .. i : 12 : 5 19
Astock broker ... E 10 E 5 14
Bank manager/femployee .......... ... ... ... .. ... ! 39 ; 30 45
Family/ffriiends . ... ! 47 y 39 53
Centrelink financial information service officers .......... | 11 ' 16 7
Use of ratings agencies/organisations E E
Base: Total Sample ! (n=1,205) ! (n=238) (n=237)

Eitherofthese ...... ... ... i i i ' 23 } 12 35
Financial products rating agency ...................... y 6 : 3 15
An organisation like the Australian Consumers' : :

Association or their magazine " Choice" .............. E 19 E 11 24

The Social Research Centre
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= Members of quintile five were also significantly more likely than members of quintile
one to have obtained financial advice from various people, particularly specialists in
financial management and planning such as accountants (63% versus 29%), tax
specialists (32% versus 16%) and financial planners/advisers (50% versus 21%).
The only source of advice members of quintile one were more likely to have used
was a Centrelink financial information service officer (16% versus 7% of quintile
five).

= Quintile five members were also more likely to have used product rating agencies
and organisations than were members of quintile one (35% versus 12%).

Table 2.4b compares quintiles one and five on several other financial behaviours which
might be expected to show some association with financial literacy. From this table it can
be seen that members of quintile five:

=  Were more likely to have taken steps to minimise their everyday banking fees; and

= Were more likely to comparison shop when taking out financial products such as an
everyday banking account, a mortgage or other type of loan or an insurance policy.

Table 2.4b Financial literacy and other financial behaviour
Literacy Quintile
. ial Li d Total Quintile Quintile
Financial Literacy and BEHAVIOUR Sample One Five
% % %
Steps taken to minimise everyday banking fees E
Base: Total Sample : (n=1,176) (n=230) (n=226)
None /Can't say whatstepsaretaken................... : 19 32 9
Take some stepsto minimisefees...................... | 81 68 91

I
Comparison shopping for new financial products :
Shop around "at all" for the following products :
1
Base: Have arranged an everyday banking account 1+ (n=1,065)
1
1
1
1
1
1

(n=202) (n=211)

Everyday banking account ............... ... ... ..... 65 49 77
Base: Arranged mortgage on home/investment property (n=1,279) (n=125) (n=349)

Mortgage . ...t ' 73 59 80
Base: Have arranged insurance policy | (n=1,052) (n=178) (n=216)

INSUNANCE . ... e : 75 56 87
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2.5 Financial literacy and ownership of financial products

Finally this section provides an overview of financial product ownership by members of
quintile one and quintile five. As shown in Table 2.5a:

= Members of quintile one were less likely than those from quintile five to hold a high
interest savings account such as a cash management account, bonus saver or on-
line savings account (29% versus 60%). However, they were no less likely to have
a term deposit and, while slightly lower than for quintile five, 95% held an everyday
savings account (and 97% have either an everyday account or a high interest

savings account - that is, an account that can be used for transacting purposes)

Table 2.5a Financial literacy and ownership of financial products

Financial Literacy and Financial Product
Ownership

Transacting and Deposit accounts

Termdeposit. .....coovvviieiii e
Investments

Investmentpropenty ..........cooovveiiiiiiiienn.n.
Other investments (eg: debentures, bonds, etc) ...............
Base: Allaged 55 years or over

Loans/Credit products
Mortgage onownhome .............ccoiiiiiiiiiiii i

Personalloan ............coviiiiiiiiiiiin

Homeequityloan ............cccooiiiiiiiiiiiniienienns
Marginloan ........oooveiiiiiii
Equityreleaseproduct ...
Creditcard ..........ccoiiiiiiii e
Storecard ...

Insurance
Private healthinsurance .................ccooiiiiiiiiiiininnn,
Lifeinsurance .............cooiiiiiiiiiiiiiiie,

CoNtENtS INSUFANCE .. ii ittt et eiieeaes

Buildinginsurance ...
Base: Own/Buying a motor vehicle

Comprehensive motor vehicle insurance
Third party motor vehicle insurance only

Base: Total Sample

Ordinaryor everydayacCount.............cooveveneeennnennnnn..
High interestsavings acCcount..............ooveveiniernnneennnn..

Managed investments other than superannuation.................

Retirementincome stream product...............cooviieeiea.

Mortgage oninvestment Propemty ............eeeeveirvneeeeeanns

Line of creditoroverdraft ............coviiiiiiiiiiiia
Lease or hire purchaseagreement ...............covvviinnnn.n.

Income protectioninsurance ...

Total

Sample
%
(n=3,500)

97
46
20

76

10

38

20

19

4
(n=1303)

20
(n=3,500)

34
11
17
14
9
7

65
13

55
34
(n=3413)
74
(n=2579)
80
(n=2804)
87
10
(n=1434)
30

Literacy Quintile

Quintile

One
%
(n=690)

95
29
20

45
6
23
14
11
2
(n=366)
13
(n=690)

39
21
(n=660)
60
(n=440)
70
(n=462)
79
14
(n=157)
16

Quintile

Five
%
(n=676)

98
60
21

98
16
54
27
28
5
(n=189)
28
(n=676)

48
18
17
18
11
12

81
13

72
49
(n=665)
88
(n=562)
88
(n=591)
93

(n=387)
35
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= Members of quintile one were less likely to have investments than were members
of quintile five. Nevertheless, six percent of quintile one reported having a self-
managed superannuation fund, less than for quintile five (16%) but still
representing around 1% of the total adult population

= With the exception of store cards and equity release products such as reverse
mortgages and shared appreciation mortgages, members of quintile one were less
likely than those from quintile five to make use of debt products such as mortgages,
other loans and credit cards

= They were also less likely to have insurance with:

0 Only 60% of those who either owned their home outright, were paying it off or
were renting the home they live in having contents insurance;

0 Seventy percent of those who either owned their home or who were purchasing
it had building insurance; and

0 Amongst quintile one motor vehicle owners, 79% had comprehensive vehicle
insurance (versus 93% of quintile five motor vehicle owners). However, they
were more likely than members of quintile five to have third party vehicle
insurance instead (14% versus 6%) and, as a result, were only slightly less
likely than those in quintile five to have at least some form of motor vehicle
insurance suggesting the need for vehicle insurance beyond the compulsory
component is both widely understood and acted on.
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Section 3 Use and Understanding of Payment and Transacting Methods

3.1 Introduction and key findings

This section of the report examines the community’s use and understanding of various
transaction methods used when paying for goods and services.

The understanding and use of transaction methods is important as those with greater
knowledge of, and access to, the financial transacting system are more likely to achieve
efficient and cost-effective outcomes when paying for goods and services.

Conversely, consumers with limited knowledge and access to the system may be
disadvantaged in terms of transaction costs and personal convenience.

Key findings

= Since 2002 there has been significant growth in the use and understanding of electronic
transaction methods. In particular, there have been increases of 23 percentage points
in the use of internet banking (to 51%), 16 points in the use of BPay (to 52%) and 14
points in the use of direct debit (to 64%).

However, people with lower financial literacy scores (members of quintiles one and two)
make considerably less use of electronic transacting methods than do those whose
financial literacy scores are in the top 40% of the population. This appears to be at
least partly age related as those aged 70 years or more, (who are over-represented in
the lower financial literacy groups), make significantly less use of all electronic
methods. Socio-economic factors appear less of an issue although there is evidence of
less use of internet banking, BPay and phone banking amongst those 18-54 year olds
whose household income is less than $25,000.

= Methods of payment where the incidence of use by those from quintile one is either
higher than or at the same level as those from quintile five included money orders,
layby and loans from family or friends or from payday lenders.

The Social Research Centre
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3.2 Use and understanding of methods of payment/transacting

All respondents were asked if they used the methods of payment and transacting listed in
Table 3.2a to pay for goods and services. For any method that was not used, respondents
were subsequently asked if they knew how to use it with the total results for those who
either used or knew how to use each method shown in Table 3.2c.

Current use of payment/transacting methods

Almost all respondents (92%) said they used cash with well over half also reporting
the use of ATMs (80%), EFTPOS (76%), credit cards (65%) and direct debit
payments (64%). In addition, just on one in two respondents said they used BPay
(52%) and internet banking (51%).

Methods used by relatively few respondents included loans from family or friends
(10%), store cards (13%), money orders (20%) and layby (25%).

Changes evident since 2002 include increased use of most electronic methods of
payment and transacting, particularly internet banking (up 23 points from 28% to
51%), BPay (up 16 points to 52%) and direct debit (up 14 points to 64%) and, to a
lesser extent, ATMs (up 7 points to 80%) and EFTPOS (up 5 points to 76%). There
was also a slight increase (up 3 points to 38%) in the use of loans from financial
institutions to pay for goods and services.

Decreases were evident in the use of cheques (down 7 points from 46% to 39%),
telephone banking (down 4 points to 32%), probably the result of competition from
internet banking, and cash (down 4 points to 92%).

Table 3.2a Methods of payment/transacting used by respondents
Methods currently used
Methods of payment/transacting 2002 2005 2008
Base: Total sample (n=3548) (n=3513) (n=3500)
% % %
1 1
I'd like to talk about ways of paying for goods and services. s '
Which of the following payment methods do you use? ! '
1 1
CaSh L et ' 96 95 ' 92
Electronic transacting E E
ATM S £ 78 | 80
EFTPOS . .ottt e P71 74 . 76
DIECE DIt . .. ..o » 50 60 1 64
1 1
BPaAY . . ! 36 46 : 52
Internetbanking . . ...t . 28 40 ; 51
Telephone banking . .. ... ! 36 36 ! 32
Credit cards and loans : :
1 1
Creditcard . ...... ... i e . 64 68 | 65
Loans from financial inSHUtioNs . . . .. .....o.oeee e . 35 36 38
SHOIE CAM . ..ottt e i 15 16 . 13
1 1
Loans from familyffriends ............... ... ! na na | 10
Payday I0ans . . ... ... E na na E 2
Cheques, layby and money orders . |
CREAUE - - oo e 46 as 1 39
LAY DY L ! 27 27 : 25
MONEY OFUEI . ..ottt ettt e e e e e e e . 20 21 ! 20
1 1
Prompted question, multiple responses allowed.
Use of loans from family or friends and payday lenders were asked for the first time in 2008.
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Use of payment and transacting methods by population subgroups

There were differences between demographic and socio-economic subgroups in the use of
transacting and payment methods. These included the following.

Electronic methods

For the most part, differences in the use of electronic payment and transacting methods
were associated with the age of the respondent. Thus:

Use of ATMs and EFTPOS was higher amongst those aged under 45 years (88%
for both channels) than it was amongst those aged 45 years or over (72% for ATMs
and 66% for EFTPOS). Use of both these channels was particularly low amongst
people aged 70 years or over, 52% of whom used ATMs and 39% used EFTPOS.

Internet banking was also used more often by under 45's (67%) than by those
aged 45 years or over (36%). Females aged 70 years or over were the people
least likely to use internet banking - only 5% reported doing so, significantly less
than the 21% of males in this age category who said they used internet banking.

Direct debit and BPay both saw the age of users shift to a slightly older
demographic. Those aged 18 to 24 years, who might be expected to make less
use of these channels to pay bills for household utilities and services, were less
likely than average to say they used either direct debit (54%) or BPay (38%).
People aged 25 to 44 years were the most likely to use BPay (67%) while use of
direct debit was high across a relatively broad age range of 25 to 59 years (71%).

Use of telephone banking was comparatively high across the broad age range of
25-59 years (37%). However, people of this age were still significantly more likely
to use internet banking (60%). By contrast, those aged over 60 were just as likely
to use telephone banking (23%) as they were to use internet banking (21%).
These results suggest that, as the population ages, the preference for internet
banking amongst younger people is likely to see the use of phone banking decline
further in the future.

Credit/store cards and loans

Use of credit and store cards also appeared to be driven by respondents’ age (and related
to this, differing transaction volumes) but also by level of income (and related to this, the
ability to qualify for a card). Thus:

Reported use of credit cards was lowest amongst 18-24 year olds (32%) and
those aged 70 years or over (57%). People with annual household incomes of less
than $58,000 were also less likely to be using a credit card (54%).

Store cards were a little different in that there was some degree of gender bias in
their use. Females (16%) were more likely to use these cards than males (10%),
particularly females aged 35 to 69 years (18%). However, there was no clear
association between household income and the reported use of store cards.

Loans from financial institutions were most likely to be used by people aged 25
to 49 years (49%) and people with household incomes of $80,000 or more (55%).
Males (41%) were also slightly more likely than females (35%) to report using a
loan from a financial institution to pay for goods and services.

Loans from family or friends were most likely to be used by younger people aged
18-24 years (25%) and, to a lesser extent, those aged 25-34 years (14%).

Other methods of transacting/paying for goods and services

Subgroup results for the four other methods of payment (cheque, money order, layby and
payday loans) were as follows:

Use of cheques was most likely to be reported by older people (53% of those aged
45 years or over versus 24% of under 45's), particularly those aged 45 years or
more who had annual household incomes of at least $80,000 (61%) and who were
working in upper white collar occupations (62%).
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= Money orders were used most often by those living in areas of relatively high
socio-economic disadvantage (SEIFA groups 1 and 2 - both 26%) and those whose
schooling did not extend beyond Year 10 (25%).

= Reported use of layby was more prevalent amongst females (33%) than males
(18%), particularly those females who were less than 60 years of age (37%), who
were single parents (49%) but not those women working in upper white collar
occupations (24%).

= Use of payday loans was low (2%) with users most likely to be young (4%
amongst 18-24 year olds) and of relatively lower financial literacy (3% amongst
members of quintile one).

Use of payment/transacting methods and financial literacy

The relationship between methods used to pay for goods and services and financial literacy
is presented in Table 3.2b.

= No relationship was evident between financial literacy and the use of cash

= There was a broad trend of increasing use of electronic methods as financial
literacy increases. These methods were least likely to be used by members of
quintile one and most likely to be used by quintile five. However, BPay and internet
banking were the only channels where a significant difference existed in the level of
use between every quintile and the next. For other electronic methods,
differentiation was less marked with, for example, no significant difference evident
between quintiles three, four and five in their reported use of ATMs.

= There also appeared to be direct relationships between financial literacy and the
use of credit cards and loans from financial institutions. It should be kept in mind
however that those with lower financial literacy scores also tended to report lower
levels of income and consequently were less likely to satisfy eligibility criteria for
these products. Neither the use of store cards (no significant differences between
any of the financial literacy quintiles) nor loans from family and friends (most likely
to be used by members of quintile two) showed a clear relationship with financial

literacy.
Table 3.2b Methods of payment/transacting used and financial literacy
Financial Literacy Quintile
Methods of payment/transacting Total One Two Three Four Five
Base: Total Sample (n=3500) (n=696) (n=682) (n=710) (n=740) (n=672)

% % % % % %
Cash .. ! 92 | 93 92 93 92 93

Electronic transacting : :
ATMS .o . 80 . 70 79 83 83 86
EFTPOS ©viee oo . 76 | 63 75 79 80 84
Direct Debit ... ... ! 64 | 48 59 67 70 75
Bpay ... : 52 : 31 42 54 64 70
Internet Banking . ............. .. ........] : 51 : 26 41 54 63 70
Telephone Banking ...................... 1 32 1 21 27 34 38 40

1 1

Credit cards and loans : :
Credit cards .. .....o.ovviiiiii ) 65 |, 48 51 65 78 81
Loans from a financial institution . ........... Y 38 i 22 27 41 46 54
Storecards . ... : 13 : 12 13 13 15 13
Loans from family or friends . .. ............. | 10 10 15 11 8 7
Paydayloans ............. ... ... ... . ... : 2 : 3 2 2 <1 1

Cheques, layby and money orders ) i
ChEQUES .« + v e oo .39 32 34 38 42 50
LaYDY © oot | 25, 24 31 27 23 22
Moneyorders ........... ... ... ... | 20 i 25 24 20 18 16
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Cheques were more likely to be used by those with higher financial literacy scores
while those with lower scores were the most likely to use money orders.

The use of layby peaked amongst members of quintiles two and three and was
lowest in quintile five. There was no clear relationship, suggesting that factors
other than financial literacy (perhaps socio-economic factors) are more important
influences on whether or not this method of payment is used.

Payday loans were slightly more likely to be used by members of quintile one (3%).
However, use of these loans was evident amongst a few members of quintile five.
This issue is discussed further in Section 6.2 later in this report.

Understanding of payment/transacting methods

Table 3.2c presents results from the follow-up question which asked respondents if they
knew how to use each of the payment and transacting methods which they did not currently
use. As shown:

More than 80% of respondents either used or knew how to use ATMs, EFTPOS,
credit cards, cheques, direct debit, layby and money orders.

Slightly fewer, but still a substantial majority used or knew how to use BPay,
telephone banking, financial institution loans, store cards and internet banking;
while

Fifteen percent used or knew how to use payday loans.

Table 3.2¢ Methods of payment/transacting respondents either use or know how to use
Methods either currently
used or know how to use
Methods of payment/transacting 2002 2005 2008
Base: Total sample (n=3548) (n=3513) (n=3500)
% % %
NET of actual use and responses to the question: , :
What other payment methods do you know how to use, even if \ :
you don't use them yourself? (Read out those not being used) ' :
Electronic transacting ! !
ATV p91 922 . 94
EFTPOS . . ..ottt T 89 0 1+ 91
Directdebit. ... ..o ] ! 78 83 : 87
B} 50000000000000000000000000000306000000000 000050000a0000aa0C . 60 68 ! 72
Internetbanking . ........ ... i n 52 62 | 69
Telephone banking .......... ... i 2 68 71 | 72
Credit cards and loans E E
Credit Card . . ..ottt et . 89 92 . 92
Loans from financialinstitutions . . .. .......... .. oo i ' 71 72 : 71
1 1
SHOrE Card ...ttt e k 71 71 i 69
Payday loans . ... ! na na ! 15
Cheques, layby and money orders : :
1 1
E@EB acooo0c0aacaannsaaaansonconooaaaaaaaaan a60000a0000000000 ! 91 90 ! 88
LAY Y vt . 83 83 | 83
MONBY OFAET . . o\ttt e e e e . 82 82 | 83
1 1
Prompted question, multiple responses allowed. It was not considered appropriate to ask respondents if
they knew how to use cash or loans from family or friends.
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Section 4 Reported Money Management, Budgeting and Planning
Behaviour

4.1 Introduction and key findings

This section examines respondents’ reported behaviour in terms of their money
management and budgeting behaviour. Specifically, attention is given to:

= Responsibility for money management within the household,

= People’s management of their current financial situation including attitudes and
behaviour with respect to saving, budgeting and financial planning, steps taken to
minimise fees on everyday banking activities and the ability to deal with a major
loss of income, and

= Sources of general financial information and advice that people use.

Key findings

Money management and budgeting

Responsibility for household financial management

=  68% of respondents lived in a household where just one person was responsible for its
financial management while 27% lived in a household where this responsibility was
shared.

= Not all those responsible for financial management exhibited high levels of financial
literacy. In particular, single people and single parents who were responsible for their
household’s financial management had mean financial literacy scores (females mean
FLS 74.6; males mean FLS 80.9) which were below the mean FLS of 83.1 for the total
sample.

Saving

= Compared to 2002, a higher proportion of respondents in the 2008 survey said they try
to save on a regular basis - up from 67% to 72%. This figure rose to 80% amongst
those with household incomes of $150,000 pointing to the importance of financial
capacity as a factor in reported attitudes towards saving.

By contrast, 10% of respondents said there’s no point trying to save because there’s
never enough money, a figure which rose to 20% amongst those whose annual
household income was less than $25,000.

From a financial literacy perspective, those in quintiles four (76%) and five (86%) were
most likely to say they try and save on a regular basis compared with 59% of those in
quintile one.

Budgeting
= Insofar as attitudes towards household budgeting were concerned:

0 74% of respondents disagreed they have problems setting money for aside major
financial outlays while 24% agreed they have problems doing this. The proportion
who agreed they have problems rose to 40% amongst those with household
incomes below $25,000 and to 34% amongst members of quintile one.

0 84% of respondents disagreed they spend all of their income as soon as they get it
and don't really plan for the future. Fourteen percent agreed with this statement, a
figure which rose to 24% amongst those with household incomes below $25,000
and 23% amongst members of quintile one.

0 76% of respondents kept a close eye on their household and personal expenses
with 30% using written records for this purpose. Around one in four (23%)
respondents did not keep a close eye on their expenses with males under 35 years
of age (34%) and members of quintile one (32%) the most likely to be in this
situation.
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Overall, these results suggest that attitudes to household budgeting are influenced by
financial literacy, age and socio-economic factors such as household income.

Planning

= Attitudes towards the importance of having long and short-term financial plans
appeared to be influenced by financial literacy, family situation, mortgage debt and
financial capacity.

0 There was substantial agreement from all respondents with the importance of
having both short-term (84% agreed or agreed strongly) and long-term (87%
agreed or agreed strongly) financial plans.

0 Strong agreement with the importance of having a long-term financial plan was
most evident amongst males with a partner and children living at home (48%
strongly agreed), males with substantial debt (58% of those with a mortgage of
$300,000 or more strongly agreed) and those males with some financial capacity
(53% of those with household incomes of $100,000 or more strongly agreed).
Strong agreement with the importance of having a short-term financial plan was
above average amongst all people with mortgages of $300,000 or more (31%) and
people with household incomes of $100,000 or more (30%).

o In addition, agreement with the importance of long-term and short-term financial
plans was significantly higher amongst those with higher financial literacy scores -
amongst members of quintile five, 54% strongly agreed with the importance of long-
term planning (versus 24% of quintile one) while 34% strongly agreed it is important
to have a financial plan for the short-term (versus 16% of quintile one).

Management of fees

= Most respondents (81%) took one or more steps to minimise the fees associated with
their everyday banking activities. At the same time, 19% took no steps to do this, a
figure which rose to 32% amongst members of quintile one and was also significantly
above average amongst respondents aged 70 years or over (28%).

Control of current financial situation

= 77% of respondents felt they were in control of their financial situation all or most of the
time, 18% fluctuated in and out of control and 4% felt out of control all or most of the
time. Families with household incomes of less than $58,000 (45% of single parents
with this income and 37% of couples) and those with significant mortgage commitments
relative to their income (31% of those with a mortgage of $300,000 or more and an
annual household income of $100,000 or less) were the most likely to feel their financial
situation fluctuated or was out of control all or most of the time.

Financial literacy was also a factor here with 28% of those in quintile one feeling their
financial situation at best fluctuated in and out of control versus 15% of quintile five.

Financial sustainability

= 24% of respondents disagreed they could manage for a period of time if they had a
major loss of income, slightly more than in the two previous surveys. Families (39% of
single parents, 23% of couples with children), people with household incomes below
$25,000 (38%) and those with less than $2,000 in savings and investments (51%) were
the most likely to disagree with this statement.

Those in financial literacy quintiles one (28%) and two (29%) were also more likely to
disagree than were those from quintile five (14%).

General financial information and advice

= Use of most sources of financial information and advice was higher amongst those from
the higher financial literacy quintiles and lower amongst those from the lower quintiles,
although it should be kept in mind that those in the lower quintiles may have less need
to use services of this type. Nevertheless, 62% of quintile one did not use any of the
information sources tested in this research (versus 19% of quintile five), 25% did not
use any source of personal financial advice (versus 6% of quintile five) and 12% of
quintile one had used a ratings agency to compare financial products versus 35% of
quintile five.
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4.2 Reported Money Management and Budgeting Behaviour

4.2.1 Responsibility for money management in the household

All respondents were asked who was responsible for money management in their
household. This was a prompted question where the response alternatives were read out
to respondents. Results for the total sample were similar to those obtained in 2005% with
responsibility allocated as follows.

= Solely to the respondent - 59% versus 57% in 2005
= Solely to the respondent’s partner - 9% versus 7% in 2005

= Shared jointly between the respondent and their partner - 27%, slightly lower than
the 31% reported in 2005, and

= To another person such as another family member — 5% in both 2008 and 2005.

As might be expected, for people living in single person households the respondent was
almost always the person responsible for financial management although in 2% of cases,
some other person did have this responsibility.

Perhaps of greater interest is the situation of people living in couple households. As shown
in Figure 4.2.1a:

= For 2% of these people, management of finances was undertaken by another
family member or other third party

= 45% shared the responsibilities jointly, while

= For 53%, one member of the couple took sole responsibility for financial
management (38% the respondent and 15% the respondent’s partner).

Figure 4.2.1a Responsibility for household financial management in couple households

100

75

53
50 45
38
25
15
2
0
Selfonly Partner only Net One member of Jointresponsibility Other family
household member/person

Base: All respondents living in couple households (n=2080)
Question: Who is responsible for money management in your household? (Prompted question)

% This question was not asked in the 2002 survey.
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Analysis of responsibility for financial management by gender showed that:

Of all female respondents, 65% had sole responsibility for their household’s
financial management, 24% shared this responsibility with their partner and for 11%
the responsibility lay with their partner or some other person.

Of all male respondents, 52% had sole responsibility, 30% shared the responsibility
and 18% did not have any responsibility for the financial management of their
household.

Thus, females (65%) were more likely than males (52%) to have sole responsibility
for the financial management of their household.

Taking this analysis one step further, Table 4.2.1a examines the financial literacy levels of
household financial managers by gender.

It is evident that:

The mean financial literacy score of those with sole or joint responsibility for
household financial management was slightly higher than for the total sample (84.5
versus 83.1).

Male financial managers had a higher mean FLS than did females (87.5 versus
81.8). This applied to each of the categories shown in the table - that is, the mean
FLS for females who had sole financial responsibility in single person, single parent
or shared person households (74.6) was lower than for the corresponding group of
males (80.9) and so on.

Finally, while those in couple households had above average FLSs, both males and
females living in single person, single parent or shared households had FLSs that
were well below the total sample average. In fact, 52% of females living in this type
of household fell into either quintile one (28%) or quintile two (24%). Typically
these quintile one or two females were older (51% were aged 55 years or over,
31% were aged 70 years or over) with relatively low household incomes (80% less
than $58,000, 33% less than $25,000).

Table 4.2.1a  Financial literacy and household financial management by gender
Financial Literacy and management of the
household finances 2008
Subgroup
Mean FLS
Total Sample ........ ... E 83.1
All sole or joint household financial managers ................... 84.5

Household financial manager s ...

Female, sole orjointmanager................ ... ..ot 81.8
Sole manager in a single/single parent/shared household . ........ E 74.6
Sole manager in a couple household . ........................ ; 89.1
Joint manager in a couple household . ........................ E 87.0

Male, sole orjointmanager. ...t E 87.5
Sole manager in a single/single parent/shared household . ........ E 80.9
Sole manager in a couple household . ........................ E 925
Joint manager in a couple household .. ....................... E 91.1
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4.2.2 Saving and budgeting - attitudes and behaviour

This section reports on a series of questions designed to assess respondents’ attitudes and
self-reported behaviour in relation to saving, budgeting and money management.

Self-reported saving behaviour

Respondents were asked which of the four statements shown in Table 4.4.2a about saving
best applied to them. As shown in this table:

Most respondents (72%) reported trying “to save on a regular basis if | possibly
can”. Further, since 2002 there has been an increase (from 67% to 72%) in the
proportion of respondents who felt this way. As discussed earlier in Section 2.2,
those with higher levels of financial literacy were more likely to feel this statement
applied to them - 86% of those in quintile five versus 59% of those in quintile one.

It should also be noted that those with lower financial literacy scores were more
likely to feel statements such as “there’s no point trying to save because there’s
never enough money” (15% of quintile one versus 4% of quintile five) and “saving is
not something | need to do” (12% of quintile one versus 4% of quintile five) applied
to them.

From a demographic perspective:

0 Those aged 18-24 years were more likely to say they “save only when they
want to save up for something big or special” (21%), while

o People aged 60 years or over were the most likely to feel “saving is not
something they need to do” (14%).

0 Those who felt “there’s no point trying to save because there’s never enough
money” was the statement which best applied to them were over-represented
in SEIFA group one (13%), that is in the group exhibiting the greatest level of
socio-economic disadvantage. In line with this, single parents (20%), those
with household incomes of less than $25,000 per year (20%) and those for
whom government payments was their main source of income (17%) all had an
above average proportion of people who felt this statement was the one which
applied to them best.

Table 4.2.2a  Self-reported savings behaviour
Survey
Self-reported savings behaviour 2002 2005 2008
Base: Total Sample | (n=3548) | (n=1756) | (n=3500)
% % %
Which one of the following statements best applies to you? ' ' '
I try to save on a regular basis if | possiblycan. ........... ... .. .o E 67 E 69 E 72
| save only when | want to save up for something big or special . ................ E 12 E 10 E 10
There's no pointin trying to save because there's never enough money.........! E 11 E 11 E 10
Saving is notsomething Ineedtodo............... ... E 8 E 8 E 7
(CENMEEY Ao nnboananoo0nsa0a0000060000000060000000060000000060000000060000 b : 2 E 2 E 1

Prompted question, multiple responses allowed.
Base: A randomly selected subset of all eligible respondents in 2005, all eligible respondents in 2002 and 2008.
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Budgeting attitudes and behaviour

Attitudes and behaviour towards budgeting are presented in Table 4.2.2b. Here
respondents were asked to state how strongly they agreed or disagreed with two
statements “| have problems setting money aside for major financial outlays” and “I spend
all of my income as | get it and don't really plan for the future”. They were also asked which
of the four descriptions shown in Table 4.2.2b best described the “extent to which you
control your regular household/personal expenses”.

For the first statement, “I have problems setting money aside for major financial outlays”:

Most people (74%) disagreed they have problems doing this while around one in
four (24%) agreed with the statement. There has been no significant change in the
levels of agreement and disagreement since 2002.

Agreement with this statement was above average (30%) amongst members of
SEIFA group one, (that is those with the greatest level of socio-economic
disadvantage). In keeping with this, agreement was also well above average
amongst those with household incomes of less than $25,000 per year (40%), single
parents (40%) and those whose main source of income was government benefits
(38%).

Those in financial literacy quintiles one (34%) and two (29%) were also more likely
to agree with this statement.

Table 4.2.2b  Attitudes towards budgeting
Survey
Attitude to budgeting 2002 2005 2008
Base: Total Sample (n=1767) (n=1756) (n=3500)
% % %
| have problems setting money aside for major financial outlays : : :
SONGlYy AQree . . . . o : 5 : 5 : 6
AT . o : 21 : 19 : 18
Net: " AGree" L o : 26 : 24 : 24
DISAgIEE . o o\ttt E 52 E 53 E 46
Strongly disagree . . . . ... : 21 : 22 : 28
Net: " DiSaAgre . o o : 73 : 75 : 74
CaN T SAY .« . o o : 1 : 1 : 2
I spend all of my income as | get it and don't really plan for the future : : :
SHONGIY Q0T . . . o : 4 : 2 : 3
(A¢[{E a0 an0a0ananannnnonbaba00000006bAbG0GNNG0B0B00EAAGA0AGAA D : 12 : 12 : 11
Nt AGIEe L o : 16 : 14 : 14
DISAgree . . . ... : 47 : 49 : 41
Strongly diSagree . . . . .. : 36 : 35 : 43
Net: " DisSagree” . . . : 83 : 84 : 84
CaNt SAY . . . E 1 E 2 E 2
Which one of the following best describe the extent to which you E E E
control your regular household/personal expenses f | |
I don't keep an eye on expensesatall. . ........ ... .. ... E 3| E 5 E 5
I keepmyeyeonexpensesabit............. ... ... . L : 20 : 19 : 18
Without keeping written records | keep a fairly close eye on expenses. .. ...... 1 47 1 44 1 46
| use written records to keep a close eye on eXpenses . . .. ................ : 29 : 32 : 30
CaAN'ESAY. .« . oot e " 1 : - : 1
1 1 1
Prompted question.
Base: A randomly selected subset of eligible respondents in 2002 and 2005, all eligible respondents in 2008.
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For the statement, “I spend all of my income as | get it and don't really plan for the future”:

84% of respondents disagree while 14% agree with this statement. Again, there
has been no significant change since 2002 in levels of agreement and
disagreement.

Members of quintiles one (23%) and two (17%) were the most likely to agree with
this statement while those from quintiles four (10%) and five (5%) were the least
likely to do so.

For the extent of control over expenses:

The great majority (76%) continue to feel they keep a close eye on expenses with
30% using written records for monitoring purposes. Once again, there have been
no significant changes since 2002 in the way in which people feel they manage
their expenses

Younger males (under 35 years of age) were the least likely to say they keep a
close eye on expenses (66%) as were males currently working in lower blue collar
occupations (62%) and both males and females whose partner had sole
responsibility for managing the household finances (68%). Females aged 45 to 69
years were the most likely to say they keep a close eye on expenses (84%).

Attitudes towards the planning of finances

Results

for two statements measuring people’s attitudes towards their perceived personal

need for planning their finances are summarised in Table 4.2.2c.

Most respondents agreed with the importance of having both long-term (87%) and
short-term (84%) financial plans.

In addition, there has been a significant increase since 2005 in the proportion of
respondents who “strongly agree” it is important to have both long-term (up from
31% to 39%) and short-term (up from 23% to 26%) financial plans.

There is a evidence of a strong relationship between financial literacy score and
agreement with both statements (long term plan — agreement 24% quintile one
versus 54% quintile five; short term plan — agreement 16% quintile one versus 34%
in quintile five).

Table 4.2.2c  Attitudes towards financial planning
Survey
Attitudes to financial planning 2002 2005 2008
Base: Total Sample (n=1767) (n=1756) (n=3500)
% % %
1 1 1
Itis important to me to have a long-term financial plan 1 1 1
1 1 1
SONGIY AQTEe . . . o o 1 38 1 31 1 39
1 1 1
AT . o o 1 54 1 53 1 48
1 1 1
Net: " AGrEE" L o 1 92 1 84 1 87
DISAGIEE . . o\ttt : 5 : 12 : 9
1 1 1
Strongly disSagree . . . ... 1 2 1 2 1 2
1 1 1
Net: "Disagree” . ... ... 1 7 1 14 1 11
CaNT SAY .« . v ot : 1 : 2 : 2
1 1 1
It is important to me to have a financial plan for the short-term ' | '
SO EEB 0 aaoaacacaanaanaacacaanaanaasacaanaanaaaaaaanaanaas . 25 23 26
AGIEE et ! 61 : 60 ) 58
Nt A R . ottt . 86 : 83 ) 84
DISAGIEE . . . o ot ettt ! 12 : 14 ) 14
Strongly diSagree . . ... : 1 : 1 : 1
Net: " DiSagrEe . o o : 13 : 15 : 15
CaN't SAY .+« v vttt : 1 : 2 : 1
] 1 1
Prompted question.
Base: A randomly selected subset of eligible respondents in 2002 and 2005, all eligible respondents in 2008.
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= Looking at other demographic and socio-economic subgroups, males (42%) were
more likely than females (37%) to strongly agree with the importance of having a
long-term financial plan. This applied particularly to the following groups of males —
those who have a partner and children living at home (48%), those who have a
mortgage of $300,000 or more (58%) and those with a household income of
$100,000 or more (53%)

= Strong agreement with the importance of having a short-term financial plan was
highest amongst all people with a mortgage of $300,000 or more (31%) and
people with household incomes of $100,000 or more (30%).
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4.2.3 Fee minimisation

All respondents were asked what steps they took to minimise the fees and charges relating
to their everyday banking. As shown in Table 4.2.3a:

= Since 2005 there have been increases in the proportion of people who mention
avoiding the use of foreign ATMs (27% versus 15% in 2005), in those using
electronic channels such as telephone/internet banking (12% versus 4% in 2005),
EFTPOS cash withdrawals (10% versus 4%) and in those minimising their use of
branches (9% versus 5%). There were also more mentions of avoiding credit card
fees - ensuring minimum monthly payments are made (up 4 points to 9%) and not
exceeding card limit (up 6 points to 6%) — avoiding overdrawn account fees (up 3
points to 3%) and allowing transaction account balances to fall below the minimum
needed to avoid low balance fees (up 4 points to 9%).

= Approximately one in five respondents (19%) were unable to describe any steps
taken to minimise everyday banking fees. Those with lower financial literacy
scores were the most likely to give this response (32% of quintile one versus 9% of
quintile five).

People aged 70 years or over were also more likely to be taking no steps to
minimise fees (28%).

Table 4.2.3a  Steps taken to minimise fees

Survey
Steps taken to minimise fees 2005 2008
Base: Total sample (n=1734) (n=1176)
% %
Management of transactions - number : |
Minimise the number of transactions | make permonth. ........................ E 17 E 17
Keeping the number of transactions | make to my monthly limit. . . ............... : 15 | 14
Make fewer but larger cash withdrawals. .. ..., E 9 E 12
Management of transactions - channel : :
Only use ATM's from the same bankasmyaccount. .......................... : 15 : 27
Minimise the number of branch visits . . ............. ... ... ... L E 5 E 9
Use telephonefinternet banking. . ... .......ooueeeuniee e, : 4 : 12
Withdraw cash when paying for other purchases. ............................. E 4 E 10
US€ EFTPOS/DEDIt CAI. . . . ..ttt ettt : 1 : 3
Management of credit card E E
Pay off monthly creditcard balance infull. .......... ... ... ... . ... : 12 : 12
Ensure minimum monthly payments are made on my creditcard. ............... E 5 E 9
Don'texceed liMitOn Credit Card . . ...........oouueeueeeeeeeeannn.. E na E 6
Type of transacting account : :
Use no feeffee eXxemptacCounts. .. ...ttt E 6 E 5
Keep at least the minimum balance inmy account. . ........................... : 4 : 9
Pay flat account fee which caps monthly charge. . ............. ... ... ... E 3 E 5
DoN't OVerdraw aCCOUNT . . . ...ttt e et : na : 3
Other steps taken E E
Shop around/Negotiate. . . .. ...ttt : 4 ' 4
Allother steps taken. . ... .. E 13 E 17
None/Don'ttake any/DON'tKNOw ......... ... E 22 E 19
Unprompted question, multiple responses allowed. Not asked in 2002. | |
Base: A randomly selected subset of eligible respondents in 2005 and 2008.
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4.2.4 Control of current financial situation

All respondents were asked which of the five statements shown in Table 4.2.4a best
described how they felt about their current financial situation. As shown in the table:

= Most (77%) felt in control of their financial situation either all (33%) or most (44%)
of the time. For 18%, the financial situation fluctuated between being in and out of
control while 4% felt it was out of control all (1%) or most (3%) of the time.

= Despite the less benign financial environment which currently prevails, none of
these results has changed significantly since 2005.

Table 4.2.4a Extent to which current financial situation is felt to be under control

Survey
Control of financial situation 2005 2008
Base: Total Sample (n=3513) (n=3500)
% %
Which one of the following statements best describes how you : :
generally feel about your current financial situation? ; :
Outofcontrol ALL ofthetime. ....... ... .. i : 1 : 1
1 1
Outof control MOST ofthetime. . .......... ... : 2 : 3
1 1
NET: OUL Of CONEIOL. ..ottt ettt e e | 3 | 4
1 1
In control ALL ofthetime................. ..o, : 34 : 33
1 1
. 1 1
In controlMOST ofthe time. .............. ... ..o, ! 45 ! 44
1 1
NET: INCONLIOL. . oo et e e ! 79 ! 77
Fluctuates between being in and outofcontrol. . ................. ... ... ..... : 17 : 18
1 1
G AN T SAY .« . ottt ) 1 : 1
1 1
1 1
Prompted question.

= Nevertheless, looking at those who did not feel their financial situation was in
control all or most of the time (that is, those whose financial situation either
fluctuates in and out of control or is out of control all or most of the time), it is
noteworthy that people most likely to feel this way were:

o Those with household incomes of less than $58,000 who have children
living at home - single parents (45%) and couples (37%)

0 Those people who have a mortgage of $300,000 or more and a household
income of $100,000 or less (31%).

Families with below average household incomes (that is, below $58,000) and all
people with significant mortgage commitments relative to their income appear the
most likely to feel their financial situation is out of control for a substantial part of
the time.
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4.2.5 Financi

al sustainability

All respondents were asked about their ability to manage if they suffered a major loss of
income. The results are summarised in Figure 4.2.5a which shows that:

74% of respondents agreed they could manage for a period of time if this
happened, down slightly from 76% in 2002 and 77% in 2005. Just on one in four
(24%) disagreed with the statement.

There has been a slight increase (from 7% to 9%) since the 2002 and 2005 surveys
in the proportion who strongly disagree.

Given current concerns about increasing interest rates and the rising prices of
petrol and food, these changes are not altogether unexpected.

Total disagreement was highest amongst single parents (39%), couples with
children and household incomes of less than $58,000 (32%) people with household
incomes of less than $25,000 (38%), people currently working in lower blue collar
occupations (31%) those whose main source of income is a government benefit or
allowance (36%).

Disagreement was also especially high amongst those with little in the way of
financial reserves - 51% of those whose total savings and investments amounted to
less than $2,000 disagreed with this statement.

Table 4.2.5a Coping with a major loss of income
Survey
Financial sustainability 2002 2005 2008
Base: Total Sample (n=3548) (n=1756) (n=3500)
% % %
1 1 1
If I had a major loss of income | could manage for a period of time 1 1 1
1 1 1
Strongly agree . . ... : 15 : 14 : 18
AT . . : 61 : 63 : 56
Nt AGrEe . . : 76 : 77 : 74
1 1 1
DISAGIEE . . . . ettt ettt ettt e e e e ! 15 | 15 : 15
SrONGlY dISAGIEE .+« v v ettt e x 7 ' 7 : 9
NEt: "DiSAGIEE" . oottt ettt et ! 22 ' 22 : 24
1 1 1
CaAN T SAY .« . ottt 1 2 1 1 1 2
1 1 1
Prompted question.
Base: A randomly selected subset of eligible respondents in 2005, all eligible respondents in 2002 and 2008.
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Respondents were also asked who they would go to if a sudden loss of income caused
them difficulty in meeting their financial commitments. As shown in Table 4.2.5b, in these
circumstances, people were most likely to turn to:

Some

Their family (46%); or
To a mainstream financial institution such as a bank or credit union (40%).
differences were evident between subgroups with:

Younger people aged 18-24 years more likely to go to their family (77%) or friends
(15%); and

Those with higher levels of financial literacy more likely to go to a bank or other
mainstream financial institution - 57% of those in quintile five compared with 29% of
those in quintile one.

Members of quintile one were also more likely than average to say they “didn’t
know” who they would go to in this situation (14% compared with 9% of the total
sample).

Table 4.2.5b  Source of support if sudden loss of income made it difficult to meet
financial commitments
Support if loss of income caused difficulty in meeting
financial commitments 2008
| %
If asudden loss of income caused difficulty in meeting your financial E
commitments, who would you go to? ]
Base: Total sample ; (n=1162)
Family or friends
Family ..o E 46
Friend .. ... . E 7
Financial institution/organisation
Financial institution (eg: bank or creditunion) . ... ...................... E 40
Pawn broker/Payday lender . . ... ' 1
Professional adviser
Financial planner . . . ... . 9
ACCOUNTANT . . ..o E 4
AEWEE|EIMET aoooo0a00aa0a00000aa0600000060000000a0000000¢C E 3
SOlCIOT . . o . ot ; 1
Government agency (eg: Centrelink) . ............ ... . i E 8
Charity organisation .. ............i ittt ' 2
Other reSpoNSe . .. ..ot .: 5
Wouldnt goto anyone . . .. ...t e ,: 2
DONt KNOW . .. e E 9
Unprompted question, multiple responses allowed. I
Base: A randomly selected subset of eligible respondents.
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4.3 Sources of financial information and advice

4.3.1 Sources of general financial information and advice

Respondents’ use of general financial information was addressed by asking about their use
of financial publications and seminars, the extent to which they sought financial advice from
finance professionals and others and their use of rating agencies to evaluate financial

products and services.

Looking first at the sources of financial information used, Table 4.3.1a presents the
proportion of respondents who said they had read or used each of the information sources

listed during the last five years. Itis evident that:

= While the majority of respondents had used one or more of the information sources,
40% had not used any of them, a result which is unchanged since 2005. Those
most likely to be in this non-user category were people with lower financial literacy
scores (62% of quintile one, 49% of quintile two). In line with the profile of these
lower financial literacy groups, non-users of these information sources were most

likely to be found amongst:

0 People aged 18-24 years (47% of whom did not use any of these information
sources) and those aged 70 years or more (50%);

o Females (43% versus 36% of males);

0 Those not in paid work (48%) or, if working, employed in lower blue

occupations (58%);

0 Those with household incomes below $58,000 (50%);

0 Those whose schooling did not go beyond Year 10 (57%); and

0 Those who were members of the SEIFA groups exhibiting the greatest relative

socio-economic disadvantage (49% in group one and 46% in group two).

Table 4.3.1a  Use of financial education materials in the last 5 years

Sources of financial information (prompted)
Base: Total Sample

Publications/Seminars used in last 5 years

Financial sections - newspapers/magazines .................uuvu.
Books/other financial publications . . ............ ... i i
Internetfinance sites .......... .. i

Finance industry publications . ............. ... .o i i
Government finance publications (eg: ASIC, Consumer Affairs) .......
Community organisation publicatons .............................
SEMINAIS . . .ttt e
OFNEI SOUICES . . .ottt e e et e e e e e e

None ofthese . ... ...

Survey
2005 2008
(n=3513) (n=3500)

% %
. 37 I 42
E 27 E 26
E 22 ' 27
30 ! 27
24 23
g 12
vo17 1 15
' 3 I <1
40 1 40

Prompted question, multiple responses allowed. Not asked in 2002.

= Compared to 2005, there were increases in:

0 Readership of the financial section of newspapers (up 5 points to 42%), an
activity which was particularly prevalent amongst males aged 60 to 69 years

(57%); and
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0 Use of financial sites on the internet (up 5 points to 27%), an activity most likely
to occur amongst males aged 25 to 44 years (39%).

Use of financial advice from others is summarised in Table 4.3.1b. All respondents were
asked if they had consulted any of the people shown in the table. As shown:

The vast majority of respondents (86%) had consulted one or more of the people
mentioned with financial management or planning specialists and friends or family
mentioned most often

14% of respondents had not consulted any of the people mentioned, slightly fewer
than in 2005 (17%). Those most likely to be in this category included people with
relatively low financial literacy scores (25% of quintile one) and hence were more
likely to be found in a similar set of demographic and socio-economic subgroups as
those who did not use the sources of information discussed in relation to Table
3.3.6a. The highest proportion of people who had not consulted any of the sources
listed in Table 3.3.6b included:

0 Those aged 70 years or over (22%)

0 Those not in paid work (21%) or, if not in paid work, employed in lower blue
collar occupations (19%)

0 Those with household incomes below $58,000 (21%)
0 Members of SEIFA groups one (20%) and two (18%), and
0 Single parents (20%).

Non-use of these sources by 18-24 year olds was not above average here although
young people were much more likely to have consulted family or friends (76%) than
a financial management/planning specialist like an accountant, tax specialist or
financial planner (36%).

Table 4.3.1b  Use of financial advice from other people
Survey
Sources of financial advice (prompted) 2005 2008
Base: Total Sample (n=3513) (n=3500)
% %
Financial advisers/specialists used ! !
1 1
Used a financial management/planning specialist. . . ............... : 62 : 64
1 1
ACCOUNTANT . ... ! 44 ! 45
Taxation SPeCIaliSt . . . . ... ...t : 23 | 26
1 1
Financial planneroradviser..................... ... ... ... . 34 : 34
1 1
Mortgage BroKer . ... ... . 13 | 18
INSUrance BroKer . ... ... ' 12 | 12
1 1
StOCK BIOKET . .\t . 10 | 10
Bank manageroremployee ............. i ' 35 | 39
1 1
Financialcounsellor . . ... s 13 | 13
Centrelink Financial Information Service Officer..................... E na E 11
Family or friends . .. .......oon i " 45 : 47
SOMEONE BISE . . ot E 2 E 2
NONE OF theSe. . . ..ottt et e : 17 : 14
1 1
Prompted question, multiple responses allowed. Not asked in 2002.
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The incidence of consulting specific types of people was largely unchanged since
2005 apart from a significant increase in the proportion who had consulted a
mortgage broker (up 5 points to 18%). People aged 25-44 years, those most likely
to be in the home buying market, were the most likely to have done this (28%).

There was also an increase in the proportion of people who had obtained financial
advice from a bank manager/employee (up 4 points to 39%). Once again, 25-44
year olds were the most likely to have done this (46%), with the need to arrange a
home loan possibly a key driver of this behaviour.

There was also a slight increase (from 23% to 26%) in the proportion of
respondents who had contacted a tax specialist.

Finally, all respondents were asked whether they had used a financial products rating
agency such as Cannex or Morningstar or an organisation such as the Australian
Consumers’ Association or its magazine Choice to compare financial products or services.
Those who had used either or both types of organisation were asked what types of financial
products or services they had compared. As shown in Table 4.3.1c:

A total of 23% of respondents had used either or both of these types of
organisation to compare financial products or services — 19% organisations such as
the Australian Consumers’ Association and 6% ratings agencies such as Cannex or
Morningstar.

Table 4.3.1c  Comparison of financial products and services
Comparison of financial products or services 2008
%
Have you ever used the following types of organisation to compare '
financial products or services? (prompted) :
Base: Total sample | (n=1205)
Financial products rating agency like Cannex or Morningstar................. E 6
Organisation like the Australian Consumers Association or"  Choice " ....... ' 19
Net: Have used either of these types of organisation .......................... E 23
No haven'tused either of these types of organisation ......................... : 77
Prompted question, multiple responses allowed.
Base: A randomly selected subset of eligible respondents.
Types of financial products or services compared (unprompted) :
Base: Have used either of these types of organisation : (n=280)
Banking products - loans/accounts/credit cards E
Mortgage productsfinvestmentloans ..............oiii i : 25
Everyday banking accounts . ............ E 16
CreditCards . .. ... : 13
Personalloans . ... : 7
On-line savings aCCoOUNTS . . .. ... ottt E
Superannuation/Investment products or advice :
Superannuation fUNAS . .. ...t : 20
Managed funds/Managed investments ............ouiiiiniiiiinneiinnnnn E 15
FINANCIAl AOVISEIS . ...ttt et e e e e e e e e e '
Stocks @and Shares . ... ..o |
Retirementincome products . ... E
Other financial products or services :
INSUIANCE ... e E 23
Other financial products Or SErViCeS . ... .ot : 12
Can'trecall .. ... e E 14
Unprompted question, multiple responses allowed.
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= Use of these types of ratings agencies was lowest amongst those with low levels of
financial literacy (12% in quintile one and 16% in quintile two) and significantly
higher amongst those with high financial literacy scores (32% in quintile four and
35% in quintile five).

Use was also above average amongst 35-44 year olds (30%), although males in
this age group were above average in their use of financial product ratings
agencies such as Cannex or Morningstar (14%) while 35-44 year old females made
above average use of organisations such as the Australian Consumers’ Association
(27%).

Use of ratings agencies was above average amongst those with high household
incomes (34% amongst those with household incomes of $150,000 or more), those
with a university degree (39%) and those working in upper white collar occupations
(35%).
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Section 5 Transaction Products

5.1

Introduction and key findings

This section of the report examines the incidence of everyday banking accounts amongst
the population and the extent to which people comparison shop when seeking a new
account of this type.

Key findings

= Everyday banking accounts continue to be widely held (97% of survey respondents
said they had an everyday banking account).

= Around two-thirds (65%) of those who had obtained a new everyday banking
account shop around to some extent when looking for an account of this type. This
proportion was not significantly different from those recorded in the 2002 and 2005
surveys.

= Lack of comparison shopping was most evident amongst those exhibiting relatively
low levels of financial literacy and amongst older people, particularly those aged 70
years or over.

5.2

5.3

Incidence of everyday banking accounts

All respondents were asked if they held “an ordinary everyday account with a bank, building
society or credit union”. Almost all (97%) responded in the affirmative, a result which
matches the incidence of this product type in both the 2002 and 2005 surveys.

Those aged 70 years or over were slightly less likely than average to report having an
everyday account. Nevertheless, even in this relatively “low incidence” age group, 95%
held an account of this type and 97% said they had either an everyday account or a high
interest savings account.

Obtaining a new everyday banking account

All those who held an ordinary everyday account” were asked to what extent they shop
around®* when looking for an account of this type. Those who did not “shop around” at all,
were asked why they did not do so. Results are summarised in Table 5.3.1a.

= Around two thirds (65%) of those who had obtained a new everyday banking
account do at least some comparison shopping when looking for a new account.
The overall level of comparison shopping in 2008 was not significantly different
from that reported in 2002 (66%) and 2005 (62%) although the proportion saying
they “shopped around a little” was slightly higher in 2008 than in either of the earlier
surveys.

Against this, just on one in three (34%) do not shop around at all when seeking a
new everyday account.

Those most likely to say they do not shop around when looking for an everyday
account were:

0 Those with lower levels of financial literacy (50% of quintile one compared with
23% of those from quintile five)

o0 Older people aged 70 years or more (57%)

0 Those living in areas of relatively high socio-economic disadvantage (43%
amongst those from SEIFA group one) and, reflecting this, those with annual
household incomes below $25,000 (48%) and those whose schooling ended at
or before Year 10 (49%).

 Note: Those who had never needed to obtain a new everyday account were excluded from the analysis.
? This was defined as “... shop around by comparing financial products from different organisations”.
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Table 5.3.1a Comparison shopping for an everyday banking account

Survey
Shopping around for everyday banking account 2002 2005 2008

% % %

When looking for an everyday account with a bank, building : : :

societyor credit union do you shop around .... : : :

Base: Have obtained a new everyday banking account ! (n=3075) : (n=1501) : (n=1065)

1 1 1
A Ot . o ) 15 ; 12 : 10
ATRIN DI . ' 21 18 17

1 1 1
Alittle . .o ’ 30 : 32 : 38
Net: Any shoppingroundatall............. ... .. .. ... : 66 : 62 : 65
Notatall. ... ... . 32 : 37 : 34
Cantsay . ... ) 2 | 1 | 1

Prompted question.

Base: A randomly selected subset of eligible respondents in 2005 and 2008, all eligible respondents in 2002.

= Reasons given most often for not shopping around for an everyday account were
not significantly different from those recorded in the 2005 survey. As shown in

Table 5.3.1b, they included:

0 Perceived lack of any necessity for this given the satisfactory relationship

existing with the current bank (39%)

0 Lack of the time or interest to do this - 11% “couldn’t be bothered”, 8% “didn’t
have the time” and 5% couldn’t see any point feeling that all providers were

much the same, and

0 Accepting someone else’s advice, particularly that of friends or family members

(14%) which was slightly more likely to be mentioned than in 2005 (9%).

Table 5.3.1b  Comparison shopping for an everyday banking account

Why not shop around for everyday banking account

What is the main reason you don't shop around?
Base: Did not shop around for everyday account
Happy/good relationship with currentbank. . ....................
Lack of time/interest

Donthavethetime......... ... ... ... i,
"Theyreallthe same" . .. ... ... .. i
Take someone else's advice

Just go with what is recommended by financial expert...........

Spouse/partner does shoppingaround. . .....................
Lack of choice

Onlyonebankintown......... ... .. ..

Part of a package/combined with other financial product. . .. .. ...
Too hard to make comparisons/get information. . ... .............
Allother reasons . . .. ...
Unsure/Can'trecall . ...

Couldntbebothered . .......... ... .. .. i, :

Just go with what is recommended by friend/family member . ....... '

2008
%

(n=380)
39

11

14

15

Unprompted question, multiple responses allowed.
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Section 6  Borrowing and Debt

6.1

Introduction and key findings

This section of the report focuses on borrowing and debt. It examines the community’s use
of loans and credit cards including people’s understanding of key rules governing their use,
the extent to which people shop around during their acquisition and the management of
both the products themselves and of current debt obligations.

Key findings
Product incidence

= Since 2005 there have been increases in the incidence of owner occupier
mortgages (up 5 points to 34%) and personal loans (up 3 points to 17%), while

= The proportion of people saying they have credit cards (down 3 points to 65%) and
store cards (down 3 points to 16%) was lower than in the 2005 survey.

Lending sources

= During the last 12 months 45% of respondents had borrowed money. Most often
this was from a mainstream financial institution (24%) or from family or friends
(14%). The latter source was used frequently by young people - 46% of 18-24 year
olds had borrowed from family or friend in the last 12 months.

= Use of pawn brokers (2%), payday lenders (1%) and debt rescue companies (less
than 1%) was low. These sources were slightly more likely to be used by members
of financial literacy quintile one but were also used by a few respondents from the
higher literacy quintiles, a finding that suggests personal circumstances may leave
someone little option other than to use lenders of this type, regardless of their level
of financial literacy.

Loan acquisition

= Since 2005, fewer mortgage holders had shopped around when arranging their
mortgage (down from 79% to 73%). This appears to be at least partly explained by
the increased use of mortgage brokers (up from 13% to 18% of the total sample as
a source of financial advice) and other sources of expert advice (there was a 10
point increase in mentions of “going with the advice of an expert/broker” as a
reason for not shopping around for a mortgage).

=  39% of mortgage holders had used a mortgage broker to arrange their loan, with
borrowers under 35 years of age the most likely to have done so (54%).

Management of current debt levels

The findings suggest that overall the proportion of people who say they are comfortable
with their current debt levels has not changed since 2005. Those with substantial loan
commitments and moderate incomes, are experiencing some discomfort with their current
debt levels and, to varying degrees, are feeling vulnerable to further interest rate rises.

= 72% of all respondents were at least “fairly comfortable” with their current levels of
debt, a result which is unchanged since 2005. At the same time 18% expressed
some degree of discomfort with the amount of money they currently owe. This
figure rose to 29% amongst those holding a mortgage of $300,000 or more and to
44% amongst those with this level of mortgage outstandings and an annual
household income of $65,000 or less.

= |n the event of a further increase in interest rates

0 44% of mortgage holders said they could meet the higher mortgage
repayments without too many problems

0 30% said they would have to cut back on other expenditure, typically people
with moderate household incomes in the range $58,000-$79,999, and
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0 9% said they would be in difficulty (8% would “really struggle”, 1% would not be
able to make the additional repayments), typically those with annual household
incomes below $58,000.

In the last 12 months, 8% of all respondents had missed a repayment on a loan,
mortgage or credit card. This was up from 5% in 2005. Missed payments were
generally on a credit card (40%), personal loan (25%) or mortgage (18%) with the
most common reasons given for missing repayments being “not planning/budgeting
correctly” or unemployment.

Understanding of credit rating and repayment responsibilities

There were indications of some improvement in the understanding of key aspects of debt
products since 2005.

77% of credit card holders understood that the primary card holder is entirely
responsible for debt incurred by a secondary card holder. This was up 5
percentage points from 72% in 2005. Despite this improvement, a substantial
minority (40%) of those aged 18-24 years and of those aged 70 years or more gave
a response other than the correct one.

83% of those with a loan understood that both parties are responsible for the full
repayment of a jointly held loan, up 3 percentage points from 80% in 2005. Again
however, 18-24 year olds (28%) and those aged 70 years or over (31%) were the
most likely to be unaware of this.

59% of all respondents understood that being more than 60 days late with the
minimum payment on a credit card was the thing most likely to give someone a bad
credit rating. This was not significantly different from the result of 61% recorded in
2005. Forty-one percent of respondents were not aware of this with females aged
18-24 years (66%) and females aged 70 years or more (69%) the most likely to
select an incorrect response.

Those with higher financial literacy scores were more likely to identify the correct response
for each of these questions than were those with relatively lower levels of financial literacy.
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6.2 Incidence and source of loan products

Incidence of loan products

Table 6.2.1a shows the incidence of a range of loan products within the adult population. It
is evident that:

= There is wide variation in the incidence of products shown in the table ranging from
the 65% who used a credit card down to just 2% who reported using margin loans
and equity release products.

= Some changes were evident since 2005 including slight decreases in the proportion
who said they held credit cards (down 3 points to 65%) and store cards (down 3
points to 13%) and slight increases in the proportion holding owner/occupier
mortgages (up 5 points to 34%) and personal loans (up 3 points to 17%).

Credit cards

= Subgroup differences in the use of credit and store cards were discussed earlier
in Section 3.2 where age and household income were seen to be strongly
associated with the use of credit cards but not with store cards.

Table 6.2.1a  Incidence of loan products

Survey
Loan products held 2002 2005 2008
Base: Total sample | (n=3548) (n=3513) (n=3500)
% % %
Credit Cards ! ' !
Creditcard...............oo i . 64 1 68 1 65
Storecard...... ..o i 15 i 16 i 13
Loans | | |
Mortgage onownhome ................coiviiiiinin.. E 32 E 29 E 34
Mortgage on investment propemny . ..................... .10 0 11 11
Personalloan ... E 18 E 14 E 17
Line of creditoroverdraft ................. i, | 14 | 12 | 14
Lease or hire purchase agreement ....................1 : 11 | 9
FemECEMEIICER ccocacacacasasasasasasasasasosasasac E E E 7
Marginloan ...........c..oeiiiiiiii : : : 2
Equityreleaseproduct ............ ..., E na E na E 2
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Loans

34% of respondents held an owner-occupier mortgage. People aged 30-55
years were the most likely to have a mortgage of this type (51%), especially people
of this age with household incomes of $58,000 or more (62%), who lived in a
couple household with children (63%).

11% of respondents said they had a mortgage on an investment property (58%
of those who owned an investment property). Incidence of this product was highest
amongst a slightly older demographic than owner-occupier mortgages peaking
amongst those aged 35-54 years (17%). Within this age group people with higher
incomes (27% of those with household incomes of $100,000 or more per annum)
were the most likely to hold a mortgage of this type.

Of those who held a mortgage on an investment property, 60% also had an owner
occupier mortgage on their own home.

Home equity loans were held by 7% of respondents. The incidence of these
loans was highest amongst those aged 35-59 years (12%), particularly people in
this age group who had household incomes of $80,000 or more (16%).

A similar pattern was evident for the 14% of the total sample who said they had a
line of credit or overdraft. Thatis, these loans were also more likely to be held by
people aged 35-59 years (20%), people earning higher household incomes, in this
case incomes of $150,000 or more (29%). Margin loans (held by 2% of the total
sample) were also more likely to be held by people aged 35-59 years (4%) with
household incomes of $150,000 or more (10%).

Use of lease and hire purchase agreements was highest amongst those aged
35-44 years (14%), particularly 35-44 year olds earning higher annual household
incomes of $100,000 or more (20%).

Personal loans, held by 17% of respondents, were the type of loan used most
often by people under 30 years of age - 24% of this age group held a personal
loan.

Finally, just 2% of all respondents said they held an equity release product such
as a reverse mortgage or shared appreciation mortgage.
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Sources of borrowed funds

All respondents were asked if they had borrowed money from any of the sources shown in

Table 6.

2.1b.

55% of respondents said they had not borrowed any money during the last 12
months (note this does not mean these people do not have any loans, just that any
loans they do have were taken out more than 12 months ago)

The lending sources used most often during the last 12 months were mainstream
financial institutions (24% - slightly lower than the 2005 figure of 27%), family and
friends (14%), particularly by those aged 18-24 years, 46% of whom had borrowed
money from this source, store loans/retailer finance (10%) and finance companies
(7%).

Table 6.2.1b  Lending sources used in last 12 months
Survey
Lending sources used in last 12 months 2005 2008
Base: Total sample (n=3513) (n=1162)
% %
Which of the following, if any have YOU PERSONALLY used to E E
borrow money in the last 12 months for any purpose? : '
Bank, building society or credit Union . .. ..o, x 27 : 24
Family or friends . . ... ..o E 14 E 14
Store loan or interest free/Retailer finance ................. ... .. ..... ) 11 : 10
Finance Company . .........iii i E 6 E 7
Cashadvanceonsalary ...........cooo ... : 1 :
Pawn broker ... ... .. E 1 E 2
Payday Lender .. ... .o ) 1 :
Debtrescue ordebtreliefcompany ............. ... L. E - E <1
OtNer E 1 E 2
None Of theSe . ... ... : 55 ' 55
! '
Prompted question, multiple responses allowed.
Base: All respondents in 2005. Randomly selected subset of all respondents in 2008.

Retailer finance was used most often by those aged 35 to 44 years (18%) while no
clear differences were evident in the types of people who had borrowed from a
finance company in the last 12 months.

Use of pawn brokers (2%), payday lenders (1%) and debt rescue companies
(less than 1%) were all at a low level.

Interestingly, there were no significant differences between financial literacy
quintiles in terms of the use of these three sources (2% of those from quintile five
had used one of these sources in the last 12 months versus 3% of those from
quintile one).

In attempting to understand why this should be so, it is useful to look in some detalil
at the personal situations of those members of quintile five who had used this type
of lender. While the number of people involved was very small (only 1 member of
quintile five had used a payday lender in the last 12 months), the individual
situations of these respondents provided in the following case summaries point to
the fact that personal circumstances can over-ride a high level of financial literacy.
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Case Summary One

Glenda, a member of quintile five (with an average FLS of 119.2) has borrowed
money from a payday lender in the last 12 months.

Glenda is a 53 year old woman who works full-time to earn a personal income in the
range $35,000 to $40,000. She has a partner, but her partner’s contribution to the
total household income of $50,000-$60,000 is limited.

The couple’s asset position is relatively weak as they are renting their home, the total
value of their savings and investments is less than $5,000 and their total debt is in the
range $5,000-$10,000. That is, their liabilities are greater than their assets. They
also still have one child over 16 years of age living at home.

They have struck financial trouble in the last 12 months when a credit card repayment
was missed due to her partner becoming unemployed.

Case Summary Two

Donna is a member of quintile five (with an average FLS of 113.6) who has borrowed
money from a debt rescue company in the last 12 months.

Donna is a 33 year old single mother of two children. She has a university degree
and does some part-time work but government payments are her main source of
income and, as a result, her household income is only $10,000-$15,000 a year.

She has little in the way of assets as she rents her home, has less than $100 in
savings and investments and has between $2,000-$5,000 in debts.
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6.3 Understanding of credit rating and repayment responsibility

Understanding some aspects of borrowing money was assessed via respondents’
knowledge of the factors which influenced a person’s credit rating and of the responsibility
for repayment of debt on jointly held credit cards and loans.

Fifty-nine percent of respondents nominated the correct option of being more than
60 days late with the minimum payment on a credit card as the thing most likely to
give someone a bad credit rating. This was not significantly different from the 61%
who selected this response in 2005.

Forty-one percent did not select the correct option with those most likely to do this
being females (47% versus males 35%), particularly females aged 18-24 years
(66%) or 70 years plus (69%).

Seventy-seven percent of people with a credit card said correctly that the primary
credit card-holder is solely responsible for the debt on that card, slightly higher than
in 2005 and 2002. In total, 23% were unaware of this with lack of awareness
highest amongst credit card holders aged 18-24 years and amongst those aged 70
years or over (40% from both of these groups selected an incorrect response).

Eighty-three percent of those who held loans of any sort, were aware that both
holders of a joint loan are responsible for repayment of the entire debt. This result
was slightly lower than that obtained in 2002 (87%) and slightly higher than the
80% reported in 2005. Seventeen percent were not aware of this responsibility,
with lack of awareness above average amongst loan holders aged 18-24 years
(28%) and amongst those aged 70 years or over (31%).

Table 6.3.1a Understanding of borrowing
Survey
Understanding of loan products 2002 ‘ 2005 | 2008
% % %
1 1
Which one of the following is most likely to give someone a bad credit rating? 1 1 1
Base: Total Sample | na | (=1756) | (n=1162)
Being more than 60 days late with the minimum paymenton a creditcard .................oooooon.. ] | na : 61 : 59
Taking outa second mortgage to buy your ownhome .............cooiiviiiiiiiininnennannns : na : 11 : 11
Borrowing from an organisation otherthanabank................. ... : na : 9 : 11
Asking the bank for anincreased overdraft................c.coiiii i 1 na 1 7 1 6
] 1 1
NS Lo e e 1 na 1 12 1 13
1 1 1
Prompted question. Not asked in 2002
Base: A randomly selected subset of eligible respondents in 2005 and 2008.
[} [} [}
If you, as primary holder of a credit card, arrange for a second personto be ! ! !
provided with a card in your name, which one of the following most accurately : : :
describes your responsibility for debt incurred by that person on the card? 1 1 1
1 [} 1
1 1 1
Base: Have credit or store card 1 (n=2224) 1 (n=2567) 1 (n=2379)
1 1 1
You are entirely responsible for any debt the other person incursonthecard........................1 1 74 1 72 1 77
You and the other person are each responsible for half the total debtonthecard. .................... : 9 : 11 : 8
1 1 1
You are only responsible for debtincurred on the card by the other person 1 1 1
iftheyare under 18. .. ... .ot : : 5 : 5
You are notresponsible for any debt the other personincursonthecard............................] : : 8 : 5
LS = ] 1 4 1 5
1 1 1
If two people jointly take out a loan, which one of the following most accurately 1 1 1
describes the responsibility for repayment of the loan? : : :
Base: Haveloan 1 (n=1862) 1 (n=1763) 1 (n=1885)
1 1 1
Both persons are responsible for repaymentofthe entireloan ..., 1 87 1 80 1 83
Each person is responsible for repaymentofhalftheloan. ...t : : 15 : 12
Only one person must be responsible for repaymentofthe entireloan........................ ...y : : 3 : 3
The older of the two persons is responsible for repaymentofthe entireloan....................... ..y : <1 : 1 : <1
[T =, | 2 : 1 : 2
Prompted question.
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Further to the issue of understanding credit ratings, all respondents were asked what sort of
information, as far as they knew, is collected to determine someone’s credit rating. As
shown in Table 6.3.1b the things mentioned most frequently were:

Repayment defaults (29%), particularly by those with higher financial literacy
scores (45% of quintile five compared with 13% of those in quintile one);

Making late repayments - 20% mentioned this without specifying any particular
time-frame, 11% mentioned being late by 60 days or more and 6% mentioned
making repayments that were less than 60 days late; and

14% thought someone’s history of loan and credit applications would be taken into
account.

28% of respondents said they didn't know what information was used. Those in
quintile one (53%) were much more likely to give this response than people from
quintile five (9%) as were those aged 70 years or more (55% “don’t know”).

Due to a change in the codes used?®, these results are not strictly comparable to the figures
from 2005. Nevertheless, the pattern of responses in 2008 was similar to that in 2005 when
29% of respondents mentioned repayment defaults, 22% mentioned late repayments and
30% gave a “don’t know” response.

Table 6.3.1b  Awareness of information used to determine credit rating
Information used to determine credit rating ‘ 2008
| %
As far as you are aware, what sort of information is collected to
determine your credit rating? !
Base: Total sample ; (n=1162)
Repayments history .

Repaymentdefaults . ....... ... .. .. . E 29

Late repayments - time not specified . . .. .......... . ... . . o .. 1 20

Late repayments - 60 days OF MOTE . . .« .+« ..o eeeeeeeeeaeenn. ! 11

Late repayments - less than 60 days . . . .. ......oooreereeeeeen ) 6

Repayment history .. ......... ... i ; 4
Credit applications history E

History of loan or credit applicationsmade . .. ......................... 2 14

Any refusals of loan or credit applications . ... ............ ... ... ...... E 8
Financial situation

Details of your income and expenditure . . .. .......... ... .. ... . 11

Financial and banking history. . .. ......... . . E 10

Currentlevelof debt . ...... ... . :

Record of bankruptcy orbaddebts . .. ........ ... ..
Employment history . .. ... ... E 3
Other reSPONSE . . ..ottt ettt e e e e e E 6
DONT KNOW . . .t e 28

Unprompted question, multiple responses allowed. l
Base: A randomly selected subset of eligible respondents.

% The time period for late repayments was changed from 3 months in 2005 to 60 days for the 2008 survey.

The Social Research Centre



ANZ Survey of Adult Financial Literacy in Australia (2008) a7

6.4 Credit card management

All those with a credit or store card were asked if they checked their credit or store card
transactions. Those who said they did were asked what they looked for when checking
these transactions while those who said they did not were asked why they didn’t do so.
Results presented in Table 6.4.1a show that:

= Almost all credit and store card holders (93%) do check their credit and store card
transactions

Fraudulent activity (74%) and “checking everything is right” (28%) were the things
card holders were most likely to check for.

= Only 7% (n=53) said they did not check their card transactions.

The most common reasons for failing to do this included someone else checking
the transactions (23%) and lack of interest in the task (“couldn’t be bothered” 23%,
“don’t have the time” 20% and just assuming they’re correct 17%).

Table 6.4.1a  Checking of credit or store card transactions

Checking of credit/store card transactions 2008
%
Do you check your credit or store card transactions? |
Base: Have credit or store card E (n=802)
Y S it g 93
NO E 7
Question not comparable to the version used in 2005 I
Base: A randomly selected subset of eligible respondents.
And what do you generally look for when you check your credit or E
store card transactions? '
Base: Check credit/store card transactions |  (n=747)
Transaction activity :
Transactions are correctand notfraudulent ............................... E 74
Check thateverythingisright ......... ... i ! 28
Date of transactions . ......... ...t ' 6
Account position :
Accountbalance ...... ... ... E 21
AMOUNTSPENT ... d 18
Amountrepaid .. ... ... ' 6
Available Credit . ... ... ' 5
Costs E
Interestcharged . ..... ... ! 16
ACCOUNTTEES ... e ' 13
Foreign exchange fees . ... ' 1
Administrative issues |
Date paymentis dUE . ... ...t E 4
Minimum payment due . ... ..o ! 3
StatemMeNt date . ...t : 2
Other things :
Reward scheme points/information .......... ... ... i E 3
AlLOther things . . ... ! <1
Unprompted question, multiple responses allowed
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6.5 Loan acquisition

Two aspects of loan acquisition are considered in this section — the extent of comparison
shopping for both mortgages and for loans other than mortgages and the use of mortgage

brokers.

6.5.1 Comparison shopping for mortgages and other loans

Looking first at comparison shopping for loans, all those with a mortgage were asked how
much they shopped around when arranging their mortgage. Similarly all those with a loan
other than a mortgage were asked how much they shopped around when arranging a non-
mortgage loan. Table 6.5.1a presents the results.

Seventy-three percent of those with a mortgage said they had shopped around
when arranging their mortgage. This was lower than in 2002 (82%) and 2005
(79%).

Just over one in every four (26%) mortgage-holders said they had not shopped
around, slightly more than in 2002 (16%) and 2005 (20%). This change reflects
two factors. Firstly the question was changed slightly in 2008 to apply specifically
to the most recently acquired mortgage while the question in 2002 and 2005
applied to shopping for mortgages in general. Secondly there is evidence of
borrowers making greater use of advice from financial experts such as mortgage
brokers (see Table 6.5.1b) than in 2005. Typically the use of expert advice in this
situation is seen as a replacement for personal shopping around.

Those least likely to shop around for a mortgage were older borrowers (31% of
those aged 45 to 59 years had not shopped around at all when arranging their
mortgage). It should also be noted that 40% of mortgage borrowers from quintile
one had not shopped around at all compared with 20% of quintile five suggesting
that level of financial literacy was a factor in the extent to which comparison
shopping took place.

Table 6.5.1a Comparison shopping for mortgage and loan products
Survey
Shopping around for mortgages/loans 2002 ’ 2005 ’ 2008
% | % . %
! I !
When arranging a new mortgage did you shop around .... E i E
Base: Have obtained a mortgage on home/investment property : (n=591) : (n=595) : (n=1279)
A Ot . : 34 ; 30 ! 23
ATAITDIL . . oo b2 24 1 24
AlIttle . . : 20 ; 25 : 26
Net: Any shoppingroundatall................................ : 82 | 79 : 73
Notatall. ... e E 16 i 20 E 26
CAN T SAY - ottt E 2 E 1 E 1
Prompted question.
Base: Randomly selected subset of eligible respondents in 2002 and 2005. All eligible respondents in 2008.
| I |
When arranging a new loan other than a mortgage do you : : :
shop around .... : : :
Base: Have obtained a loan other than mortgage : (n=1161) : (n=486) : (n=323)
A Ot . E 27 E 21 E 15
ATRIEDIE . e : 23 25 23
ATRIE ..o E 28 i 29 E 32
Net: Any shoppingroundatall. ........... ... ... it : 78 : 75 : 70
Notatall. . ... E 21 i 23 E 30
CANTSAY oo v vttt e e e e E 1 i 2 E .
Prompted question.
Base: Randomly selected subset of eligible respondents in 2002, 2005 and 2008.
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Seventy percent of those with loans other than a mortgage said they shopped
around when arranging such loans, fewer than in 2002 (78%).

Thirty percent said they do not shop around for such loans. As with mortgages,
more respondents said they don’t shop around in 2008 than in either 2005 (23%) or
2002 (21%). In this case the same question was used as in the earlier surveys so
the change in shopping around appears most likely to reflect the increased use of
advice from financial experts and brokers and friends/family members (see Table
6.5.1c).

For loans other than a mortgage there was no clear relationship between age and
shopping around although financial literacy again appeared to be a factor. One in
two (50%) of those from quintile one don’t shop around at all when arranging a loan
of this type compared with 26% of those from quintile five.

Reasons for not shopping around for a mortgage are shown in Table 6.5.1b. Mentioned
most frequently were:

A satisfactory pre-existing customer (43%) or working (8%) relationship with a bank
or other lending organisation, and

Accepting the recommendation of a financial expert/mortgage broker (26%), up 10
points on the 2005 figure and pointing to the increased role played by advisers
such as mortgage brokers during the last 3 years.

Table 6.5.1b  Reasons for not comparison shopping for a mortgage
Reasons for not "shopping around" - mortgage 2008
Base: Did not shop around for mortgage (n=342)
%
What is the main reason you didn't shop around? ’
Relationship with existing bank/FI E
Happy with current one/like to keepwithone bank............................ E 43
Work there/staff Ioans. . . ... ! 8
Take someone else's advice E
Go with recommendation of financial expert/oroker .. ......................... " 26
Just go with what is recommended by friend/family member ................... E 6
Spouse/partner does shoppingaround. . ............ i : 2
Lack of time/interest E
Couldn'tbe bothered. .. ... E 5
"They're allthe Same" . ... ... . e e ) 3
Don'thave the time. .. ... o e E 4
Too hard to make comparisons/getinformation. ............................... : 5
AllOtNEr TEASONS . . . . oottt E 4
Unsure/Can'trecall . . ... ... ... i 2
)
Unprompted question, multiple responses allowed.
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A similar response pattern was evident amongst those who don’'t shop around when
arranging a loan other than a mortgage. As shown in Figure 6.5.1c, the reasons mentioned
most often for not comparison shopping were:

= A pre-existing banking relationship (41%), and

= The recommendation of a financial expert/broker (22% versus 15% in 2005) or a
friend or family member (10% versus 6% in 2005).

Table 6.5.1c  Reasons for not comparison shopping for a non-mortgage loan

Reasons for not "shopping around" - other loan 2008
Base: Do not shop around'for loan other than mortgage (n=95)
%
What is the main reason you didn't shop around? E
Relationship with existing bank/FI .
Happy with current onel/like to keepwithone bank. ........................... E 41
WOrK there/Staff 0aNS. . ... ..ottt et " -
Take someone else's advice E
Go with recommendation of financial expert/broker . .......................... E 22
Just go with what is recommended by friend/family member ................... , 10
Spouse/partner does shoppingaround. . ........ ... ... i E -
Lack of time/interest )
Couldn'the bothered. ......... ... i E 9
Don'thave the ime. . .. ... ottt ’ 8
"They're allthe same" . ... ... e E 2
Too hard to make comparisons/getinformation. .............. ..., : 1
AllOthEr FTEASONS . . . ottt e e e E 11
Unsure/Can'trecall. . ... ... E 3
Unprompted question, multiple responses allowed.
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6.5.2 Use of mortgage brokers

Given the increased profile of mortgage brokers in the lending market over the last few
years, all those with a mortgage on either their own home or an investment property were
asked if they had used a mortgage broker when this loan was arranged. Those who had
done so were asked what things they had considered when deciding which mortgage
broker to use. As shown in Table 6.5.2a:

= Thirty-nine percent of those who held a mortgage on either their own home or an
investment property said they had used a mortgage broker to arrange their loan.
Borrowers aged under 35 years were the most likely to have done so (54%).

= Choice of broker was most often influenced by the recommendation of friends or
family (38%), the service obtained by using a broker both in terms of the
convenience offered by someone else handling the comparison shopping (14%)
and of the perceived professionalism of the service received (12%), the broker’s
reputation (15%) and price related issues including gaining access to the best deals
(13%) and charging low fees (10%).

Table 6.5.2a  Use of mortgage brokers

%

Use of Mortgage Brokers ‘ 2008
Did you use a mortgage broker (when arranging new mortgage)? :

Base: Have mortgage on home/investment property (n=1331)
Yes-used amortgage broker ... ... ! 39
No - didn'tuse a mortgage broker ........ ... .. i : 61
Question not asked in 2002 or 2005.
|
What were the things that you considered when deciding which :
mortgage broker to use? :
Base: Used a mortgage broker : (n=491)
Recommendation E
Recommended by friend/family member............. .. ... ...l ; 38
Recommended by financialexpert............ ... ... . L | 11
Service E
Convenience, didn't have to shop around myself.......................... : 14
PrOfeSSIONAl . . .. ..ottt : 12
Friendly, good people skills . ........... ... i : 8
Attentive, PErsonal SEIVICE . .. ...t 5

1

1

1

Reputation/Image !
Reputable Brand . .. .......ooet e : 15

They "knewthe market" . ... ! 7

Theywere onmy Side . . ... : 5

INAEPENAENCE . . .o ot E 3

Endorsement by celebrity/Consumer testimonial . . ......................... ! 1
Pricing '

Had the Bestdeals . . ...ttt e e : 13

LOW BB ettt ettt e e e e : 10
AlLOtNEr TEASONS . . . oo E 6
NO partiCular reason .. ........ ... : 5
CantreCall . . ..o : 3

Unprompted question, multiple responses allowed.
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6.6 Management of current debt levels

Management of current debt was evaluated by asking all respondents about their level of
comfort with their current debt, mortgage holders about their ability to cope with an increase
in interest rates and all respondents if they had missed any repayments on loans or credit

cards in the last 12 months.

6.6.1 Comfort with current level of debt

All respondents were asked how comfortable they were with the total amount of money they

owed. Results are presented in Table 6.6.1a.

= The majority of respondents (72%) were at least “fairly comfortable” with their
current level of debt, a result which is unchanged since 2005. At the same time,
around one in five respondents (18%) expressed some degree of discomfort with

the amount of money they currently owe.

= Of those people with $300,000 or more currently outstanding on a mortgage, 29%
were “uncomfortable” with their current debt. This figure rose to 44% amongst
those with mortgage outstandings at this level and an annual household income of

$65,000 or less.

Table 6.6.1a Comfort with current level of debt

Comfort with current debt level
Base: Total Sample

How comfortable are you with the total amount of money you
owe? Would you say you are ....

Very comfortable/Don'towe any money. . ...........ooiiiiinnaann..
Fairly comfortable. . ... ...
NET: Comfortable ...........c.c e

Very uncomfortable. ...... ... .. .
Somewhatuncomfortable........... . ...
NET: Uncomfortable........ ... ... ... .

Neither comfortable nor uncomfortable..............................
CAN T SAY . o ettt

Survey

2005

(n=3513) (n=3500)

%

39

33
72

11
17

10

2008

%

42

30
72

11
18

Prompted question. Not asked in 2002.
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Respondents were also asked if they agreed or disagreed with the statement “I feel out of
control with my borrowing and credit card generally”. As shown in Table 6.6.1b:

= The great majority of respondents (90%) disagreed with this statement, a similar
result to those reported in 2002 (91%) and 2005 (90%).

= Those in quintiles one (87%) and two (88%) were slightly less likely than members
of quintile five (93%) to disagree with the statement.

Table 6.6.1b  Control over borrowings and credit card

Survey
Control of borrowings & credit card debt 2002 2005 2008
Base: Total Sample (n=3548) (n=1756) (n=3500)
% % %
| | '
| feel out of control with my borrowing and credit card generally ? ' : :
Strongly agree ... ..o i 1 : 2 x 2
Yo (1= A : : 5 : 5
Nt T AGIEE" . ottt e ' 7 : 7 ’ 7
Strongly diSAgree . .. ... ..ot : 46 : 48 2 38
DISAGIEE . . oo v et e e e i 45 : 44 : 52
Net: " DisSagree" ...t i 91 : 92 ; 90
CaN'tSAY . ..ot et : 2 : 1 2 3
Prompted question
Base: A randomly selected subset of all eligible respondents in 2005, all eligible respondents in 2002 and 2008.
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6.6.2 Ability to cope with increase in interest rates

All respondents who held an owner-occupier and/or an investment mortgage were asked
about their ability to cope if they were advised of another?® interest rate increase. As shown
in Table 6.6.2a:

Table 6.6.2a

Some 44% of mortgage holders felt they could make the higher repayments without
too many problems. Those with higher incomes (66% of those with household
incomes of $150,000 or more) and smaller mortgages (52% of those with
mortgages of less than $150,000) were the most likely to feel this way. Another
16% held a fixed interest rate mortgage and did not see any immediate impact
arising from an increase in interest rates.

However, 30% felt they would need to cut back on other expenditure in order to
meet higher mortgage repayments (39% of those with moderate household
incomes in the range $58,000 to $79,999), while

Almost 1 in 10 (9%) mortgage holders either felt they would “really struggle” to
make higher repayments (8%) or that that they would be unable to do so and that
there was a chance they would default on their loan (1%).

Those living in areas of greatest socio-economic disadvantage were the most likely
to feel this way (15% of SEIFA group one) and, in line with this, those earning lower
household incomes (17% of those with household incomes below $58,000) and
single parents (15%) were also more likely to be in this situation.

Of all subgroups, couples with children and an annual household income of
$65,000 or less were the most likely to feel they would really struggle or default on
their loan (24%).

Ability to deal with an increase in interest rates

Ability to cope with interest rate rise 2008

Base: Have mortgage on home/investment property (n=1331)
%

If you were advised of an upcoming increase in the interest rate on your
mortgage, which of the following statements would best apply to you?

I could make the higher mortgage repayments without too many problems. ......... : 44
1

| could make the higher mortgage repayments but would have to cut back my :

expenditure elSeWhere. ... ... ... e : 30
1

I would really struggle to make my mortgage repayments as we are already :

Stretched. .. ... o : 8
1

I would not be able to make the higher mortgage repayments and there is a :

chance Iwould defaultonmyloan................ ... ... .. oL : 1
1

My mortgage is on a fixed interest rate so there would be no impact in the :

Immediate term . ... ... : 16
1

(O 1o Y x 1

Prompted question. Not asked in 2002 or 2005.

?® Fieldwork for this survey took place after the RBA’s announcement of an interest rate increase in March, 2008 which

took the cash rate to 7.25%. There were no further rate rises during the fieldwork period.
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Those who felt they would “really struggle” or be unable to meet increased repayments
were asked what they would do if the interest rate did increase. As shown in Table 6.6.2b:

= Just under one in five of these respondents (18%) were unsure what they would do
in these circumstances while another 6% said they wouldn’t do anything.

= Other responses mentioned relatively frequently included:

0 Making changes to the management of household finances, particularly by
cutting back spending in other areas (23%); or

0 Making changes to the current lending situation including changing the interest
rate structure to a fixed or split rate (13%), discussing options with the lender
(12%), looking for another lender (11%) or selling the property (19%).

Table 6.6.2b  Action that would be taken by those struggling or unable to make mortgage

repayments
Response to increased interest rate 2008
Base: Would really struggle or could not make increased repayments (n=117)

%
And, what would you do if the interest rate increased?

1
1
:
1
Don'tknowwhat I'd do/Can't SAY . . . . .o vttt e e e : 18
1
1
1
1

Household financial management
Cutback spendinginotherareas . ..........oiviiiinet i e ! 23
Make more use of credit card for otherexpenses........... ... ... o ... g 3

Change lending arrangements/Get rid of loan E
1

Change loan structure (eg: to fixed rate or splitloan) ............... ... . ... .. ..... i 13
Discuss with lender to see what optionsare available ............................... : 12
Shop around foranewlender . ... ... e E 11
SEIthe PIOPEIY . . o oot e e e : 19
Wouldn'tdo anything . . ... E 6
AllOther TESPONSES . . .\ et ittt ettt et e e e e e ' 13

Unprompted question, multiple responses allowed.
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6.6.3 Missed loan repayments

A further measure of people’s control over their debt situation was obtained by asking all
respondents if they had missed any repayments on products like loans, mortgages or credit

cards

in the last 12 months. As shown in Table 6.6.3a:

In the 2008 survey, 8% of respondents said they had missed at least one
repayment of this type. This was a significant increase on the 5% who had been in
this situation in 2005.

Those most likely to have missed a repayment included 25-44 year olds (13%),
those living in areas of greatest socio-economic disadvantage (12% of SEIFA
group one) and, in line with this, single parents (17%) and people working in lower
blue collar occupations (19%).

As might be expected, debt levels also have a role to play with 21% of those with
mortgage outstandings of $300,000 or more and household incomes of $100,000
or less having missed a payment of this type.

As was the case in 2005, credit cards (40%), personal loans (25%) and mortgages
(18%) were the products on which repayments were most likely to be missed.

Table 6.6.3a  Missed debt repayments in the last 12 months

Survey
Missed repayments 2005 2008
% %
At any time in the last 12 months have you NOT been able to make :
arepayment on any loans, mortgages, credit cards or any other :
types of repayments that you have? :
Base: Total sample | (n=3513) (n=3500)
Y S e e : 5 8
1
N O : 95 92
1
Could you please tell me what repayment it was that you were :
unable to meet? Were there any others? :
Base: Have missed repayment : (n=184) (n=271)
Credit Card . ...t E 47 40
Personalloan .. ...........o.iiiii : 24 25
1
MOMgAGE . oottt : 16 18
MOtOr VENICIE IBASE . . . v ettt e e e e e e : 6
1
Hire purchase . ... : 3
SHOF CAN .« v oot e e e e e e : 2 <1
1
Personaloverdraft ............ i : - 1
Something else ... ... ; 9 11
1
CAN T SAY . vttt : 2 2
Unprompted question, multiple responses allowed. Not asked in 2002.
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Those who had missed a repayment were asked why this had happened. Results are
presented in Table 6.6.3b. The most frequently mentioned reasons were:

= Aloss of income, usually a result of the respondent losing their job (26%); and

= Those related to financial management and planning including failing to budget
correctly (24%) and lack of funds/not having the money when payments were due
(20%).

Only 3% specifically mentioned increased interest rates as the reason for missing a
repayment although rising rates may have been a contributing factor in the other reasons
mentioned in the “poor financial management/planning” category.

The reasons given for missing repayments were similar to those mentioned in 2005 apart
from increased proportions who “didn’t have the money when payment was due” (up from
9% in 2005) or who has encountered “an unexpected emergency expenditure” (up from 6%
in 2005).

Table 6.6.3b  Reasons for missing repayments in the last 12 months

Reasons for missing repayments 2008
%
Would you mind telling me what were the main reasons you could

1

not make this/these payments? E
Base: Have missed repayment |,  (n=271)

1

1

Poor financial management/planning
Didn't budget/plancorrectly ........ .. ... . ! 24
Lack of funds, didn’t have the money when paymentwasdue............ E 20
Overspent on my credit/charge/storecard ........................... E
Increaseininterestrates . ........... .ot E
Borrowed too much originally . ........ ... ... ... ,:

Loss of income E
Lossofincome/lostjob . . ... E 26
Loss of partner'sincome/job . ........... . . . E 5

Unexpected expense E
Unexpected emergency expenditure . .......... ..., i 12

An expense | had was a lot more thanexpected . .. ................... i
Unexpected medical EXPENSES . . ..ot i it 3
Other E
Relationship breakdown . ......... ... .. . E
Something €lSe . ... ..o |
G SAY .+ v v ittt . <1

Unprompted question, multiple responses allowed.
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Section 7  Savings, Investment and Superannuation

7.1

Introduction and key findings

This section of the report examines the community’s understanding of and behaviour in
relation to investments and superannuation. It includes a discussion of the incidence of
different types of savings account and investments, people’s understanding of fundamental
investment principles and the incidence and basic rules governing superannuation. It also
looks at retirement planning, retirement income and the use and choice of financial
planners.

Financial literacy is of considerable importance here as poorly informed investment and
superannuation decisions are likely to make it difficult for consumers to plan and save
effectively for their retirement as well as placing them at greater risk of suffering financial
loss.

Key findings
Product incidence
High interest savings accounts and investments were held widely, but not universally.

= 46% of all respondents said they had a high interest savings account. Those most
likely to have this type of account were people aged under 35 years (54%) who had
the financial capacity to save (63% amongst under 35’s with a personal income of
$58,000 or more) and a goal to save for (63% amongst under 35’s who intended
taking out a mortgage in the next 12 months).

= 20% of respondents had a term deposit. This was slightly lower than in 2002 (24%)
and the decrease may reflect competition from high interest on-line savings
accounts.

= 38% held shares and 20% said they had investments in managed funds.
= 19% had an investment property.

= Four percent said they have investments in debentures, bonds, notes or
derivatives.

= 20% of those aged 55 years or over said they held a retirement income stream
product, most often an allocated pension (37%) or a lifetime pension or annuity
(24%).

Those people who did not hold any of the above products®’, a group comprising 30% of the
total sample, were most likely to be younger (39% of 18-24 year olds) and earning lower
incomes (39% of those with personal incomes under $25,000, 46% of those whose main
source of income was a Government benefit or allowance). These people were also more
likely to be found amongst those with relatively lower financial literacy (46% of quintile one
members).

Understanding of investment principles

Understanding of risk and fluctuation in the value of investments showed some
improvements on the 2005 results.

= In 2008, 52% of respondents said they wouldn’t invest in an investment offering a
return well above the market rate with no risk. This was a five point increase on
2005 and may reflect the failures of various property developers and stockbrokers
since 2006. However, almost half the sample (48%) still chose a response other
than this. Most often this was to “invest lightly to see how it goes before investing
more heavily” (39%), the principle on which many financial scams operate.

= There were also more respondents who understood that short term fluctuations in
market value can be expected even with good investments (up 3 points to 67%).
Recent share market volatility is likely to be a key factor in this result.

" Apart from retirement income stream products.
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Other measures of understanding have not changed significantly:

= An investment with a high return is likely to have higher than average risks was
regarded as true by the great majority (86%) of respondents; while

=  92% considered diversification across different types of investments to be of at
least some importance.

Superannuation

= 76% of respondents said they belonged to a superannuation fund. Of all
superannuation fund members:

0 54% belonged to one fund (down slightly from 59% in 2005) while 43% said
they belonged to more than one fund 8, Typically members of more than one
fund had household incomes of $80,000 or more (49%) and were aged 25-44
years (48%).

Twenty-three percent of those who belonged to more than one fund could not
see any disadvantage in doing so (13% none, 10% can’t say) while those who
could were most likely to mention the increased fees (40% multiple
administration fees, 20% multiple set-up fees) incurred by membership of more
than one fund.

0 14% of fund members said they belonged to a self-managed superannuation
fund, typically people aged 45 years or over (19%) and those with household
incomes in excess of $100,000 (18%). There were no significant differences
between financial literacy groups insofar as the incidence of SMSF
membership was concerned - 16% of quintile five superannuation fund
members belonged to an SMSF as did 13% of quintile one and two fund
members. That is, around one in ten of those with relatively low levels of
financial literacy were potentially the investment decision makers for their own
superannuation fund.

= Understanding of certain basic rules relating to superannuation remained very high
although there continues to be considerable uncertainty about its tax treatment:

0 96% understood that employers are required by law to make superannuation
payments on behalf of employees (not significantly different from 97% in the
previous two surveys);

0 90% understood employees can make superannuation payments additional to
any payments made by their employer (not significantly different from 91% in
2002 and 92% in 2005);

0 58% thought superannuation is taxed at a lower rate than other investments
(not significantly different from the 56% recorded in 2005), 10% thought it was
taxed at the same rate, 5% thought the rate was higher and 27% were unsure.
Those least likely to nominate the “lower tax rate” option were females (53%
versus 63% of males) and members of financial literacy quintiles one (39%)
and two (32%).

There was some improvement in reported understanding of superannuation fund
statements - 31% of those who received such statements considered them difficult
or very difficult to understand, down from 36% in 2002. Those with relatively low
financial literacy scores were the most likely have difficulty understanding fund
statements (46% difficult/very difficult amongst members of quintile one) as were
those who received superannuation statements but did not read them (50%
difficult/very difficult).

%8 3% of members were unsure how many superannuation funds they belonged to.
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Understanding of superannuation as an investment was moderate amongst fund
members aged under 65:

0 20% were unable to nominate any advantages of superannuation over other
forms of investment, particularly 18-24 year olds (35%) and members of
financial literacy quintiles one (46%) and two (34%). The advantages most
often mentioned for superannuation were the favourable tax treatment of
contributions (30%) and restricted access to the funds (29%).

0 42% didn’t know what factors resulted in a reduction in the final value. Again
young people aged 18-24 years (62%) and members of quintiles one (60%)
and two (61%) were the most likely to be unable to give a response to this
question. Those who did give a response most often attributed fund under-
performance to inadequate contributions (22%), poor choice of fund (too risky -
10%, poor fund choice for life circumstances 10%) and lack of long term focus
(particularly withdrawing money early 15% or switching funds frequently 6%).

71% of those who said they had chosen a superannuation fund (42% of fund
members) said they shop around when looking for a new fund.

Choice criteria for a new fund were the fees, the fund’s performance and the nature
of the fund and its investment, particularly the fund risk. Compared to 2005, there
appears to have been less emphasis on performance and more on fees and risk.

Retirement planning and expectations

Most of those under 65 years of age (91%) did not think the Government would
make up any shortfall in retirement funding, particularly those with higher
household incomes who are the least likely to be eligible for Centrelink payments.

50% expect their superannuation will let them live either more comfortably or about
as comfortably as now, a 6 point increase on the 2005 result. The strong growth in
asset values, at least up until late 2007, is likely to have influenced this result.

27% of fund members® had identified a target income for retirement. This figure
increased to 34% amongst those aged 45 to 59 years, for whom retirement
planning is a more immediate concern.

Two-thirds (66%) of those who had identified a target income nominated an income
figure in the range $25,000 to $74,999. Factors considered when establishing the
adequacy of current retirement funding arrangements focused on fund members’
desired standard of living and expected future financial situation.

Retirement income

When looking for a retirement income stream product, 57% of those aged 55 years
or more and who have arranged a product of this type say they shop around. This
was higher than in 2005 (42%) but still significantly less than for products like
insurance (75%) and mortgages (73%).

There was evidence of limited familiarity with reverse equity loans. Of all
respondents aged 60 years or over, 51% said they didn't know what a reverse
equity loan was and another 3% were unsure. Further, of those who said they did
know what this product was, 33% (another 15% of all those aged 60 years plus)
didn’t know enough about it to identify any factors they would consider when
deciding whether or not to take one out.

» To maintain consistency with previous surveys this was reported for those fund members aged under 65 years, who
were in paid work and not self-employed.
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Financial Planners

= Of all respondents, 34% had consulted a financial planner - unchanged from 2005.
Those aged 55-69 years (that is, those approaching retirement or recently retired)
were the most likely to have consulted a financial planner (48%). Use of financial
planners was also associated with higher incomes (46% amongst those with
personal incomes of $80,000 or more) and relatively higher financial literacy (50%
amongst members of quintile five).

=  When choosing a financial planner 59% shop around.

= Choice criteria used when selecting a planner were most likely to include the
knowledge/professionalism of the planner (36%), recommendation by friend or
family member (21%), assessment of the planner as having good people skills
(19%) and having a reputable brand (16%).

= 35% of those who had consulted a financial planner said they don’t consider
conflicts of interest in any investment recommendations they receive, generally
because they trust their planner (54%). Those who say they do consider the
possibility of conflicts (58%) are most likely to look for the payment of commissions
by product providers as the indicator.
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7.2 Incid
Table

ence of savings products and investments

7.2.1a summarises the population incidence of various types of savings products and

investments.

Savings deposit accounts

High interest savings accounts (including bonus savings accounts, on-line
savings accounts and cash management accounts) were held by 46% of survey
respondents. Most often, these accounts were held by those aged under 35 years
(54%), particularly those under 35’s who had personal incomes of $58,000 or more
(63%), who were working in upper white collar occupations (63%) and who had
established a clear savings goal by intending to take out a mortgage in the next 12
months (63%).

One in five respondents (20%) held a term deposit, slightly fewer than in 2002
when 24% reported holding this type of account. Increased competition from high
interest on-line savings accounts, is likely to be a factor in this decrease. Term
deposits were held most often by older people (28% of those aged 60-69 years,
44% of those aged 70 years or over).

Table 7.2.1a  Types of investment held
Survey
Investment products held 2002 2005 2008
% % %
Base: Total respondents | (n=3548) (n=3513) (n=3500)
Deposit accounts : : :
High interest savingsaccount.......................... ! na ! na ! 46
Termdeposit. ... .ovu i : 24 : 22 : 20
Other Investments 2 : 2
Superannuationfund ........... ... ... E 71 E 74 E 76
ShArES . ..ttt x 44 40 ! 38
Managed investments other than superannuation. . ... ... E 29 E 27 E 20
INVeStMeNt Property . .......ooovreie i x 18 . 19 ! 19
Other investments (eg: debentures, bonds, etc) .......... E na E na E 4
Base: All respondents aged 55 years or more | na i (n=1096) ; (n=1303)
Retirement income stream product . . ................... i na 1 24 20

Other

investments

Three in four respondents (76%) were members of a superannuation fund, not
significantly different from the situation in 2005 but higher than the 71% who
reported being members of a superannuation fund in 2002.

At 94%, membership of superannuation funds was highest amongst those working
for an employer on a full-time, part-time or casual basis. Nevertheless, while
regulation requires employers to pay superannuation on behalf of all employees,
this result shows that 6% of those in paid employment were either unaware this
was happening or were not receiving their superannuation entitlements.

Of all respondents, 38% said they held shares and 20% managed investments
other than superannuation. Question changes made to obtain information on high
interest savings accounts and other investments have reduced comparability with
the earlier surveys. The substantial decrease in the incidence of “managed
investments other than superannuation” is most likely to be a consequence of these
changes although losses sustained by many market linked investment funds since
late 2007 may also have made some contribution to this decline.
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Both types of investment were more likely to be held by people aged 45 years or
older (45% of this age group held shares, 25% managed investments), particularly
those in this age group with household incomes of $100,000 or more (65% shares,
37% managed investments). There was also an association between ownership of
these investments and financial literacy - 54% of quintile five held shares versus
23% of quintile one while 27% of quintile five held managed investments compared
with 14% of those in quintile one.

= Approximately one in five (19%) respondents held an investment property,
typically those aged 40-64 years (26%) and those earning personal incomes of
$80,000 or more (36%)

= Other investments, including debentures, bonds, notes or derivatives were held
by 4% of respondents, 6% of those aged 70 years or over.

= Twenty percent of all respondents aged 55 years or more® said they had a
retirement income stream product, slightly less than in 2005 (24%). We do not
believe this is a consequence of a lower population incidence for this product but
rather, reflects the greater effort made in 2008 to prevent respondents including
themselves in this category because they received the government age pension.

Overall, 30% of all respondents did not hold a high interest savings account, term deposit,
shares, managed investment, investment property or other investments such as
debentures, bonds, notes or derivatives. Typically such people were younger (39%
amongst those aged 18-24 years) and earning lower incomes (39% of those with a
personal income of less than $25,000, 46% of those whose main source of income was a
Government benefit or allowance). They were also more likely to be found amongst those
with lower financial literacy (46% amongst members of quintile one compared with 18% of
quintile five).

% |n 2008, 4% of those aged under 55 years incorrectly said they held this product type. This suggests the existence of
some confusion as to the meaning of the term Retirement Income Stream.
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7.3

7.3.1

Investing principles and process

This section reports on respondents’ understanding of investment principles and, amongst
investors, the details of their most recent investment - what it was, what sources of
information were used to inform the decision and what investors were looking to gain from
this investment.

Understanding of investment principles

All respondents® were asked four questions about fundamental investment principles.
Respondents with higher financial literacy scores were more likely to identify the most
appropriate responses on all of these questions than were respondents with lower financial
literacy scores. As a result, the demographic and socio-economic profile of people more
likely to select the most appropriate responses reflected the profile of the upper literacy
quintiles as discussed in Section 2 — these are not reiterated here.

With that in mind, as shown in Table 7.3.1a:

= 86% of respondents said it was true that investments with high returns are likely to
have higher than average risks. At the same time, 14% did not choose this
response, typically those with lower levels of financial literacy (38% of quintile one,
21% of quintile two).

There have been no significant changes in these responses across the three
surveys.

Table 7.3.1a  Understanding of investment principles

Survey
Understanding of investment principles 2002 2005 2008
% ‘ % ’ %
An investment with a high return is likely to have higher than average risks? 1 : :
Base: TotalSample | (1=3203) | (n=3513) | (n=3500)
TTUE et ettt ' 85 ' 87 : 86
FalSE oiite s : 8 : 8 : 7
UNSUI ...ttt et et e et ettt ] : 7 : 5 : 7
Which of the following would you recommend for an investment advertised as : : :
having a return well above market rates and no risk? 1 1 1
Base: TotalSample | (=3293) | (w3513 | (n=3500)
Consider it"too good to be true™ and NOTINVESL. . .. ... v vt vttt et : 46 : 47 : 52
Invest lightly to see how it goes before investing more heavily. . ..., : 44 : 44 : 39
Invest heavily to maximise Your return ... .......vuveeeii i 1 3 1 1 3
UNSUF .. ettt ettt ettt e e ettt e E 7 E E 6
Which ONE of the following is the most accurate statement about fluctuations : : '
in market values? 1 1 1
Base: Total Sample : (n=3293) : (n=3513) : (n=3500)
Short-term fluctuations in market value can be expected, even with good investments.................} : 63 : 64 : 67
Good investments are alwaysincreasinginvalue .............c.coviiiiiniiiennann.. : 19 : 21 : 16
Investments that fluctuate in value are notgood inthe longterm................oiiiiiiiii ... 1 6 1 5 1 5
L0 : 13 : 10 : 12
Thinking about investing over 5 years or more, how Important do you consider : : :
diversification of your funds across different types of investments? : : :
Base: Have investments : (n=2187) : (n=2058) : (n=1987)
VY IMPOTTANT . ..ottt ettt e e e e e e e ettt 1 51 1 49 1 50
QUItE IMPOITANT . . .ottt e e e e e e e e e e e e e : 28 : 30 : 28
OFf SOME IMPOITANCE ... vttt ettt ettt et e et ettt e e s : 12 : 14 : 14
Notatall IMPOrTANt ... ... ... e : 5 : 4 : 5
UNSUE - v e e e e e e e e e e e ) ' 5 | : 3
Prompted questions.

*! For consistency with previous surveys, the question on diversification is only reported for those who held investments.
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= Almost one in every two respondents (48%) selected a response other than the
most appropriate recommendation for an investment advertised as having a return
well above market rates and no risk — that is, consider it would be “too good to be
true” and not invest in it. Those with low levels of financial literacy were the most
likely to pick another response (72% of quintile one, 60% of quintile two and 52% of
quintile three), typically to invest lightly and see how it goes before investing more
heavily, a choice which is the basis for the design of many financial scams.

Nevertheless, the proportion of respondents who chose the most appropriate
response (that is, not invest) was significantly higher than in 2005 (47%) and in
2002 (46%) suggesting the collapse of property developers such as Westpoint and
Fincorp has had some impact on community perceptions.

= Two in three respondents (67%) understood that even with good investments, short
term fluctuations in market values can be expected. One in three respondents
(33%) did not choose this option. Selection of other alternatives occurred most
often amongst those with lower levels of financial literacy (64% of quintile one, 41%
of quintile two).

Once again however, the proportion who chose the most appropriate response
(that is, fluctuations can be expected even with good investments) was significant
higher than in 2005 (64%) and in 2002 (63%).

= Finally, 78% of those respondents who held investments considered diversification
of funds across different types of investments to be very (50%) or quite (28%)
important while just 8% were unsure (3%) or did not think it was important at all
(5%). These results showed no significant changes across the three financial
literacy surveys.

Overall, there appeared to be slightly greater awareness of investment risk than in 2005, a
possible reflection of the difficulties experienced by those who invested in organisations
such as Westpoint, Fincorp and Australian Capital Reserve. There also appeared to be
greater awareness of the potential for fluctuation in the market value of investments,
perhaps not unexpected in light of the current high level of share market volatility.

The Social Research Centre



ANZ Survey of Adult Financial Literacy in Australia (2008) 66

7.3.2 Details of most recent investment

All those who held investments were asked what type of investment they had made most
recently. Responses are shown in Table 7.3.2a where it is evident that the most recent
investments made were most likely to be:

= In equities - 28% shares and 4% through managed investments;
= Property (29% of all investors, 39% of those aged 35-44 years); and

= Deposit accounts such as term deposits (14% of all investors, 32% of investors
aged 70 or over) and high interest savings accounts (2%).

Table 7.3.2a  Type of most recent investment

Type of most recent investment 2008
%
Thinking about your most recent investment, what did you decide i
to invest in? |
Base: Have investment i (n=1013)
Equities i
SRAES . v ot i 28
Managed INVESIMENES . . . . .. ..oty 4
PIOPEItY . .ottt i 29
Deposit account
Term depoSit . . .. oot i 14
High interest savings acCcount . . ......... ...ttt i
SUPEIANNUALION . . . o .\ et e e e e e e e e e 5
BUSINESS . .ot i
Something €ISe . . ... i 7
CaNIECAll ..o\ttt 10
Unprompted question, single response only.
Base: Randomly selected subgroup of all eligible respondents.

Those who nominated a specific type of investment were asked two further questions:
= How they had found out about their most recent investment; and

= What they were looking for with this investment - that is, what were their investment
objectives.

Sources of information about most recent investment

Responses to the first of these questions are presented in Table 7.3.2b. Results are shown
in summary form for all nominated investments as well as separately for the three most
common types of investment - shares/managed investments, property and term
deposit/high interest savings accounts.

Points of interest in Table 7.3.2b include the following:

= 24% of these investors said they found out about their most recent investment
through their friends, family or work colleagues. This figure rose to 53% amongst
young people aged 18-24 years and was still at 43% amongst those aged 25-34
years.

This information source was more likely to be used by investors in equities (29%)
and property (27%) than by those whose most recent investment was in a term
deposit or high interest savings account (13%).
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The main source of information about deposit accounts was from the account
provider - 41% of those whose investment was of this type had found out about it
through a bank or other financial institution. At 18%, advertising was also
mentioned relatively frequently by those investing in these accounts.

Apart from family, friends and work colleagues, investors in equities also made
relatively frequent use of financial information available from newspapers and
magazines (15%), financial planners (13%) and internet sites (11%).

In addition to personal networks, property investors also made use of advertising
(17%), the relevant sections of newspapers/magazines (13%) and internet sites
(12%). Another 13% of this group referred to their own general research and
knowledge about the property category.

Table 7.3.2b  Sources of information for most recent investment
Type of Investment
Sources of information used to find out about Any Shares/ Term Dep/
most recent investment Investment Mgd Inv Property | Savings a/c
% % % %
How did you find out about this investment? : : : :
Base: Nominated a type of investment : (n=906) : (n=320) : (n=284) : (n=166)
Friends, family, work colleagues . . . ........... ... ... ... ..... : 24 : 29 : 27 : 13
Own research/knowledge : : : :
Information in newspapers ormagazines. .................. .: 11 : 15 : 13 : 5
Internet / Relevant sites on the internet . . .. ................. : 9 : 11 : 12 : 7
Books about finance /investing . ............ . : 3 : 6 : 2 : 1
Finance industry publications . . .. ......... ... ... .. : 3 : 5 : 2 : 4
Publications by Government / Community organisations . . . .. ... : 1 . 1 i <1 : <1
Attendance atseminars . .. ........... i) : 1 : 1 : 1 : -
Own general research / knowledge . . . ..................... : 11 : 11 : 13 : 4
Industry professional : : : :
Financial planner. . ... ... . ... .. : 8 : 13 : 2 : 2
Stockbroker/Accountant . .. ... ... 1 3 1 6 1 3 1 -
Realestate agent . . . ... : 2 : - : 7 : -
AdVertiSINg . . . ..o : 12 : 6 : 17 : 18
From bank or other financial institution . . . .................... : 11 : 6 : 1 : 41
Other reSPONSES . . o ottt et : 3 : 4 : 3 : -
Didn't use any information source . .. ........ ..y : 8 : 4 : 8 :
Can'trecall . . ... e : 2 : 1 : 3 : 3
1 1 1 1
Unprompted question, multiple responses allowed
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Investment objectives

Table 7.3.2c presents the objectives these investors had for their most recent investment.
Mentioned most often were:

= Long term capital or financial gain (27%), although this was most likely to be
mentioned by investors in equities (37%) or property (30%);

= 22% said they were seeking “a good return”; and

= 21% were looking for security from their investment - 30% of those investing in a
deposit account and 25% of those investing in equities.

= In addition, 22% of those whose most recent investment was in property mentioned
lifestyle benefits (eg: owning a larger home, having a home in a desirable
retirement location) as one of their objectives.

Table 7.3.2c  Objectives for most recent investment

Type of Investment
. . Any Shares/ Term Dep/
Investment objectlves Investment Mgd Inv Property Savings alc
% % % %
And what were you looking for in this investment? : : : :
Base: Nominated a type of investment : (n=906) : (n=320) : (n=284) : (n=166)
Capital/Financial gain : : : :
Long term capital/financialgain . .. ............ ... ... ..... : 27 : 377 : 30 : 11
Short term capital/financialgain . ... ............. ... ... .. : 5 : 6 : 3 : 10
General return : : : :
AgoO IBIUIM . ettt e e : 22 ) 25 : 16 : 27
Better long term returnthancash .. ....................... : 9 . 11 ) 9 : 10
Income : : : :
A future income stream (eg: in retirement) . ................. : 7 : 6 : 8 : 3
An immediate income stream . ........... ... 1 5} 1 7 1 4 1 4
Interestincome . .......... ... : 2 : 1 : <1 : 9
Other objectives : : : :
SECUMLY « . v o ettt e e e e e g 21 ! 25 i 14 : 30
Saving / Investing forthe future . ... ............. ... ..., .. : 11 : 10 : 12 : 12
Better lifestyle now orin retirement . . . ............ ... ... .. : 9 : - : 22 : -
Access, flexibility . . . .. ... .. 1 5 1 3 1 6 1 5
Tax benefits . . . ... ... : 4 : 3 : 4 : 2
DIVErSIfICAtION . . . ..\t H 2 ) 5 : <1 : 1
ONEr TESPONSES « .+« o ettt e ettt e : 6 2 6 ) : 2
Nothing in particular / DON't KNOW . . .. ..o oo : 7 . 8 i : 9
Unprompted question, multiple responses allowed
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7.4 Superannuation

This section reports on membership of superannuation funds. It also examines members’
understanding of the regulatory requirements, taxation, statements and factors influencing
the performance of superannuation funds as well as the extent of comparison shopping
undertaken when choosing a fund.

7.4.1 Number and types of superannuation fund held

Table 7.4.1a reports on the number and types of superannuation fund to which respondents
said they belonged. As shown:

54% belonged to just one superannuation fund, slightly fewer than in 2005 when
59% were in this situation. Against this, 43% were members of more than one fund
- 28% belonged to two funds, 9% to three and 6% to four or more.

Those most likely to be members of more than one fund were people aged 25-44
years (48%) and those with household incomes of $80,000 or more (49%). People
aged 18-24 years were the group most likely to be unsure about how many funds
they belonged to (10%).

Superannuation fund members most often said they belonged to an industry
superannuation fund (33%), a corporate or employer fund (19%), a public sector
fund (18%) or a self-managed superannuation fund (14%). These figures show
some differences from those reported in 2005. There has been an increase in the
proportion who say they belong to an industry fund (up from 21% to 33%) - this
may reflect increased membership but may also be a result of greater awareness
following the significant mass media advertising of industry funds that has occurred
since the 2005 survey. There was also a slight increase (from 15% to 18%) in the
proportion who said they belonged to a public sector fund and a decrease (from
27% to 19%) in the proportion saying they were members of a corporate or
employer fund

Table 7.4.1a  Number and type of superannuation fund held
Survey
Incidence and Type of Superannuation Fund 2002 2005 2008
% ‘ % ‘ %
Fund membership ! : :
Base: TotlSampe | (n=3548) | (n=3513) | (n=3500)
Member of one or more sUperannUAtion fUNAS .............c..ueeieinete et : 71 : 74 : 76
Does not have SUPErannUAtION/UNSUIE . ... ...ttt et et e e et e e e e e : 29 : 26 : 24
Approximately how many superannuation or roll-over funds do you have? : : :
Base: Have superannuation 1 na 1 (n=2629) 1 (n=2612)
ONE FUNA ONIY . ..ttt e et e : na : 59 : 54
WO fUNGS . ettt e e : na : 26 : 28
TIEE fUNAS . . . ettt e e e e e e : na : 8 : 9
Fourormore funds..... ... ... o : na : 6 : 6
UNSUIE L. ettt ettt e : na : 2 : 3
And which of the following fund types do you or your employer currently contribute to? : : :
Base: Have superannuation : na : (n=2629) : (n=2612)
(Co{peER @ EaRYEr It coooocassaacesaas0000a0000000000000000000000600000a060000000000600600a0000 : na : 27 : 19
INAUSHITY FUND . L e e ! na ! 21 ! 33
PUDIICSECtOr fUNd . ... s : na : 15 : 18
Self-managed superannuation fund ............. .. i e : na : 14 : 14
Retail superannuation fund .. ...... ... e : na : 7 : 7
Retirement savings aCCOUNT (RSA) . .. ..ottt ettt ettt et et : na : 5 : B
Private fund - BankNSUIANCE . . .. ...ttt et e e e et : na : 1 : 1
OHNEI TESPOMSE . . .+ ettt et ettt e et ettt e e ettt ettt : na : 1 : 2
UNSUNE L . ettt et ettt et ettt e : na : 21 : 20
Prompted question.
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The figures do not match especially well with those from APRA®* which, at June
2007, showed 51% of all superannuation accounts held with a retail fund, 35%
with an industry fund, 10% with a public sector fund and 2% with a corporate fund.
The APRA report is based on accounts rather than people, so some discrepancy
with the survey results might be expected. Nevertheless, there does appear to be
confusion amongst consumers about the type of superannuation funds, particularly
with respect to the difference between retail and corporate funds.

= Members of self-managed superannuation funds were most likely to be found
amongst people aged 45 years or over (19%) and those with higher household
incomes of $100,000 or more (18%). There were no significant differences in the
financial literacy of SMSF members — 16% of quintile five said they belonged to a
self-managed superannuation fund as did 13% of those in quintile one and 13% of
those in quintile two. That is, around one in ten superannuation fund members with
relatively low levels of financial literacy are potentially the investment decision
makers for their own superannuation fund.

Further to the issue of belonging to more than one superannuation fund, all members were
asked what problems they could see in being a member of more than one fund. Results
presented in Table 7.4.1b show that:

= The disadvantages mentioned most often were those related to fees including
having to deal with multiple administration or management fees (34%) and multiple
entry or set-up fees (20%). The potential for losing track of superannuation funds
(36%) was also mentioned frequently as a possible problem.

The reasons given were much the same as in 2005 when 36% mentioned multiple
administration or management fees, 20% multiple entry or set-up fees and 41% the
potential for losing track of superannuation funds.

= The responses of those who actually belonged to more than one superannuation
fund were similar to those who only belonged to one fund. The only differences
were less mention of “losing track of funds” (30% versus 41% of those with only
one fund) and greater mention of “multiple administration or management fees”
(40% versus 27%). Those with more than one fund were also more likely to see no
disadvantages in this situation (13% “none” versus 4% of those with only one fund).

Table 7.4.1b  Disadvantages of having more than one superannuation fund

N° of funds
Disadvantages of multiple super funds One More than
2008 Only One
Base: Have superannuation and under 65 (n=465) (n=233) (n=232)
% % %
As far as you're aware, what are the potential problems
with having more than one superannuation fund?
Fees
Multiple administration/managementfees.................... 34 27 40
Multiple entry/set-upfees........... ..o 20 19 20
Multiple exitfees . ... 12 13 11
Fees/additionalfees ...t 3 3 4
Other disadvantages
Losetrackofthem ........... .. ... i 36 41 30
Return not as good/Limited growth . . .......................
Allotherdisadvantages ...........c.ooviviiiinneninnnna.d
NONE . 9 4 13
CaN Y .« o et et 16 23 10
Unprompted question, multiple responses allowed

% ugtatistics: Annual Superannuation Bulletin”, Australian Prudential Regulation Authority , June 2007.
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7.4.2 Understanding of superannuation

To test understanding of superannuation, fund members were asked about some of its
regulatory requirements, its taxation treatment, their own use and understanding of fund
statements, the advantages of superannuation over other types of investment and the ways
in which the performance of a superannuation fund might be assessed.

Requlatory requirements and tax treatment of superannuation

Regulatory requirements and the taxation of superannuation were addressed through the
questions shown in Table 7.4.2a.

Virtually all those asked (96%) were aware that employers are required to make
superannuation payments on behalf of their employees and that employees can
make superannuation contributions in addition to the payments made by employers
(90%). These results did not differ significantly from those in the 2005 survey.

There was however, more uncertainty in relation to the tax treatment of
superannuation. Here 58% of those asked thought that superannuation is taxed at
a lower rate than other investments, 10% thought the taxation rate was the same,
5% thought it was higher and 27% were unsure. The proportion who thought
superannuation was taxed at a lower rate did not differ significantly from the 2005
results. However, in 2008 fewer respondents thought tax on superannuation was
higher than on other investments (down 4 points from 9% to 5%) although more
were unsure as to how the tax rate compared (up 5 points from 22% to 27%).

Those least likely to choose the lower taxation rate option included females (53%
versus 63% of males) and people from financial literacy quintiles one (39%) and
two (32%) rather than those from quintiles four (65%) and five (75%).

Table 7.4.2a  Understanding of regulatory requirements and taxation of superannuation
Survey
Understanding of superannuation 2002 2005 2008
% % %
1 1
Employers are required by law to make superannuation payments 1 1 1
on behalf of their employees : : :
Base: Have superannuation, employed and under 65 1 (n=1616) 1 (n=1897) 1 (n=1684)
I I 1
L8 = | 97 1 97 1 96
1 1 1
Bl ..o s ! 3 ! 2 | 3
UNSUE - v e e e e e e e e e e e e ] : : 1 : 1
Employees cannot make superannuation payments additional to any : : :
payments made by their employer : : :
Base: Have superannuation, employed and under 65 1 (n=1616) 1 (n=1897) 1 (n=1684)
TIU .ttt ettt e : 5 1 6 6
FAISE ettt e : 91 ' 92 : 90
UNSUIE . . ettt e et ettt e ettt ettt e e : 4 : 2 : 4
Base: All eligible respondents for each survey
Is superannuation taxed at a lower, higher or the same rate as other investments? : : :
Base: Have superannuation, employed and under 65 1 na 1 (n=1897) 1 (n=550)
1 1 1
L@ P [ES naonanoanoonoanoaon000000a000000000000a00600000000000000000600a00a06000000000000000004 1 na 1 56 1 58
HIGNEr TIE ... : na : 9 : 5
UINSEEIFLS sona0a0000000808800800668300008000500500506850560 66666666 06666666666666666600a00600 : na : 13 : 10
UNSUPE . .ttt et e e e e e e e e e e e e e e e e e e e : na : 22 : 27
Prompted question.
Base: A randomly selected subset of all eligible respondents in 2008, all eligible respondents in 2005
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Superannuation fund statements

Information was also sought on members’ understanding of superannuation fund
statements. As shown in Table 7.4.2b:

Seventy-five percent of fund members both received and read their superannuation
statements, not significantly different from the 76% reported in 2005.

Eight percent of superannuation fund members said they did not personally receive
statements from their fund while a further 17% said they received statements but
did not read them. Neither of these results differed significantly from those reported
in 2005.

Those most likely to be in these groups included young people under 25 years of
age (16% of whom said they did not receive statements, 31% received them but
didn’t read them) and people aged 70 years or over (29% said they didn’t receive
statements).

Table 7.4.2b  Reading and understanding superannuation fund statements
Survey
Reading superannuation statements 2005 2008
% %
L] 1
Do you receive superannuation fund statements? x '
IF YES: Do you read these? X '
Base: Have superannuation ; (n=2629) |, (n=845)
Don'trecallreceiving fund statements ...t : 9 : 8
L] 1
Receive fund statements butdon'treadthem ............ . ... ... i, X 15 : 17
Receive fund statementsandreadthem .......... ... .. ... ... .. ' 76 | 75
L] 1
Base: A randomly selected subset of eligible respondents in 2008, all eligible respondents in 2005.
Due to a different question format, 2002 results are not comparable.

All those who received superannuation fund statements but did not read them were asked
why this was the case. As shown in Table 7.4.2c, the reasons mentioned most often were:

Table 7.4.2¢c

Those relating to a lack of interest — 36% “couldn’t be bothered”, 14% “don’t have
the time”, 13% feel that “other things are more important” and 4% “just assume
they’re correct”.

A further 23% found their statements too difficult to understand. Females (30%)
were significantly more likely than males (14%) to give this response.

Reasons for not reading superannuation fund statements

Reasons for not reading superannuation statements 2008

Why don't you read your superannuation or rollover fund statements?

Lack of time/interest

Couldn'tbe bothered. . ... ... ... ' 36
Donthave time .. ... E 14
Other priorities more IMportant .. ........ ...t . 13
Just assume they're Correct/oK . ... ... .ot ;: 4
Other reasons .
Too difficultto understand . ........... . : 23
Someone elsereadsthem ... ... . ] E 8
P o] (=Y =T Yoo 4 1= , 12
Unsure/Can'trecall . . ... ... ' 4

Base: Did not read superannuation fund statement (n=131)
%

Unprompted question, multiple responses allowed.
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= These reasons were much the same as in 2005 apart from a slight decrease (from
10% to 4%) in the proportion who said they just assume their statements are
correct.

Those who did read the statements from their superannuation fund were asked what they
generally looked for when they did this. As shown in Table 7.4.2d:

=  Fund members were most likely to look for information on the performance and
current value of their fund: specifically the investment return (42%) and the current
value of their investment (38%).

= After this, topics of interest included the management fees charged for operating
their fund (21%), issues relating to the fund’s administration including checking
everything is right (14%) and looking at the breakdown of investments (12%), and
details of employer (12%) and personal (7%) contributions to the fund.

Compared with 2005, there was greater mention of more specific aspects such as fund
performance, the fees and the breakdown of the investments. There was less mention of
just generally checking the accuracy of the statement.

Table 7.4.2d  Things looked for when reading superannuation fund statements

Survey
Things looked for when reading superannuation fund
statements 2005 2008
% %
And what do you generally look for when you read your superannuation E E
fund statements? . :
Base: Read superannuation fund statements ’ (n=1011) : (n=644)
Fund performance/value 2 :
Value of INVESIMENT . . ... E 44 E 38
Investment return/performance .......... ... . A 36 . 42
Balance of aCCOUNt. .. ... ] E = i 6
Costs of operating fund . .
Management fEeS . . .. ... E 16 E 21
(=Y AR : 5 : 8
Administrative issues/arrangements E E
To check everything is FIght ... ... ...ttt e 2 26 : 14
Break down of investments . . ... .. i E 4 E 12
Details of fund beneficiaries . ......... ...t : : 2
Insurance information/benefits . . ... . E 2 i
Contribution information : :
Employer contributions . . ... ... E 10 i 12
Personal CoNtrBULIONS . . .. ...\ttt et e : :
Allother things . . ... E i
Nothing in particular . ........ ..o i i E
Unprompted question, multiple responses allowed.
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As a final measure of the communication effectiveness of superannuation fund statements,
all those who received them were asked whether they found annual statements from a
superannuation fund difficult or easy to understand. Results are presented in Table 7.4.2e.

Approximately two-thirds (65%) of those who received a superannuation fund
statement said they found such statements “easy” to understand — 12% “very
easy”, 53% “easy”.

Conversely, 31% found it “difficult” (4% “very difficult”, 27% “difficult”) to understand
these statements. While this result is not significantly different from 2005, it is
lower than the 36% who found it “difficult” to read an annual superannuation
statement in 2002.

Those most likely to be experiencing difficulty in understanding superannuation
fund statements in 2008 included people with low financial literacy scores (46% of
those in quintile one versus 25% of those in quintile five) and those who received
statements but did not read them (50%).

Table 7.4.2e  Ease of understanding an annual superannuation fund statement
Survey
Ease of understanding superannuation statements 2002 ’ 2005 ’ 2008
% % %
Do you find understanding an annual statement for a superannuation 1 : :
fund ... : g '
Base: Receive superannuation fund statements | (0=1132) | (n=1192) | (n=T77)
Very difficult . . ..o : 5 y 6 ) 4
DIffiCUIt . . . : 31 : 28 : 27
Net: "Difficult” . ... : 36 : 34 : 31
BaSY . o o E 48 E 52 E 53
VEIY BASY . . ..o : 13 ! 12 ; 12
Net: "Easy” ...... ... : 61 y 64 ) 65
CANTSAY .« o et ettt e e e e : 3 y 3 ' 4
Prompted question l I I
Base: A randomly selected subset of eligible respondents in each survey
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Superannuation fund performance

As discussed earlier (see Table 7.4.2d), many of those who read their superannuation
statements looked for information on the performance of their fund. To better understand
how people assess fund performance, two questions were asked.

The first of these required respondents to select the best indicator of fund performance from
the list shown in Table 7.4.2f.

= Slightly more than two-thirds of those asked (68%) selected “the amount of return
left after the fees are taken out”, less than the 77% who chose this alternative in
2005. In the 2008 survey, respondents were more likely to select “the return” (12%
versus 8% in 2005) or were unable to select any of the responses (13% versus 8%
in 2005).

Those in quintile one were the most likely to be unable to select an alternative
(36%) compared with just 3% of quintile five who were unable to do this.

Table 7.4.2f Indicators of superannuation fund performance

Survey

Superannuation fund performance 2005 2008
% %

Which one of the following gives the best indication of how your :

superannuation fund or managed investment is performing? :
Base: Have superannuation, employed and under 65 : (n=1897)

'

1

1

I
I
i
1 (n=550)
The amount of return left after the feesaretakenout.............. ... .. .. .. ..... 77 i 68
T T UM oo e ' 8 \ 12
The PEr-UNIECOSTE . . o oot e e e e e E 4 E
ThE fBES . i e e : 3 :
CaN L SAY . . . ittt et ; 8 E 13

Prompted question.
Base: A randomly selected subset of all eligible respondents in 2008, all eligible respondents in 2005

The second question asked respondents about the sorts of things that can result in under-
performance by a superannuation or other managed investment fund. Things mentioned
most frequently included (see Table 7.4.29):

= Failure to contribute sufficient funds (22%);

= Poor choice of fund including choosing a fund which is unsuitable for current
circumstances (eg: a conservative fund for a person with many years until
retirement) or selecting a fund with a very high risk profile (both 10%); and

= The lack of a long term investment focus including withdrawing money early (15%)
and frequently switching funds (6%).

= In addition, 42% didn’t know what factors resulted in a reduction of the final value of
a superannuation fund. Those most likely to be in this situation were young people
aged 18-24 years (62%) and members of quintiles one (60%) and two (61%).

There was no significant difference from the responses given in 2005 apart from slightly
fewer mentions of “switching funds” (down from 11% to 6%), possibly a result of this topic
having a higher profile in 2005 when the choice of fund legislation was introduced.
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Table 7.4.2g Indicators of superannuation fund under-performance

Superannuation fund under-performance 2008
%
What are the types of things people commonly do that often result in the E
final value of superannuation or managed investments being reduced? '
Base: Have superannuation, employed and under 65 ! (n=550)
Not contributing sufficientfunds ........ ... ... . 22
Poor choice of fund E
Poor fund choice for life circumstances . ... ' 10
Selecting a fund with a very highrisk profile . .. ......... ... .. .. . ! E 10
Choosing a fund with high feesand charges ............ .. ... .. .. .. oii... x
Poor fund management . ........ ... ] E
Short term focus :
Withdrawing money arly . ...ttt e E 15
Switching funds frequently ... ... :
Not considering long term performance ............. .. E
Switching as soon as performance drops . ........ouveiiie et ;
Relying on shortterm performance ........... ... .. i E
ALONET INGS « + + e v e e e e e e e e e e e e e : 11
AN T SAY . ot ittt E 42
Unprompted question, multiple responses allowed. .
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Advantages of superannuation over other investments

Those superannuation fund members who were under 65 years of age were asked what
advantages they thought superannuation offered compared to other investments. As
shown in Table 7.4.2h, these respondents most often referred to:

= The tax advantages associated with superannuation including favourable tax
treatment of contributions (30%), tax-free pension payments for those aged 60
years or over (8%) and the tax-free status of a superannuation fund that is paying a
pension (6%).

= The fact that the money is locked away so you can't get at it (29%) and perceptions
of superannuation as a secure, low risk investment (15%).

= One in five (20%) of those asked were unable to nominate any advantage of
superannuation. This occurred most frequently amongst young people aged 18-24
years (35%) and members of quintiles one (46%) and two (34%).

Table 7.4.2h  Advantages of superannuation over other investments

Advantages of superannuation over other investments 2008
Base: Have superannuation and under 65 years (n=766)
%

What advantages does superannuation have compared to other types
of investments?

Tax related advantages

Lower tax/favourable tax treatment of contributions . .............. ... .. ...l 30
No tax on payments if you're 60 YEars Or OVEr . . ... vuevee et it '
No tax on superannuation fund ifit's payingapension........................... E
Nature of investment :
Money is locked away so you can'tgetatit. ... E 29
SECUIEISATE MIOWFISK - .« o e e e e e e e e e e e e : 15
Long term investmentgives good return . ........... . i E 7
Other advantages E
Government co-contribution . ............ ...y '
Compulsory, regular contributions . .. ... . i E
AllOtNEr TESPONSES . . o oottt e } 6
AN T SAY . . ottt E 20

Unprompted question, multiple responses allowed.
Base: A randomly selected subset of all eligible respondents
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7.4.3 Joining a new superannuation fund

All those who were superannuation fund members were asked if they had ever chosen a
superannuation fund®. Those who had chosen a fund were then asked about the extent to
which they shop around when arranging a new fund. Those who don’t shop around at all
were asked why not. Results are shown in Table 7.4.3a which shows that:

= 42% of superannuation fund members said they had chosen a superannuation fund
at some time.

Table 7.4.3a Comparison shopping for a superannuation fund

Shopping around for superannuation funds 2008
%
Have you ever chosen a superannuation fund? :
Base: Have superannuation : (n=1296)
Yes have chosen superannuationfund ...t : 42
No, have not chosen superannuationfund .............................. : 58
Base: A randomly selected subset of all eligible respondents
T
When arranging a new superannuation policy, do you shop :
around ... 1
Base: Have chosen super fund : (n=524)
A Ot : 9
Afalrblt: 18
A 1 44
Net: Any shoppingroundatall.....................ciiiiiii...d : 71
NOtatall .. ... e : 28
CAN ESAY . e vttt e e : 1
Prompted question. I
What is the main reason you don't shop around? :
Base: Don't shop around for super fund : (n=150)
Already had relationship with/happy with a provider ..................... : 19
Take someone else's advice :
Go with recommendation of financial expert........................... : 11
Just go with what is recommended by friend/ffamily member ............ : 10
Spouse/partner does shoppingaround. ............ovviiiiiiinea.d 1
Lack of timefinterest :
Couldntbe bothered. ........ ... : 16
Justwentwith employerfindustryfund ...t : 11
DONThaVe the IME . ... ...t :
"Theyre all the SAME™ . .. ...\ .uet ittt : 5
Lack of knowledge/information :
Lack of knowledge about superannuation............................. : 7
Too difficult to make comparisons/getinformation...................... ! 4
Setupown selfmanagedfund.............. ... i : 4
AllOther rEASONS . . . . ettt et e : 9
Unsure/Cantrecall . ... ... e : 3
Unprompted question, muitiple responses alowed. I

* This was not directly comparable with the question used in 2005 which asked fund members if they had ever had the
ability to choose a superannuation fund.
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Of those who had chosen a fund, 71% said they shop around when arranging a
new superannuation fund - 44% “a little”, 18% “a fair bit” and 9% “a lot".

Just over one in four (28%) said they do not shop around at all. Financial literacy
amongst this group was slightly lower than amongst those who do shop around at
all (mean FLS of 90.4 versus 95.0)

Reasons for not shopping around that were mentioned most often included:

0  The presence of an existing, satisfactory relationship with a superannuation
provider (19%), and

o] Lack of interest in the issue - 16% couldn’t be bothered, 11% just went with
their employer or industry fund, and 8% didn’t have the time.

In addition to questions about comparison shopping, all fund members under 65 years of
age and in paid employment were asked what factors they would consider when choosing a
superannuation fund. As shown in Table 7.4.3b, the things considered most often were:

The fees, charges and costs (41%);

The performance of the fund (25% long-term performance and 16% recent level of
performance) and the returns achieved (9%); and

The nature of the fund and its investment strategy - that is, the overall risk level
(18%) and whether high and low risk investment options are available (8%).

Table 7.4.3b  Consideration factors when choosing a superannuation fund
Considerations when choosing a super fund 2008
Base: Have superannuation, employed and under 65 (n=550)
%
What things would you consider when choosing a i
superannuation fund? E
Performance E
Long-term level of performance . . ............. ... .. ... ... ... E 25
Recent level of performance .. .......... ... .. . i ! 16
Investment returns achieved by the fund. . ... ......ooevrnn.. ' 9
Costs f
Fees/charges/costs .. ........ ... . i E 41
Nature of fund/investments i
Howriskythefundis........ ... ... . i E 18
Investment options offered/High risk and lowrisk . . .. ............ E 8
Diversity/types of investments . . .. ........ ... .. ... ... ] 6
Reputation/Recommendation '
Recommendation by people youtrust......................... 3 7
Reputable/trustworthy . .. ....... ... ... . o E 9
Comparative ratings by rating organisations . .. ................. ! 4
Additional services/benefits '
Availability of expertadvice . . ......... .. E 5
Extra benefits like life insurance . .. ........... ... ... ... i 1
Other considerations . . . . ...ttt : 13
CaANT SAY .« . v ot E 18
Unprompted question, multiple responses allowed.
Base: Randomly selected subset of eligible respondents

Compared to 2005, there was:

Less mention of fund performance (long-term performance down from 33% to 25%,
short-term performance down from 20% to 16%) and investment options (down
from 16% to 8%); and

More frequent mention of fees (up from 37% to 41%), fund risk and the degree of
diversification (between them up 4 points to 23%) and comparative ratings by
superannuation fund rating organisations (up 4 points to 4%).
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7.5 Retirement Planning and Expectations

This section examines the community’s expectations about the role of government in filling
any retirement funding shortfall as well as their views on retirement income requirements
and how to calculate these.

Expectations of government support in retirement

All respondents under 65 years of age were asked whether they agreed or disagreed with
the statement “I don't think it really matters much about superannuation or planning and
saving for retirement because the government will make up the gap”. As shown in Table

7.5.1a:

The great majority of under 65's (91%) disagreed with this statement indicating
most people of this age feel they will need to self-fund their retirement.

The overall level of disagreement was slightly lower than in 2005 when 94% of
under 65’s disagreed with this statement. At the same time the proportion who
“strongly disagree” has increased significantly (from 49% to 57%) since 2005.

Strong disagreement with the view expressed by this statement appeared to be
income dependent - 67% of those with household incomes of $100,000 or more
strongly disagreed versus 40% of those with household incomes of less than
$25,000. As people with higher household incomes would be the most likely to
have difficulty meeting eligibility requirements for Centrelink payments, this finding
is not unexpected. However, along with the increase in “strong” disagreement, it
does point to greater realism in the role government is expected to play in making
up any gaps in retirement funding.

Table 7.5.1a  Expectations of government support for retirees
Survey
Expectations of government support 2005 2008
Base: Under 65 years (n=1516) (n=2821)
% %

I don't think it really matters much about superannuation or planning and :
saving for retirement because the government will make up the gap :
1
1

'
'
StrONGlY AgrEE . . oo ! ! 1
A oo E E 5
Nt AGIEE et : 5 x 6
SroNgly diSAQIEE . . . . oo oot E 49 E 57
DISAGIEE . . . .o ottt e e e e : 45 2 34
Nt DISAgIEE" . . ittt E 94 E 91
CaNtSAY . oot : 1 : 3
! L

Unprompted question, multiple responses allowed.
Base: Randomly selected subset of eligible respondents in 2005, all eligible respondents in 2008
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Expectations of how superannuation will provide for retirement

From the results presented in Table 7.5.1a, it was evident that most people under 65 years
of age felt the government was unlikely to make up any income gap left by inadequate
superannuation. With that in mind, all those under 65's who were members of a
superannuation fund and who were in paid employment were asked how well they expected
their superannuation to provide for their retirement. The results presented in Table 6.5.1b
show that:

One in two (50%) expected their superannuation would enable them to live either
more comfortably than now (13%) or about as comfortably as now (37%). This was
higher than in 2005 when only 44% of respondents felt this way about the capacity
of their superannuation to provide for their retirement.

Around one in three (32%) thought they would be living less comfortably than at
present but getting by ok, down from 40% in 2005, while 14% felt they would be
living less comfortably and not coping.

Young people aged 18-24 years, that is those with the greatest amount of time left
until retirement, were the most likely to think their superannuation would enable
them to live more comfortably than now (32% selected this alternative).
Conversely, those closest to retirement age were the most likely to think they would
be living less comfortably and not coping (20% of those aged 45-59 years selected
this option).

Overall, these results suggest people have a more positive view of their ability to fund their
retirement than was the case in 2005. The strong growth in asset values, at least up until
late 2007, is likely to have had some influence on this view.

Table 7.5.1b  Expectations of how superannuation will provide for retirement
Survey
Expectations of how superannuation will provide for
you in retirement 2002 2005 2008
Base: Have superannuation, under 65 years and employed (n=1634) (n=1897) (n=550)
% % %
1 1 1
Which of the following best describes how you expect your superannuation : : :
to provide for you in retirement? 1 1 1
1 1 1
More comfortably than I'm living NOW . . ... ... e : 12 : 10 : 13
About as comfortably as I'm livingnow . .......... ... ... .. ... .. : 37 : 34 ' 37
Net: More comfortably/As comfortablyas now . ............. ... ... .. ....... : 49 : 44 : 50
1 1 1
1 1 1
Less comfortably than I'm living now but getting by OK . . ... .................... 1 37 1 40 1 32
1 1 1
Less comfortably than I'm living now and notcoping . . .. ........... ... 1 12 1 13 1 14
1 1 1
Net: Less comfortablythannow .. ...... ... ... .. .. . i) : 49 : 53 : 46
(CEAME&EY 0 000000000000 000000000000000000000000C . 2 : 3 ' 4
1 1 1
Prompted question.
Base: All eligible respondents in 2002 and 2005, a randomly selected subset of all respondents in 2008.
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Income required for retirement

In order to understand the income levels people think they might require in retirement, the
same fund members (under 65 years, in paid employment) were asked if they had identified
a figure for how much they thought they would need to live on when they retired. Those
who had done so, were asked what annual income they thought they would need. As
shown in Table 7.5.1c:

27% of these respondents had identified a figure. Older people aged 45-59 years
(34% versus just 13% of those aged 18-24 years) and those with higher personal
incomes of $80,000 or more (46%) were the most likely to have done so. Those
who had identified a figure also had a higher mean financial literacy score (98.0)
than those who had not done so (mean FLS 90.1).

The proportion who said they had identified a figure was lower than in 2005 (down
8 points from 35% to 27%). While there is no clear reason for this decline it is
evident that the great majority of the superannuation fund members who were
asked this question had not identified an income target their retirement.

Those who had identified a figure were most likely to nominate an annual income
between $25,000 and $75,000 with an average income of just on $60,000. Those
with a partner nominated a higher amount than did singles ($61,800 versus
$53,700) as did those with household incomes of $100,000 or more ($69,500
versus $44,200 for those with household incomes below $80,000).

For the most part these figures appear realistic suggesting those who have
identified an income figure have put some thought into establishing this number.
Nevertheless there also appears to be a significant number of people, for example
66% of those aged 45-59 years, who have not identified a target retirement income
despite being at an age where retirement planning might be expected to have
become more specific.

Table 7.5.1c  Expected retirement income requirement
Survey
Expectations of required retirementincome 2005 2008
% %
Have you identified a figure for how much per year you ' E
will need to live on when you retire? s !
Base: Have superannuation, under 65 and employed | (n=1897) i (nh=550)
Yes have identified afigure ........... .. i E 35 E 27
No, have notidentified afigure .................ccoiiiiiiiiinn.. ! 64 : 73
AN L SAY .+t ittt E 1 E 1
L L
Base: All eligible respondents in 2005, randomly selected subset of eligible respondents in 2008
Approximately how much per year do you think you will need? E E
Base: Have identified an amount | na . (n=155)
LesS than $15,000 . ...ttt : - : 1
$15,00010 $24,999 . . ..ttt . na : 4
$25,000 10 $49,999 . . ...\t + na 1 34
$50,000 10 $74,999 .. .ot " na : 32
$75,00010 $99,999 . . .o\ttt * na 10
$100,000 OF MOTE . . o vve ettt e e e e e e e e e e e ! na : 15
UNSUIE . . e e E na E 4
Unprompted question. Not asked in 2005.
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Factors to consider and sources of information when calculating retirement funding

The same fund members were also asked what factors should be taken into account when
calculating the adequacy of current retirement funding. From Table 6.5.1d it is evident that
respondents were most likely to mention:

= Their expected living standards in retirement including the costs that might have to
be met (37%), their current cost of living (32%) and their desired standard of living
in retirement (24%)

= Their expected future financial situation including expected investment earnings
(11%), home ownership (11%), the value of assets on retirement (10%), the time
left until retirement (14%), current level of savings (11%) and their expected
superannuation benefits (10%), and

= Their expected life span (14%).

There were no significant differences from the responses recorded in the 2005 survey.

Table 7.5.1d  Factors to consider when calculating adequacy of retirement funding

Factors influencing perceived adequacy of retirement funding 2008
%
What factors would someone need to take into account if they were .
trying to calculate whether their current arrangements were enough :
for future retirement? '
Base: Have superannuation, under 65 and employed E (n=550)
Expected future living standards/requirements :
Costs might need to meetduring retirement. ............... ... ..., E 37
Currentcostofliving .. ... .. o E 32
Desired standard of living in retirement . . ... X 24
Inflation/Expected inflation .......... ... . . E 10
SE @ [0EEN 0 0 0ao000000000000000000000a000060a000a00000000000a000000d ,
Family dependencies . ... E
Expected future financial situation ,
Length oftime before retirement . ............ ... i E 14
Expected earnings frominvestments ........... ... .. i ! 11
Whetherown home ornot. . ... e E 11
LT 4=Y 01T 17 o P , 11
Value of assetsonretirement ....... ... ... .. i E 10
Expected superannuation benefits ......... ... . . 10
Eligibility for pension/governmentbenefits ................ ... ... 0] E
Current level of debtand abilitytorerepay ........... ... .o, .
Whether or not will do some paid work afterretiring. . ....................... E
Other factors :
Expected life span . ... E 14
Allother factors mentioned . ... : 7
UNSUNE .« . e E 16
Unprompted question, multiple responses allowed. .
Base: All eligible respondents in '05, randomly selected subset of eligible respondents in '08

The Social Research Centre



ANZ Survey of Adult Financial Literacy in Australia (2008) 84

These same superannuation fund members were also asked what sources they would use
to obtain information on how much they might need for retirement. As shown in Table
7.5.1e:

= By far the most frequently mentioned source of information was a financial planner
or adviser (48%). This was followed by other finance professionals such as an
accountant or tax specialist (14%).

Apart from finance professionals, there was also relatively frequent mention of:
0  The internet (12% general internet search, 9% specific internet sites), and
o] Information from family or friends (11%).

Those aged 45-59 years were the most likely to mention finance professionals
(78% mentioned at least one of the finance professionals shown in Table 7.5.1e
versus 68% of the total sample) while 18-24 years olds were the most likely to
mention seeking advice from family or friends (24%).

= These results were not significantly different from those reported in 2005, apart
from an increase in the mention of internet search options (up from 6% in 2005 to
12% for general internet search).

Table 7.5.1e  Sources of information for working out amount needed for retirement

Sources of information on how much needed for retirement 2008
%

Where would you get information on how much you need
for retirement?

Base: Have superannuation, under 65 and employed E (n=550)
Finance professional

Financial planneroradviser . .. ........ .. i : 48
An accountant ortax specialist. . .. ........ ... . E 14
Bank manager or bankemployee ........... .. ... ... e i 6
Financial counsellor . . ... ... .. E 7
My superannuation fund . ........... ... E 6
Superannuation SBMINAIS . . ... ..ottt e E 2
Other source/Own research E
Family or friends ... ...ttt E 11
SPeCIfic INErNEt SIE . . . .. oottt e ; 9
General searchontheinternet. .. ... ... .. . . . . . i 12

Would work itout myself .. ... ...
Allother sourcesmentioned . . . ......... . i

Unprompted question, multiple responses allowed.
Base: All eligible respondents in '05, randomly selected subset of eligible respondents in '08
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7.6 Retirement income

This section looks at retirement income stream products including the incidence and type of

products held and the acquisition process for them. Given their potential to supplement
retirement income, consideration is also given to the incidence of reverse equity loans in

this section.

7.6.1 Incidence and types of retirement income stream products

All respondents were asked if they held retirement income stream products. As mentioned
earlier, 20% of those aged 55 years or over said they did. Those aged 55 years or over
who said they had a retirement income stream product were asked what type of product it

was. As shown in Table 7.6.1a*:

= The types of products mentioned most often were allocated pensions (37%),
lifetime pensions or annuities (24%), life expectancy and market-linked pensions or

annuities (both 15%).

= Some changes were evident since 2005, in particular significant increases in the
reported use of allocated pensions (up from 16% to 37%) and market-linked
pensions or annuities (up from 8% to 15%) while the reported use of lifetime
pensions and annuities (down from 45% to 24%) has decreased. These are in-line
with changes made under Simpler Super which enhanced the flexibility of allocated
pensions and removed the 50% discount previously applied to lifetime pensions

and annuities by Centrelink’s age pension assets test.

Table 7.6.1a Incidence and types of retirement income products

Incidence and type of retirementincome
stream products

Incidence of retirement income stream products
Base: All aged 55 years or over

Yes have a retrementincome streamproduct. ............ ..o

No don't have thistype of product ........... ... i,

Which of the following best matches the features of the retirement
income stream product you have?
Base: Have retirement income stream product and aged 55 years or over

Lifetime pension/annuity
A set income that you receive forthe restof yourlife . . .. ....... ... ... .. ... .. ...
Allocated pension

A regular income you receive until the money runs out that can adjust from
year to year and that is linked to the investmentmarket . . . .............

Life expectancy pension/annuity
A set income that you receive for a term based on your life expectancy . .. .............
Market linked pension/annuity

A set income that you receive for a term based on your life expectancy that
islinked to the investmentmarket . . . ........... .. ... . i

Fixed term pension/annuity
A set income that you receive for a specified term (eg: 10years). .. ..................
(0 1= 1/ o

UNSUIE o e e e e e

Survey
2005 2008
% %
1 ]
1 ]
1 [ ]
i (n=1096) ; (n=1303)
1 [ ]
: 24 ; 20
: 76 : 80
1 1
1 [ ]
1 ]
1 1
1 ]
: (n=261) : (n=255)
: :
1 1
1 ]
| 45 ' 24
1 1
1 ]
1 ]
1 1
: 16 : 37
1 1
1 ]
1 ]
' 12 ' 15
1 1
1 ]
1 ]
1 ]
1 [ ]
1 8 ] 15
1 ]
1 ]
1 ]
; 0 10
: 14 '
1 1
5

Prompted question, multiple responses allowed.

* The descriptions used in the survey for each product type are shown in italics
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7.6.2 Acquisition of retirement income stream products

All those who held a retirement income stream product of any sort were asked how much
they shop around when arranging a new product of this type. Those who do not shop
around were asked why not. Responses are shown in Table 7.6.2a.

= 57% reported some degree of comparison shopping for this type of product, a slight
increase on the figure of 42% reported in the 2005 survey.

Table 7.6.2a Comparison shopping for retirement income products

Survey
Shopping around for retirement income products 2005 2008
% %
When arranging a new retirement income stream product, do ! !
you shop around .... g !
Base: Have arranged a new retirement income stream product/55 yrs + v (=93 1 (n=228)
F N o : i h 14
1 1
Afair Dt . L : 14 ) 16
ATHIE .. \ 21 27
1 1
Net: Any shoppingroundatall. .......... ... ... : 42 ! 57
NOLAL AN . ..ottt e : 52 : 40
1 1
Never needed to do thisfcan'tsay . ..., : 6 ! 3
Prompted question.
Base: Randomly selected subset of eligible respondents in 2005, all eligible respondents in 2008.
** Caution small sample size. Results are indicative only

= As shown in Table 7.6.2b, those who said they do not shop around (40%) were
most likely to mention an existing relationship with a provider of these products
(34%) or acting on the advice of a financial expert (32%). These results were
consistent with those recorded in 2005.

Table 7.6.2b  Reasons for not shopping around for retirement income products

Why not shop around for retirement income products 2008
%
What is the main reason you don't shop around?
Base: Do not shop around for retirement income stream product/55 yrs+ 1 (n=92)*
Already had relationship with/happy with a provider ................... 34
Take someone else's advice
Go with recommendation of financial expert/broker . . ................ E 32
Just go with what is recommended by friend/family member ........... E 6
Spouse/partner does shoppingaround .. ................ ... E =
Lack of time/interest E
Couldntbe bothered. . ......... ... i 4
"Theyre allthe Same" . ... ... o ittt E 1
Donthavethetime . ......... .ot E 3
Too difficult to make comparisons/get information . .................... 4
Have no say/only one scheme available . . ........................... : 10
AllOther rEASONS . . . . ..\ vttt et e e e e E 9
Unsure/Cantrecall . ... .......u E
Unprompted question, multiple responses allowed.
** Caution small sample size. Results are indicative only
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Further investigation of the acquisition process for retirement income stream products was
undertaken by asking all holders what criteria they considered important when choosing this
type of product. Results are presented in Table 7.6.2c where the criteria mentioned most
often included:

= Those relating to the product’s performance - the income (24%) and return (21%)
provided, how long the income will last (19%) and the product manager’'s past

performance (12%)

= The security of the product (20%) and having a reputable brand (19%).

A number of changes were evident since 2005 including:

= Greater awareness of choice criteria in 2008 — 13% gave a “can’t say” response
compared with 37% in 2005. Reflecting this greater awareness of specific criteria,

2008 saw more frequent mention of:

o] Factors related to product performance such as the rate of return (up 7 points

to 24%) and how long the income will last (up 6 points to 19%)

Fees (up 11 points to 13%)

o O O

Access and flexibility (up 8 points to 12%), and
o] Availability of expert advice (up 6 points to 8%).

Overall these results point to greater familiarity with these products than was evident in the

2005 survey.

Table 7.6.2c  Criteria considered important when choosing a retirement income product

Using a fund with a reputable brand (up 6 points to 19%)

Survey
Important criteria when choosing retirement income
stream product 2005 2008
Base: Have retirement income stream product/55 years or over (n=§/:14) (n=§/055)
When choosing a retirement income stream product, what criteria E E
do you think are important? ' !
Income/Return E E
Levelofincome itprovides .. ... : 17 : 24
[REXB @ fEIM 0 06 0000600000000000000033000000060600000000000000083000 E 17 E 21
Past performance of productmanager ............. ... i : 13 : 12
Howlongincomewilllast ......... ... .. i E 13 E 19
Security/Reputation E E
Security Of product . . ... ! 18 : 20
Reputable brand ....... .. .. . E 13 E 19
Recommended by others . ... ...t s 2 | 5
Other criteria mentioned E E
Access/Flexibility . . ... s 4 ' 12
FEBS o e E 2 E 13
Offers expertadviCe ...........ooiiiiiii e ! 2 ' 8
Tax effectiveness . ... ... E 2 E
Amount of control/ability to selff-manage ............... ... .. ... : 1 :
Allother Criteria . . . ..o e E 9 E 8
CaM L SAY .+ e ettt ettt e e a 37 i 13
Unprompted question, multiple responses allowed. I I
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7.6.3 Reverse equity loans

All respondents aged 60 years or over were asked if they knew what a reverse equity loan
was and, if so, what things they would consider when deciding whether or not to take out a
loan of this type. As shown in Table 7.6.3a:

= More than one in two (54%) of those aged 60 years or over either didn’t know
(51%) or were unsure (3%) what a reverse equity loan was. Those from financial
literacy quintiles one (72%) and two (63%) were the most likely to give these
responses.

= By contrast, affirmative responses to this question were most likely to come from
members of financial literacy quintiles three (57%), four (66%) and five (73%).

= When asked what things they would consider when deciding whether or not to take
out one of these products, 14% of those who knew what a reverse equity loan was
said they would never take one out while another 33% said they didn’t know what
to consider. Apart from this, the considerations mentioned most often were:

0 The interest rate (13%)

0 Life expectancy (11%)

o Conditions of the loan (11%), and

0 The size of the loan that would be required (10%).

Given that 54% didn’t know what a reverse equity loan was and one in three of those who
did (another 15% of all those aged 60 years or over) didn't know what to consider when
deciding whether or not to take one out, this product appears to be unfamiliar to the majority
of the 60 years plus population.

Table 7.6.3a Knowledge of reverse equity loans

Knowledge of reverse equity loans ‘ 2008
| %
Do you know what a reverse equity loan is? E
Base: Total sample aged 60 yearsorover ;  (n=954)
Yes, Knowwhat itis . . ... E 46
No, don‘tknowwhatitis ......... ..., E 51
UNSUNE . .ttt e et et e i 3
What things would you consider when deciding whether or not E
to take out a reverse equity loan? i
Base: Know what reverse equity loanis ;  (n=443)
Would nevertake one out . . . ....o ittt E 14
Theinterestrate . . ... ... ...ttt e e E 13
Howlong lexpecttolive .. ... ... i 11
The conditionsoftheloan . ........... .t : 11
The size of the loan thatwould beneeded ........................ : 10
MY ONQOING EXPENSES .+« v v v e ettt et et et e e e e i 9
Whether it was really necessary . .. ........oouuieiiiii : 9
How children feel @about it ... ... i 7
Might need the money/equity to move into a retirement village . ....... i 4
All other considerations . . . . ...ttt ;: <]
DON'tKNOW . « o e v e e e e e e e e e e e e : 33
Unprompted question, multiple responses allowed.

The Social Research Centre



ANZ Survey of Adult Financial Literacy in Australia (2008) 89

7.7 Financial planners

Making informed investment decisions is an important aspect of financial literacy and one
way of doing this is by obtaining input from a professional financial planner or adviser. This
section looks at the community’s use of financial planners and advisers — how widely they
are used, how they are chosen and how any potential conflicts of interest in their
recommendations are identified.

7.7.1 Use of financial planners

As shown in Table 7.7.1a:

34% of respondents had consulted a financial planner or adviser about their
finances. This was the same incidence as in the 2005 survey.

Those most likely to have consulted a financial planner were people aged 55-69
years (48%), that is, those either approaching retirement or recently retired. Use of
financial planners was also associated with higher levels of financial literacy (50%
of quintile five), household incomes of $100,000 or more (42%) and personal
incomes of $80,000 or more (46%).

Conversely, those least likely to have consulted a financial planner were young
people aged 18-24 years (13%). Other groups where use of financial planners was
below average included those living in areas of greatest relative socio-economic
disadvantage (that is, SEIFA group one 29%), those with household incomes less
than $25,000 (22%), single parents (27%) and those whose main source of income
was a government benefit or allowance (27%).

Table 7.7.1a  Use of financial planners
Survey
Use of financial planners 2005 2008
% %
1 1
And have you (ever) consulted any of the following people ! :
regarding your finances? ! :
Base: Total sample ! (n=3513) : (n=3500)
Yes, have consulted a financial planneroradviser.................... " 34 : 34
1 1
1 1
NO,have NOtdONE SO .. ..ottt e e e ’ 66 : 66
1 1

Prompted question where a list of financial service providers (including financial planners/advisers)
was read out to respondents.
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7.7.2 Choosing a financial adviser

All those who had chosen a financial planner or adviser were asked how much comparison
shopping they do when deciding which adviser to use. As shown in Table 7.7.2a:

= 59% of these respondents say they do at least a little comparison shopping when
choosing a financial planner or adviser, not significantly different from the results
obtained in 2005 (63%) and 2002 (57%), while

= 41% said they do not shop around at all, particularly those aged 70 years or over
(58%).

Table 7.7.2a Comparison shopping when choosing a financial planner/adviser

Survey
Shopping around for financial planners/advisers 2002 | 2005 ‘ 2008
% % %
When choosing a financial planner or adviser, ! ! :
do you shop around .... : : :
Base: Have chosen a financial adviser 1 (n=792) 1 (n=556) 1 (n=568)
Aot . : 12 : 11 : 10
Afairbit . .. E 15 E 16 E 14
Alittle . o : 30 : 36 : 35
Net: Any shoppinground atall. . ........... ... . ... i .. . 57 : 63 : 59
NOL A Al . o o v et ettt et ! 42 : 35 : 41
CaN T SAY . o ot : 1 : 2 : N
1 1 ]
Prompted question.
In each survey, the base is a randomly selected subset of all eligible respondents.
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Those who do not shop around when choosing a financial planner or adviser were asked
why not. As shown in Table 7.7.2b, the reasons given most often for not shopping around
were:

= The existence of a satisfactory, pre-existing relationship with a financial adviser
(31%), and

= Taking someone else’s advice — 27% that of a friend or family member, 23% advice
from a financial expert.

These responses were not significantly different from those reported in 2005 apart from a
slight increase in mentions of a satisfactory existing relationship.

Table 7.7.2b  Reasons for not shopping around when choosing a financial planner/

adviser
Shopping around for financial advisers 2008
%
What is the main reason you don't shop around?
Base: Do not shop around for a financial planner/adviser ' (n=236)
Already had relationship with/happy with a provider . .................. E 31
Take someone else's advice E
Just go with what is recommended by friend/family member .......... , 27
Go with recommendation of financial expert....................... E 23
Spouse/partner does shoppingaround . ............. ... ... ... 2
Lack of timefinterest
Donthavethetime........ ... .. . . i, E 3
Couldntbe bothered. . . ........ ... . . E 6
"Theyreallthe same" . ... ... ... .. i i E 2
Too difficult to make comparisons/get information . .. .................. 5
AllOther reasons . . ... ..ot e E 5
Unsure/Can'trecall . . ... ... i 3
Unprompted question, multiple responses allowed
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In addition to comparison shopping, all those who had chosen a financial planner or adviser
were asked what things had made them feel positive about the financial planner they had
chosen. As shown in Table 7.7.2c:

= The perceived competence of the planner (36% mentioned their planner’s
“knowledge/ professionalism”);

= The quality of service (19% mentioned “friendly, good people skills”, 14% “reliable,
efficient service” and 12% “attentive, personal service”); and

= Positive reputation either from personal word of mouth (21% mentioned the
recommendation of a friend or family member) or the reputation of the brand (16%).
The frequent use of recommendations by friends and family members points to the
importance of personal networks when choosing a financial planner or adviser.

Table 7.7.2c  Reasons for feeling positive about a financial planner

Positive perceptions of financial planners 2008
%
'
What are the things that made you feel positive about the E
financial planner you chose? !
Base: Have chosen a financial planner/adviser ;  (n=568)
Perceived Competence E
Knowledgel/professionalism .......... ... ... ’ 36
Gets good resURS . . ... oo E 3
Service '
Friendly,good peopleskills . . ....... ... ... E 19
Reliable, efficient SEIVICE . . . . oo oot ’ 14
Attentive, personalservice ............... i E 12
Recommendation/Reputation "
Recommended by friend or family member ................ ... .. E 21
Reputable brand ....... ... ... . : 16
Recommended by financialexpert .......... ... .. ... . . E 9
It's someone | know personally/throughwork ...................... : 5
PasSt EXPEIENCE .. it E 3
Endorsements/Testimonials ............. ... .. oo E 2
Other reasons ,
OO L E 6
CONVENIBNCE . .. oot : 6
Independence . ... E 4
AllOthEr reaSONS . . ..\ttt o 7
NO particular reason . ... e e E 3
DON'tKNOW . . . oo ettt e e e e e e e e e e ! 7
Unprompted question, multiple responses allowed I
Base is a randomly selected subset of all eligible respondents.
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7.7.3 Financial planners and conflict of interest

All those who had chosen a financial planner or adviser were asked whether they
considered the possibility of their financial planner having conflicts of interest when making
investment recommendations. Those who said they did consider this were asked what
things they looked at to see if there was a conflict. Results are shown in Table 7.7.3a:

Approximately one in three (35%) said they do not consider whether there are any
conflicts of interest in their planner’s investment recommendations.

Members of quintile one were the most likely to say this (48%) while those from
quintile five were the least likely to do so (24%).

When asked why they did not consider the possibility of conflict, the most common
reason given by this group of respondents was to say they trusted their planner
(54% of this group).

A further 9% said they didn’t consider conflict because the planner was a friend or
family member, 6% because the planner knew their needs/financial situation and
16% were unable to offer any reason at all.

It appears from these results that those who did not consider the possibility of a
conflict were prepared to accept that whatever recommendations the planner made
would be in their best interests.

Table 7.7.3a  Consideration of financial planners and conflict of interest
Financial planners and conflicts of interest 2008
%
When your financial planner makes investment recommendations, do you E
consider whether they have any conflicts of interest? i
Base: Have chosen a financial planner/adviser ! (n=568)
Yes consider whether there are conflicts ofinterest. ............................... ' 58
NO dONtdO thiS . . .o E 35
Have neverneeded to dothiS . ... ... e i 5
(O 10 = E 2
Base is a randomly selected subset of all respondents.
]
Why do you say that? :
Base: Don't consider whether there is a conflict E (n=199)
Trustthe planner/have confidence inthem ........... ... ... i, ' 54
Planneris a family memberorfriend ......... ... ... E
Planner knows personal needs/financial situation . ............... ... ... ... .... '
All Other FESPONSES . . . o oot e e e e E 15
DONTKNOW . .. ottt e e e e e e E 16
Unprompted question, multiple responses allowed
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= Also as shown in Table 7.7.3a, 58% of these respondents said they did consider
the possibility of conflict when their planner made investment recommendations.

=  When deciding if a conflict existed, those who considered the possibility were most
likely to check to see if the planner receives a commission from the product
provider (43%).

Other indicators considered included (see Table 7.7.3b):

0 The planner’s fee structure to see if it was based on the amount invested (7%)
or a flat fee (5%)

0 Whether or not the planner recommends products from more than one provider
(19%), particularly those working in upper white collar occupations (24%) and
those with household incomes of $150,000 or more (26%), and

0 Checking if the planning company is independent (16%).

Table 7.7.3b  Things looked at to see if financial planner has a conflict of interest

Financial planners and conflicts of interest 2008
%

What specific things do you look at to see if there is a conflict?

i
'
:
Base: Consider whether there is a conflict |, (n=323)
Fee structure E
Whether planner gets a commission from the product provider ................... y 43
Planner's fee is based on the amountyou have invested ........................ E
Planner charges a flat fee unrelated to products sold or amountinvested .......... '

1
Recommendation of product from one or more providers (19%) !
1

Planner only recommends products fromone provider.......................... ' 11
Planner recommends products from differentproviders . ......................... E 10
Planner/Planning company isindependent ................ i, } 16
Reputation/trustworthiness of company/planner ........... .. ... ... .. E 10
All Other TESPONSES . . . oot e e e e e :
Nothing in particular . ... ... E
DON EKNOW . . .t : 10

Unprompted question, multiple responses allowed
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Section 8

8.1

Insurance

Introduction and key findings

Those who behave in a financially literate fashion might be expected to protect their
financial situation through the use of risk insurance. Hence, this section examines the
community incidence, understanding and acquisition of risk insurance products.

Key findings

Incidence of risk insurance

The community incidence of different types of risk insurance varied considerably.

Of those who owned or were purchasing a motor vehicle, 97% held either
comprehensive (87%) or third party (10%) insurance. Those with lower personal
incomes were more likely to have third party insurance (14% amongst those with
personal incomes below $25,000). The high overall incidence of vehicle insurance
and the willingness of those with lower incomes to use third party insurance
suggest the need for motor vehicle insurance beyond the compulsory component is
well understood and acted on.

80% of those who either owned or who were purchasing their home had building
insurance and 74% of those who owned, who were purchasing or who were renting
their home had contents insurance. Both types of insurance were less likely to be
held by people under 35 years of age, those with personal incomes of less than
$58,000 and those using a language other than English at home

Of all respondents:

0 55% had private health insurance, most often those aged 35-69 years (60%)
earning personal incomes of at least $80,000 per year (80%);

0 34% said they had life insurance®, particularly males aged 35-59 years earning
personal incomes of at least $80,000 per year (58%), who had significant debt
(61% of males with a mortgage of $300,000 or more) and who had a partner
and children living at home (56%).

Of those working full-time, 30% had income protection insurance. Those most
likely to have this were people aged 35-44 years (37%), those with personal
incomes of $100,000 or more (47%), those with debt commitments (45% amongst
people with mortgages of $300,000 or more) and those with a partner and children
living at home (38%).

Those with relatively lower levels of financial literacy were significantly less likely to hold the
above types of insurance.

Understanding of risk insurance

Of those who have insurance:

0 54% were aware that a claim could be refused if the policyholder did not meet
their duty of accurate disclosure, slightly more than the 51% reported in 2005.
Forty-six percent (34% “no”, 12% “don’t know”) were not aware of this. Lack of
awareness was greatest amongst those aged over 60 years (65%) and those
with relatively lower financial literacy (83% of quintile one).

0 68% were aware of the cooling off period for those taking out a new insurance
policy, not significantly different from 2005, while 32% were not (14% “no”, 18%
“don’'t know”). Males aged 18-24 years (48%) and, once again, those with
relatively lower financial literacy (42% of quintile one) were the most likely to be
unaware of this.

* This is likely to be an under-estimate as many respondents would have life insurance as part of their superannuation.
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Acquiring risk insurance

=  75% of those who had arranged an insurance policy shop around when they do
this. The presence of a satisfactory relationship with the insurer was the main
reason for not shopping around (49%).

= When arranging a new policy (other than life insurance) 47% spontaneously
mentioned the level of cover as a factor they take into consideration. This fell to
30% when renewing an insurance policy. These figures were not significantly
different from those recorded in the 2005 survey and suggest there has been little
improvement in the community’s awareness of the risk of being under-insured.
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8.2 Incidence of insurance products

The need for particular types of insurance is influenced by a person’s specific situation - for
example, someone who does not own a motor vehicle does not need motor vehicle
insurance. Hence, Table 8.2.1a shows the 2002 and 2008 incidence of insurance products
amongst the people who are most likely to need them. For example, it shows the incidence
of building insurance amongst those who own or who are purchasing their home, motor
vehicle insurance amongst those who own or who are purchasing a motor vehicle and
income protection insurance amongst those in full-time paid work. The incidence of private
health insurance and life insurance is presented for the total sample.

From Table 8.2.1a it is evident that:

Private health insurance was held by 55% of all respondents, most frequently by
those aged 35-69 years (60%). Of all 35-69 year olds, those most likely to have
private health insurance were those living with a partner (68%) and those with
personal incomes of $80,000 or more (80%).

Of all respondents, 34% said they have life insurance. It should be noted that this
figure probably under-estimates the true incidence of life insurance as many
respondents will have life insurance cover included in their superannuation. With
that proviso, holders of life insurance were most likely to be males (39% versus
30% of females), particularly males aged 35-59 years (52%), who earned annual
personal incomes of $80,000 or more (58%), who held a mortgage of $300,000 or
more (61%) and who lived in a family household with a partner and dependent
children (56%).

Of those respondents who either owned their home, were buying it or who were
renting, 74% had contents insurance. Those least likely to have insured the
contents of their home included younger people (52% of those aged under 35 years
had contents insurance), those facing some degree of socio-economic
disadvantage (contents insurance was held by 69% of those with personal incomes
under $58,000, 65% of single parents and 57% of those employed on a casual
basis) and those people speaking a language other than English at home (57%).

Table 8.2.1a Incidence of insurance products amongst relevant population groups
Survey
Insurance products held 2002 2008
% %
Insurance
Base: Total sample ] (n=3548) ] (n=3500)
Private health insurance .......................... ; 57 1 55
Lifeinsurance .............. ... ..o i 33 34
Base: Own/Buying/Renting a home ! na ! (n=3413)
Contentsinsurance ................cooviiiinnnn.. na 74
Base: Own/Buying a home E (n=2688) E (n=2579)
Building insurance ...................c.iiiiiii. " na ' 80
Net: Building or contents insurance ................. 86 88
Base: Own/Buying a motor vehicle ! na ' (n=2804)
Comprehensive motor vehicle insurance ........... na 87
Third party motor vehicle insuranceonly  .......... na 10
Base: Working full-time E na E (n=1434)
Income protection insurance  ..................... E na E 30
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= Amongst those respondents who either owned their home or were buying it, 80%
had building insurance. Those least likely to have insured their residence had a
similar profile to those who did not insure their contents. That is, they were
younger (55% of those under 35 years had building insurance), with personal
incomes below $58,000 (77%) and working on a casual basis (61%) and speaking
a language other than English at home (72%). Single parents however (80%) were
not below average here and were more willing to insure the building they live in
than its contents.

= Amongst those who either own or who are buying a motor vehicle, 97% have
motor vehicle insurance — 87% have comprehensive motor vehicle insurance and
10% have third party insurance.

Younger vehicle owners aged 18-24 years were less likely to have any motor
vehicle insurance (91%) — only 66% of vehicle owners in this age group held
comprehensive insurance although they were the most likely to have third party
insurance (25%). Apart from age, those least likely to have comprehensive
insurance were people with household incomes below $58,000 (82%) or personal
incomes below $25,000 (80%). Both of these income groups also had an above
average incidence of third party insurance (13% and 14% respectively).

Amongst vehicle owners there was only a slight variation in the likelihood of having
some form of vehicle insurance between financial literacy quintiles one (93%) and
five (98%) suggesting that the need for vehicle insurance beyond the compulsory
component is both widely understood and acted on.

= Thirty percent of those working full-time had income protection insurance. Those
most likely to hold this type of insurance were people aged 35-44 years (37%),
people living in a family household with a partner and dependent children (38%),
those with mortgage outstandings of $300,000 or more (45%) and those with
personal incomes of $100,000 or more (47%).

Also as discussed in Section 2.5, the incidence of these types of insurance (except motor
vehicle insurance as discussed above) generally showed a strong association with financial
literacy - ownership of insurance products was considerably higher amongst those with
higher financial literacy scores and lower amongst those with lower scores.
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8.3 Understanding of insurance products

All those who held insurance were asked about the duty of accurate disclosure applicable
to consumers who take out insurance products and all respondents were asked about the

cooling

off period during which a new house and contents policy can be cancelled. The

descriptions used for each of these issues, and the responses obtained, are shown in Table

8.3.1a.

Just over 1 in 2 of those who held insurance (54%) were aware that an insurance
company could refuse a claim if the policy holder did not make accurate disclosure
of matters relevant to the loss. This was slightly higher than the 2005 result of
51%.

Those least likely to be aware of their duty of accurate disclosure, that is the 46%
who gave a response of “no” or “can’t say”, included those aged 60 years or over
(65%) and those with household incomes less than $58,000 (57%). From a
financial literacy perspective, those from quintiles one and two were the least likely
to be aware of the need for accurate disclosure (83% and 62% respectively gave
“no” or “can’t say” responses).

At 68%, awareness of the cooling off period applicable to house and contents
insurance policies was higher than awareness of the need for accurate disclosure.
Awareness of the cooling off period in 2008 did not differ significantly from the
result of 65% recorded in 2005.

Those most likely to be in the 32% who were not aware of the cooling off period
were people classified in financial literacy quintile one (42% “no” or “can’t say”) and
18-24 year old males (48% “no” or “can’t say”).

Table 8.3.1a Awareness of important requirements of insurance products
Survey
Insurance rights and responsibilities 2005 2008
% %
1 1
1 1
As far as you are aware, can your insurance company refuse ! '
your claim because when you took out or renewed the policy ! '
. .ge . 1 1
you did not accurately answer some specific questions asked | '
by the insurer that were relevant to the loss? : :
: "
Base: Have insurance : (n=2892) " (n=3289)
1 1
Yes-clamcanberefused .......... ... .. ! 51 ! 54
NO . E 37 E 34
L= 1T : 12 ! 12
: '
1 1
As far as you are aware, is there a cooling off period after : v
taking out a new house and contents insurance policy during : '
which time you can cancel the policy and have your premium ! '
fully refunded? | '
1 1
Base: Total sample : (n=1756) ! (n=1162)
Yes - aware of cooling off Period . ... .......oue e : 65 ' 68
1 1
NO . : 13 ! 14
CANTSAY -+« et vttt e e e e ; 22 ' 18
1 1
In each survey, the base is a randomly selected subset of all respondents.
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8.4 Acquisition of insurance products

All thos

e who had arranged a new insurance policy were asked about the extent of

comparison shopping they undertake when arranging a new policy. Those who don’t shop
around at all were asked why they didn’t do so. As shown in Table 8.4.1a:

75% of these respondents undertake some comparison shopping when looking for
a new insurance policy while 24% do not. This result is not significantly different
from that of 2005 (74%). However, the proportion shopping around for a new
insurance policy in 2008 was lower than in 2002 (81%). It is possible that
increased use of direct debit to pay premiums has made the task of switching
suppliers a little more complex and, as a result has discouraged some consumers
from shopping around when policies are due for renewal.

Lack of comparison shopping was at its highest amongst older people - 47% of
those aged 70 years or over do not shop around at all when arranging a new
insurance policy.

Table 8.4.1a Comparison shopping for insurance products
Survey
Shopping around for insurance 2002 ’ 2005 | 2008
% % %
When arranging a new insurance policy, do you shop around ... E E E
Base: Have aranged a new insurance policy ; (n=1470) | (n=1321) ; (n=1052)
A0t e . 25 i 21 : 18
Afairbit. .. E 31 E 25 E 24
PR ' 25 28 1+ 33
Net: Any shoppingroundatall..................oo i, E 81 i 74 E 75
Notatall. ... ... : 18 i 24 : 24
CaAN E SAY o v ottt E 1 E 2 E 1
Prompted question.
In each survey, the base is a randomly selected subset of all eligible respondents.
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= Reasons given for not shopping around included already having a satisfactory
relationship with an insurance provider (49%), lack of interest (20% couldn’t be
bothered) and accepting the recommendation of a financial expert (10%) or that of
a friend or family member (8%).

Compared to 2005, there has been an increase in the proportion who said they
don’t shop around because of their existing relationship with an insurance provider
(up 10 points from 39%).

Table 8.4.1b  Reasons for not shopping around for insurance products

Shopping around for insurance 2008
%

What is the main reason you don't shop around?

Base: Don't shop around for insurance policy ~ *  (n=259)
Already have relationship with/happy with provider . ................ E 49
Take someone else's advice
Go with recommendation of financial expert . .. .................. 10

Just go with what is recommended by friend/family member ........ y
Spouse/partner does shoppingaround . ....................... g 2
Lack of time/interest
Couldntbe bothered. . . ...... ... . ! 20
"Theyreallthesame" ... ... ... .. ... .. .. . . .. Y
Donthavethetime............. e :
Too difficult to make comparisons/get information ... ................ 2
Allotherreasons . . ... x

w U P O

Unsure/Can'trecall . ............ x

Unprompted question, multiple responses allowed.

The Social Research Centre



ANZ Survey of Adult Financial Literacy in Australia (2008) 102

In addition to arranging a new policy, all those with insurance were asked what factors they
took into account when first taking out an insurance policy other than life insurance and
secondly, what factors they considered when renewing an insurance policy other than life
insurance.

Of interest from a financial literacy perspective was the extent to which level of cover was
mentioned as a consideration given that under-insurance is generally regarded as a
widespread problem in the Australian community. As shown in Table 8.4.1c, the factors
people were most likely to consider when first taking out a policy were as follows.

The level of cover needed. In total, 47% of those with insurance mentioned this as
a consideration - 41% who made a general mention of the level of cover and 15%
who specifically mentioned “making sure you’re not under-insured”.

Those least likely to mention the level of cover included 18-24 years olds (34%)
and those aged 70 years or over (37%). There was substantial differentiation
between quintiles with 24% of quintile one versus 67% of quintile five mentioning
the level of cover as something they would consider when opening a new insurance
policy.

Apart from the level of cover, other considerations mentioned were the premium
(53%), the nature of the policy including the benefits offered (14%), the size of any
excess (15%) and the reputation of the insurance provider (20%).

Mention of these considerations was similar to 2005 apart from the excess (up from 11% to
15%) and the brand or reputation of the supplier (up from 17% to 20%).

Table 8.4.1c  Considerations when first taking out an insurance policy
Considerations when opening a new insurance policy 2008
%
What factors do you take into consideration when FIRST taking "
out or setting up an insurance policy other than life insurance? :
Base: Have insurance other than life insurance E (n=3304)
Level of cover (Net: 47%) !
The levelofcover-general. ... ... " 41
The level of cover to make sure you're notunder-insured .................. : 15
Pricing/Deal E
The Premium . ..o s 53
YT : 4
Value for moNeY/DEStAEAl. . .. ..o e et et : 3
Bonus/rewards for staying with company . ............. ... ... ... ' 1
Nature of the policy E
THE EXCESS . .ttt e e ! 15
Benefits inCluded .. ........ooiri " 14
Offers replacement value or marketvalue ............................... ' 1
Provider's reputation E
Brand or reputation of the supplier ...............ccooiiiiiiiiiiiin... " 20
Trustworthy, stable company . ... ] E 1
Recommendation of family, friends . ....... ... ... o i ’ 1
Experience of dealing with the company ..., . 1
Service quality :
Easy to make premium payments (direct debit, monthly, etc). ..............} E 2
Standard Of CUSIOMEr SEIVICE . . . ...\ttt ’ 2
Easytomakeclaims........... ... i ! 2
Allother considerations . . ... ...t e E 6
None, dont CONSIdEr ANY ... oottt et et et ! 4
Unsure/Can'trecall. ... ... e E 8
Unprompted question, multiple responses allowed.
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When asked about the factors considered when renewing an insurance policy, mentions of
the level of cover fell to 30% (versus 47% for a new policy) - 24% making a general mention
of this and 12% specifically mentioning “making sure you’re not under-insured”. Young
people (18% of 18-24 year olds), older people (24% of those aged 70 years plus) and
members of quintile one (13%) remained the least likely to consider the level of cover.

Other considerations mentioned included the premium which, at 47%, was the factor
mentioned most often, the benefits of the policy, the size of the excess, the reputation of the
supplier and the standard of customer service (all 11%).

No differences were evident from the 2005 results apart from more frequent mention of the
excess (up from 7% to 119%).

Table 8.4.1d Considerations when renewing an insurance policy

Considerations when renewing an insurance policy 2008
%
And what factors do you take into consideration when RENEWING ’
an insurance policy other than life insurance? 1
Base: Have insurance other than life insurance 1 (n=3304)
Level of cover (Net: 30%) E
The levelofcover-general....... ... .. i ! 24
The level of cover to make sure you're notunder-insured ................., 1 12
Pricing/Deal "
The PremiUm ..o e e e E 47
S o ottt . 2
Value for money/bestdeal . ..... ... ...y 1 6
Bonus/rewards for staying with company ............... .. ... ... ... . ... " 1
Nature of the policy E
Benefitsincluded .......... . ! 11
T BXCESS ettt ! 11
Any changes to whatthe policy covers............ ... .. " 2
Whether policy offers replacement value or marketvalue ................. : <1
Provider's reputation E
Brand or reputation of the supplier ......... ... i ! 11
Trustworthy, stable company . ... a 1
Recommendation of family, friends . ....... ... ... : =
Experience of dealing with the company ............ ... ..y " 3
Service quality E
Standard of CUSIOMEr SEIVICE . ... ...ttt e ! 11
Easy to make premium payments (direct debit, monthly, etc). .............. 2 1
Easytomake Claims . .. ... : 1
Ease of renewal process . . ... E 1
Date for policy renewal . . ... ... ! 2
Allother considerations . ... ... ..ottt : 5
None, don'tconsider any . ... ...t E 13
UNSUre/Can'treCall . ... ... e e e ! 7
Unprompted question, multiple responses allowed.
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Section 9  Consumer Rights and Responsibilities

9.1

Introduction and key findings

Awareness of one’s rights and responsibilities as a consumer of financial products and
services represents an important aspect of financial literacy. This section of the report
examines consumers’ knowledge of their rights and responsibilities in a number of areas,
looks at how people said they would handle complaints against a provider of financial
services and what further education the community itself sees as appropriate in this area.

Key findings
Awareness of rights and responsibilities

Consumers’ awareness of their rights, responsibilities and protections appears to be largely
unchanged since 2005.

= Almost all respondents agreed that providers of financial products and services
have a legal duty to provide clear information to consumers — 95% versus 94% in
the 2005 survey

= 78% of respondents (versus 79% in 2005) were aware that providers of
professional advice about financial services are legally bound to inform clients of
any commissions they might receive as a result of their advice. Those least likely
to be aware of this were females aged 70 years or over (66%), single parents
(65%) and those whose main source of income is a government benefit or
allowance (67%)

= 93% agreed that consumers have a duty of honest disclosure when taking out a
financial service or product versus 94% in 2005.

=  87% were aware that the card holder has sole responsibility for any lost money if
the PIN and access card are kept together in a stolen wallet (versus 89% in 2002
and 88% in 2005).

There was a change in the proportion that correctly said the statement ASIC checks the
accuracy of all prospectuses lodged with it was false. This rose to 19% from 15% in 2005.
However, the great majority of respondents continued to think this statement was true
(52%) or were unable to say (29%). This points to a relatively widespread lack of detailed
understanding of ASIC’s role in checking the accuracy of prospectuses. It also points to
increased investment risk for those who assume the claims and projections made in a
prospectus are accurate because the document has been lodged with ASIC.

Complaints

= Consumers were a little more confident they would know how to make an effective
complaint against a bank or other financial institution than in 2005 — 63% were
confident or very confident about this compared with 58% in 2005. At the same
time almost half (45%) of those in quintile one were not confident they knew how to
make an effective complaint against a bank or other financial institution.

= When it came to who respondents would contact if they wanted to make a
complaint, 17% were unsure who they would approach (particularly 25-34 year old
males - 28% and people working in lower blue collar occupations — 30%). Those
who gave a response were most likely to mention an industry ombudsman (36%) or
a government department like Consumer Affairs or ASIC (26%).

Further education

= 51% of respondents felt they needed further financial education or information.
Those under 35 years of age were the most likely to feel this way (64%) while
people aged 60 years or over (26%) were the least likely to do so.

= Investing (39%) and superannuation (25%) were mentioned most often as topics of
interest.
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9.2 Knowledge of consumer rights and responsibilities

This section looks at consumers’ awareness of their rights, responsibilities and protections
as they relate to financial services.

9.2.1 Awareness of providers’ responsibilities and consumers’ protections

Consumers’ awareness of the responsibilities of providers of financial services was
examined in the following areas:

= Financial services providers’ duty to provide clear information to consumers

= The legal duty of providers of professional advice to inform their clients of
commissions they may receive as a result of the advice they give, and

= The role of ASIC in checking the accuracy of prospectuses that are lodged with it.
Looking at each of these issues in turn (see Table 9.2.1a) itis evident that:

= Almost all respondents (95%) agreed with the statement “providers of financial
products and services have a legal duty to provide clear information to consumers”.
Those in financial literacy quintile one were slightly more likely to disagree with this
statement (8%) than those in higher quintiles, but even amongst the members of
this group, there was 87% agreement with the statement.

Compared to the 2005 results, respondents in 2008 were more likely to agree
strongly (55% versus 47%) and less likely to just agree (40% versus 47%).
However, the overall levels of agreement and disagreement did not differ
significantly between the two surveys.

= Approximately three out of every four (78%) respondents thought it true that
providers of professional advice about financial products are legally required to tell
their clients about any commissions that may result from the advice they provide.
This result was not significantly different from that recorded in 2005.

Those least likely to consider this proposition to be true included older females
(66% of those aged 70 years or more), people from areas of greatest relative socio-
economic disadvantage (SEIFA group one 70%) including single parents (65%)
and those whose main source of income was a Government benefit or allowance
(67%).

= Nineteen percent of respondents were aware that ASIC’s role does not include any
obligation to check the accuracy of any prospectus that is lodged with it. This was
an increase of four percentage points on the 2005 figure of 15%.

Males aged 55 years or over (28%) were the group most likely to say the statement
was false. However, there were few other subgroup differences even between
those with high and low levels of financial literacy (19% of quintile one and 19% of
quintile five said the statement was false).

= By contrast, 52% of respondents incorrectly said the statement was true. Further,
those holding investments in shares, managed funds or debentures, bonds, notes
or derivatives were more likely to think this statement was true than were those
who did not have any of these investments (56% versus 49%).

Males aged 25-34 years (72%) and members of quintile five (61%) were the most
likely to say the statement was true.

Overall, these results point to relatively widespread lack of detailed understanding of
ASIC's role in checking the accuracy of prospectuses and to increased investment risk
for those who assume all claims and projections made in a prospectus are accurate
because the document has been lodged with ASIC.
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Table 9.2.1a  Providers’ responsibilities and consumer protection

Survey
Awareness of providers' responsibilities and consumer
protections 2005 2008
% %
Providers of financial products and services have a legal duty to provide E E
clear information to consumers : :
Base: Totalsample | (n=1756) | (n=3500)
SHONGlY AgIEE . . oot e i 47 E 55
AT . .ttt : 47 2 40
Nt AGIEE L o : 94 : 95
Strongly diSAgIEE . . ..oty E 2 E 1
[ 157= o [ T : 3 : 2
Nt DS AgIEE" . e i 5 E 3
(=T - E 1 E 2

Prompted question
Base for 2005 survey is a randomly selected subset of all respondents.

1 1
If providers of professional advice about financial products may receive : x
commissions as a result of their advice, they are required by law to tell i X
their clients : ’
Base: Totalsample | (n=1756) 1 (n=1162)
THUE e e e | 79 78
1 1
FalSe . oo ! 11 2 11
L= 87 : 10 ' 11
1 1
The Australian Securities and Investments Commission checks the E E
accuracy of all prospectuses lodged with it : ;
U5 aaa0anb60000600600000000000000060000000000000006600000000000000000000000600 : 57 : 52
S ) 15 19
1 1
CaANE SAY « v vt ettt et : 28 n 29
1 1

In each survey, the base is a randomly selected subset of all respondents.
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9.2.2 Awareness of consumers’ responsibilities

Awareness of consumers’ responsibilities

Consumers’ awareness of their responsibilities as users of financial products and services
was tested by asking all respondents:

= If they agreed or disagreed with the statement “consumers have a duty of honest
disclosure when taking out a financial service or product and may face penalties for
not doing so”; and

= Who they thought was liable for the lost money in a scenario where both debit card
and PIN were kept together in a stolen wallet.

Results for both of these statements are presented in Table 9.2.2a.

= Virtually all respondents (93%) agreed they have a duty of honest disclosure when
taking out a financial product or service (37% strongly agree, 56% agree). This
result is not significantly different from that of 2005 when 94% of respondents
agreed with this statement, although there has been a slight increase in the
proportion who agree strongly.

= As in previous surveys, most respondents (87%) were aware that the liability for
stolen money rests with the cardholder if the PIN and card have been kept
together.

Older people aged 70 years or over, that is those who make the least use of
electronic banking channels, were the least likely to place sole responsibility on the
card holder (74%). This response was also low amongst members of financial
literacy quintile one (67%), a result which is partly attributable to the relatively high
proportion of older people in this quintile (26% of quintile one were aged 70 years
or over compared with 11% of the total sample). At the same time, 16% of those
quintile one members who were under 45 years of age thought the responsibility
would be shared equally between the card holder and the bank, well above the
figure of 6% for the total sample. Hence, it appears that financial literacy is also a
factor in people’s awareness on this issue.

Table 9.2.2a  Awareness of consumers’ responsibilities

Survey
Awareness of consumers' responsibilities 2002 2005 2008
Base: Total sample (n=1767) (n=1756) (n=3500)
% % %
Consumers have a duty of honest disclosure when taking out a financial : : :
service or product and may face penalties for not doing so 1 1 1
1 1 1
SHONGIlY AQrEE . . . oo 1 na [ 32 1 37
1 1 1
A . o o : na : 62 : 56
Nt AGIEE" it : na : 94 : 93
SrONgly diSAGIEE . . . . o oottt : na : 1 ' 1
b3 0 6000 00008500000000000000000000000000000000000000000080000a0¢ : na : 3 : 3
Net: " DiSagree” . o o o : na : 4 : 4
I 1 1
CaN T SAY . . .o 1 na 1 ) 1 3
1 1 1
Prompted question. Question notasked in 2002.
Base for 2005 survey is a randomly selected subset of all respondents.
1 1 1
A person keeps their PIN number on a piece of paper in their wallet, along ! 1 1
with their ATM or bank card. If the wallet is stolen and the card and PIN : : :
number are used to take money from an account, who is liable for the lost | ' '
money? : : :
Card holder only . . ... ..o : 89 : 88 : 87
Both the bank and the card holderinequalpart............................. y 5 . '
The DANK ONlY ..ottt e e e : 2 : :
CaN'E SAY .« . v : 4 : :
Prompted question.
Bases for 2002 and 2005 surveys are randomly selected subsets of all respondents.
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9.2.3 Complaints

The ability to make an effective complaint when experiencing difficulties with a bank or
other financial institution is also an important element of financial literacy. As shown in
Table 9.2.3a:

= Two thirds of respondents (67%) agreed they were very clear about their rights if
they had a problem with a financial institution - 16% “strongly agree” and 51%
“agree”. Twenty-eight percent disagreed with the statement and a further 5% could
not say.

Those from financial literacy quintile five were the most likely to agree with the
statement (75%) while those from quintile one (63%) were the least likely to do so.
However, agreement did not fall below 60% for any of the subgroups evaluated in
this project.

= Similar results were evident when respondents were asked how confident they
were about making an effective complaint against a bank or financial institution.
Sixty-three percent of respondents said they were confident they could do this,
slightly more than in 2005 (58%).

Responses appeared to be associated with financial literacy with 45% of those in
quintile one “not very” or “not at all” confident compared with 26% of quintile five.

Table 9.2.3a  Ability to handle problems experienced when dealing with a bank or other
financial institution

Survey
Problems when dealing with a bank or financial institution 2002 2005 2008
% % %
You are very clear about your rights if you have a problem with a : : :
financial institution 1 1 1
Base: Total sample : na : (n=1756) : (n=3500)
SHTONGIY AOIEE . . . ettt s 1 na 1 12 1 16
AGTEE e ] na P56 51
Nt A R . .ttt e : na : 68 : 67
SHONGIY QISAGIEE . . . . .ttt : na : 3 : 4
[0S o= P | na | 26 | 24
NEt: "DISAGIEE" . . ..\ttt e e et e e : na : 29 : 28
(=Tl ano0nnanananana00n86000066000060000606000600000060000G600a060 8000 6600A000 b na y 3 ) 5
Prompted question.
Base for 2005 survey is a randomly selected subset of all respondents.
1 1 1
How confident are you that you would know how to make an effective 1 1 1
complaint against a bank or financial institution? : : :
Base: Totalsample | (n=1767) 1 (n=1756) 1 (n=1205)
[} [} [}
Very CONfIABNL . . ...t et 1 19 1 21 1 22
Fairly CONfIent . . . ... : 40 : 37 : 41
Net: " Confident” ... .. e : 59 : 58 : 63
[NV o701 o[- o : 29 : 27 : 24
NOtat@all CONFIABNT . . . ...ttt et et : 11 : 12 : 12
Net: "NOt CONFIENE .. e e et e e e e e e e : 40 : 39 : 36
(7= g 7= : 2 : 2) : 1
Prompted question.
In each survey, the base is a randomly selected subset of all respondents.
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Respondents were also asked®® who they would contact if they experienced difficulties with
a financial product which they were unable to resolve with the provider. As shown in Table
9.2.3b:

= The most common response was an industry ombudsman (36%) followed by a
Government organisation like Consumer Affairs or ASIC (26%).

In addition, more than 1 in 10 mentioned professional advisers such as a solicitor
(14%) or a financial adviser or accountant (13%); while

Thirteen percent would seek assistance from family or friends.

= Seventeen percent were unsure where they would get help from in these
circumstances. Those most likely to say this were 25-34 year old males (28%) and
people currently working in lower blue collar occupations (30%).

Of those “confident” they knew how to make an effective complaint (see Table
9.2.3a) only 11% were unsure who they would talk to. Members of this group were
more likely than average to contact an industry ombudsman (43%) or government
organisation like Consumer Affairs or ASIC (31%).

Table 9.2.3b  Who would be contacted if difficulties could not be resolved with the
provider of the financial product or service

%

If you experienced difficulty with a financial product like a credit card, loan,
insurance policy, superannuation or financial planner that you were unable to

Complaint resolution ‘ 2008
1
1
1
:
1
resolve with the provider of that service, who would you contact or talk to? :
1
1
1

Base: Total sample (n=1205)
Industry ombudsman/ombudsman . ... .. : 36
Government organisation like Consumer Affairs, ASIC .. .......... ... : 26
SOlCHOr OF AW T .« . oo E 14
Financial adviser/accountant .. ....... ... .. ittt ' 13
Family Or friends . . ... E 13
Industry/professional association . ............. ..t ' 5
BanK Manager .. ..o E 5
Dept Of fair rading . . . .ottt e et e e | 1
PrOVIdET . . e E 1
LOCAIMP . e e ' 1
UNSUIE .o ettt e e e e e : 17

Unprompted question, multiple responses allowed.
Base is a randomly selected subset of all respondents.

% This question was used for the first time in the 2008 survey. The 2005 survey used four separate questions to ask about
problems with banking products, insurance, superannuation or managed fund and financial planner/adviser.
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9.2.4 Further

Interest

education in relation to finance

in self-education and the perceived need for further learning about financial matters

and keeping up to date are important aspects of financial literacy. This section looks at how
well informed people feel they are when making financial decisions, their perceived need for
further education and information on financial matters, the topic areas of greatest interest to
them and the preferred methods of delivering education or information.

How well informed consumers generally feel when making financial decisions

To assess the extent to which people feel they make informed financial decisions, all
respondents were asked if they agreed or disagreed with the statement “you generally feel
well informed when making financial decisions”. As shown in Table 9.2.4a:

Most respondents (85%) agreed with this proposition although only 20% did so
strongly. There was above average agreement amongst older people (89% of
those aged 60 years or over versus 76% of 18-24 year olds). Despite this apparent
confidence, 53% of those aged 60 years or over had FLSs that placed them in the
lowest financial literacy quintiles (that is, quintiles one or two). Thus, while many of
these people might feel they are well informed when making financial decisions,
there are indications that, for some in this group, this feeling may be misplaced.

At the same time, feeling well informed about financial decisions was also above
average amongst those aged under 60 years who were earning higher incomes
(93% of those with household incomes of $150,000 or more; 94% of those with
personal incomes of $100,000 or more). For these higher income earners, 15% of
those who agreed they felt well informed when making financial decisions were
members of financial literacy quintiles one or two.

Overall, members of quintile one were less likely to agree with the statement than
were those in quintile five (76% versus 92%). However, it is interesting that three-
quarters of those whose financial literacy appears relatively low (that is, members
of quintile one) nevertheless feel they are generally well informed when making
financial decisions.

Thirteen percent of respondents disagreed they felt well informed when making
financial decisions. Those most likely to give this response were 18-24 year olds
(21%) and those people currently working in lower blue collar occupations (19%).

Table 9.2.4a How well informed consumers feel when making financial decisions
Survey
Informed Consumer 2005 2008
Base: Total sample (n=1756) (n=3500)
% %
You generally feel well informed when making financial decisions : !
SHONGlY AgIEE . oo E 18 E 20
/X0IEEanan0a0an006660000060000000000000066000000000000006060600000606000000060600¢ : 66 x 65
Nt AGIEE L : 84 : 85
1 L]
Strongly diSAgIEE . . ..ot ! 2 ! 2
DIEEE[EB 0 0000000000000000000000000000000000000A000000003000000033G0000000000 ! 12 ! 11
Net: " DISAGIEE" . .ttt e e : 14 n 13
1 L]
L= g =7 : 2 ! 2
Prompted questions with read out codeframe
Base for 2005 survey is a randomly selected subset of all respondents.
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Perceived need for further education or information in relation to finance
As shown in Table 9.2.4b:

= While most respondents felt their decision-making to be generally well informed,
51% felt they needed some further education or information about financial matters.
This was slightly less than the 56% who felt they needed further education or
information in 2005, possibly reflecting less interest in, and enthusiasm for, financial
matters when markets are less positive and the chances of losing money are
higher.

Those under 35 years of age were the most likely to feel they needed further
financial education or information (64%) while those aged 60 or over were the least
likely to do so (26%). These results are in line with the earlier observation that
those aged 60 or over were more likely to say they feel well-informed when making
financial decisions.

Table 9.2.4b  Need for further education or information

Survey
Need for further finance education/information 2005 2008
% %
Do you feel you need further education or information in relation to : .
1 1
finance? ! '
1 1
Base: Totalsample + (n=1756) 1 (n=1779)
1 1
Y S i e : 56 a 51
N : 43 48
1 1
UNSUIE . o ot ettt ettt e e e e e e e e e e e e e e : 1 2 1
In both surveys, the base is a randomly selected subset of all respondents.

Those who expressed interest in further education or information were asked what finance
topics they would like more information on. As shown in Table 9.2.4c, the topics mentioned
most often were:

= Investing (39%) and superannuation (25%). Interest in both of these topics was
above average amongst members of quintile five (50% investing and 33%
superannuation). This may point to an interest in self-education which may be a
factor in the relatively higher level of financial literacy achieved by this group.

= Fourteen percent expressed interest in information on budgeting (24% of single
parents and 27% of those in lower blue collar occupations), and

= Thirteen percent mentioned taxation.

For the most part these results were not significantly different from those recorded in 2005
with the only significant changes being:

= Less mention of information on how to make complaints and resolve disputes
(down from 12% to 7%), and

= More frequent mention of information on taxation (up from 7% to 13%).
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Table 9.2.4c  Topics for further education or information

Topics for further finance education/information ‘ 2008
%
i
What finance topics would you like more information on? E
Base: Those needing further education/information ,  (n=861)
INVESHING . . o E 39
SUPETANNUALION .« . .o vttt e ettt e e ettt et e : 25
BUAGELING . . oo E 14
TAXALON .« o o oottt e e e e e : 13
Borrowing, loans and mortgages . . ... ...t E 9
Managing debt. . ... ..o : 9
How to make complaints/resolve disputes . . ... E 7
Financialmanagementand planning .. ... : 7
BUSINESS fINANCE . . ... E 5
Retirement PIanning . . .. ...ttt et : 3
INSUIANCE . .. ittt e E 3
General banking information. . . ... .. : 2
Consumers'rights and responsibilities .. ........ ... . E 2
INEEIESETALES « .« v v vt et e e e et e e e e e e e e e : 2
OtNer TESPONSES . . o oottt t e ettt et e e e e e e e e e e e E 5
G AN Y - o vt ottt e ;: 16
Unprompted question, multiple responses allowed
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Those

who said they would like more information about financial issues were also asked

how they would like that information provided. Table 9.2.4d presents the results from this
question for all of those wanting more information as well as separately for the four topics of
greatest interest. Itis evident that:

Government bodies were mentioned frequently as a potential source of information,
particularly for information on tax (36%) and superannuation (31%). Financial
institutions were also mentioned relatively frequently as a source of information for
budgeting, tax and superannuation.

Insofar as delivery channels were concerned, the internet is clearly the preferred
option for information on all four topics followed by books (15%) and newspaper
and magazine articles (14%).

Those aged under 35 years were most likely to mention the internet as a preferred
delivery channel for any financial information (49%) as were those with annual
household incomes of $100,000 or more (47%). Members of quintile five were
more likely than average to mention newspaper/magazine articles as an
information source (20% versus 14% overall).

Few differences were evident in the preferred source of information for different
topics apart from less interest in seeing information about investment from
government bodies (18%) and slightly more interest in receiving information on
budgeting through formal courses offered by TAFE or adult education (20%).

Table 9.2.4d  Preferred channels for additional information about financial issues
Financial Topic
Preferred channels for delivery of additional Any Invest- Super-
financial information Information ment annuation | Budgeting Tax
% % % % %
And how would you like information on ( ...topic...) made ! ! ! ! !
available to you? : : : : :
Base: Nominated a topic for further education/information : (n=719) : (n=317) : (n=215) : (n=113) : (n=104)
Industry/Government body/Finance professional ) : y : :
Communication from financial institutions . .. ....................coon. : 27 : 22 : 28 : 30 : 30
Communication from governmentbodies. ....................ooen : 23 : 18 : 31 : 27 : 36
Financial adviser orplanner ... 1 5 1 6 1 1 ! 4 1 5
Formal courses through TAFE,CAE€efC. . ........ovviiiiiiiiiiiannn. : 9 : 13 : 8 : 20 : 14
Delivery Channels : : : : :
INternet. ... : 38 : 44 : 45 : 43 : 49
BOOKSONfiNANCE . ...t : 15 : 17 : 14 : 22 : 19
Newspaper or Magazing articles . .. ...........c.oeveeeeeeeeeaeen.. ) 14 ' 13 ) 8 : 10 : 13
Television/radio @dVErtiSING ............ooeereeeeineeiiieaannenns | 8 : 8 } 8 , 7 : 10
Personal, face to face contact. . ............cooviiiiii i : 7 : 4 : 4 : 5 : 2
Bymail ... : 7 : 7 : 6 : 6 : 5
Brochuresorpamphlets. ... ..o ] : 6 : 4 : 3 : 8 : >
Seminars or WorksShopS . .. ... c v 1 6 1 6 1 5 1 4 1 5
Other FTESPONSES . . . e vttt ettt e ettt et : 7 : 6 : 5 : 4 : 2
CANTSAY ...t \ 5 . 4 1 3 a1 3 a1 2
1 1 1 1 1
Unprompted question, multiple responses allowed
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While sample sizes are a restriction on further analysis, there were some subgroups that
appeared more likely than others to prefer particular sources/channels for the delivery of
information on specific topics. These included:

Investing

Those with household incomes of $100,000 or more were more likely than those
earning less than this to express a preference for information from financial
institutions (27% versus 17% of those with household incomes under $100,000).

Those from quintile one were more likely to prefer formal courses offered through
TAFE or CAE (27% compared with 13% of the all those wanting information on
investing).

Members of quintile five (60% versus 44% of all those wanting information on
investing) were more likely than average to nominate the internet as their preferred
delivery channel, while preference for the internet was well below average (27%)
amongst those age 60 years or over.

Those in quintile two (20%) and those who left school at or before the end of year
10 (19%) were more likely than average to prefer to receive investing information
by mail, brochure or pamphlet.

Superannuation

Those in quintile five were more likely to express a preference for information in
newspapers and magazines (17% versus 8% of all those wanting information on
superannuation).

Preference for seminars and workshops was higher amongst those working in
upper white collar occupations (12% versus 5% of all those wanting
superannuation information).

Available sample sizes do not support this level of analysis for any of the other topics
considered in this research.
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Section 10 On-line money and financial management

10.1 Introduction and key findings

The past few years have seen rapid growth in use of the internet for such financial services
as on-line banking, obtaining information about financial products and applying for them. At
the same time, while use of the internet is widespread, it is also the case that internet
access is limited or non-existent for some sections of the community. Limited internet
access in turn has the potential to restrict access to and use of the financial system.
Hence, this section of the report examines the community’s use of the internet for various
aspects of financial management.

Key findings

General use of the internet

Most respondents (72%) had internet access from their home although 20% did not
use the internet at all. Older people were the most likely to be non-users (67% of
those aged 70 years or over did not use the internet). However there was also a
small group of 18-54 year olds who did not use the internet. Non-users here were
over-represented amongst those with relatively lower financial literacy (19% of
quintile one did not use the internet versus 9% of all 18-54 year olds), people living
outside capital cities (14%), those working in lower blue collar occupations (22%),
those whose main source of income was a government benefit or allowance (18%)
and those whose education did not go beyond Year 10 (19%).

Use of the internet for financial matters

17% of respondents said they had used the internet to obtain or apply for a
financial product (25% of 25-44 year olds, 25% amongst members of quintile five).
Applications were made most often for credit cards (23%), personal loans (19%),
everyday bank accounts (17%) and high interest savings accounts (16%).

Use of on-line calculators increased from 25% in 2005 to 34% in the 2008 survey.
Again, the likelihood of doing this was highest amongst people aged 25-44 years
(49%) and those with relatively higher financial literacy scores from quintile five
(48%). Information on loans (calculating repayments 78%, calculating how much
can be borrowed 68%) was accessed most often.

Perceived risk of internet banking

The proportion of internet users who perceived a risk in using internet banking was
unchanged — 78% in both the 2005 and 2008 surveys. The types of risk mentioned
were similar to those given in 2005 apart from a substantial increase in awareness
of identity theft, which was mentioned by 23% in 2008 and not at all in 2005.

19% did not think there was any risk in using internet banking, a point of view that
was most likely to be found amongst members of quintile one where 30% thought
there was no risk or were unable to say.

There was also no change in the proportion aware of ways to minimise the risks of
on-line banking — 66% of those who thought there were risks in 2005, 63% of these
respondents in 2008. This left 37% who didn’t know how to minimise the risks or
who said they were unsure how to do this. Lack of awareness of risk minimisation
techniques was highest amongst internet users from quintile one (49% not aware,
11% unsure)

Using up to date anti-virus software (38%), firewalls (26%) and regular password
changes (22%) were mentioned most often as ways of reducing risk. In
comparison to 2005 there was more frequent mention of up to date anti-virus
software, password security, closing browsers after use and avoiding the use of
public computers.
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10.2 Internet access

All respondents were asked where they usually accessed the internet from. As shown in

Figure 10.2.1a:

= Almost 3 out of every four respondents (72%) usually accessed the internet from
their home. In addition, 16% reported accessing the internet from their place of
work although majority of these respondents also had internet access from their
home (68%).

=  Twenty percent of respondents did not use the internet.

Figure 10.2.1a Access to the internet

Home

Work

Library

Neighbour's/Friend's house

School

Somewhere else

Don'tuse the internet

Unsure/Refused

l 72

Base: Randomly selected subset of all respondents (n=1162)
Question: Where do you usually access the internet from? (Unprompted question, multiple response)

Internet non-users - 60 years or over

Amongst people aged 60 years or over, 52% said they didn't use the internet (39%
of 60-69 year olds, 67% of those aged 70 years or over). Amongst people aged 60
years or over, non-users of the internet were most likely to be found amongst:

(0]

0}
0}
0}

Females (60% versus 43% of males);
Those who did not complete any post-secondary education (61%);
Those with household incomes of less than $58,000 per year (60%); and

Members of financial literacy quintile one (78%).
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Internet non-users - 18-54 vears

There was also a relatively small group of 9% of those people aged 18-54 years
(that is, people of pre-retirement age) who said they did not use the internet. Non-
users in this age group were over-represented amongst:

(0]

o O o ©

Females aged 45-54 years (16%);

Members of financial literacy quintile one (19%);
People living outside Australia’s capital cities (14%);
People living in single person households (19%);

Those with household incomes under $58,000 (16%), working in lower blue
collar occupations (22%), those whose education did not go beyond Year
10 (19%) and those whose main source of income was a Government
benefit or allowance (18%).

Thus, while age still appears to be a factor in non-use of the internet amongst
under 55’s, there are indications that socio-economic, financial literacy and possibly
geographic factors also have a role to play.
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10.3 Use of the internet for accessing financial products and services

This section looks at use of the internet to obtain financial products and to make
comparisons between them by using on-line calculators.

10.3.1Application for financial products over the internet

All internet users were asked if they had ever applied for or obtained a financial product
over the internet. As shown in Table 10.3.1a:

= Around one in five (17%) respondents had done this. People aged 25-44 years
(25%) and those with higher levels of financial literacy (25% of quintile five
members) were the most likely to have used the internet in this way.

= The types of product involved most often were mortgages and other consumer
finance products (credit card 23%, personal loan 19%, mortgage 10%), transacting
or deposit accounts (everyday bank account 17%, high interest savings account
16%) and insurance (17%).

Table 10.3.1a Types of financial product applied for over the internet

Financial products applied for/obtained on-line 2008
%
Have you ever applied for or obtained a financial product over the :
internet? :
Base: Total sample | (n=1162)
Don‘tuse the internet. ... ... ...t : 20
Yes - have applied for or obtained financial product over the internet............ E 17
NO - have Notdone thiS . . ... ...ttt et : 63
1
Base is a randomly selected subset of all respondents.
Which products did you apply for or obtain online? :
Base: Have applied/obtained financial products on-line : (n=181)
1
Transacting/Deposit account :
Everyday bank aCccount. . .. ... ..o : 17
High interest savings aCCOUNT . ... ..ottt et : 16
TerM dEPOSIt . . .. et i 3
Loanf/finance product :
Credit Card ... .. E 23
Personalloan . ... ....oouu : 19
10 o = o = i 10
1
Other product :
[ASU[EMES 0o0aaanooo00000000000000000000000000000000000000000000000000000E | 17
SRS o ! 6
. 1
SN @SB 0000000000000000000000000000aa30000000 0000000000aa00000a 0 ! 14
Unsure/Cantrecall . ... ... ... i : 4
Unprompted question, multiple responses allowed
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10.3.2Use of on-line calculators to compare financial products

All respondents were asked if they had ever visited an internet site with calculators for
comparing financial products. Those who had done this were asked what they had used
these calculators for. As shown in Table 10.3.2a:

= Approximately one in three respondents (34%) had used on-line calculators,
considerably more than in 2005 when 25% had done so. People aged 25-44 years
were the most likely to have done this (49%) as were those with higher financial
literacy scores (46% of quintile four and 48% of quintile five).

Table 10.3.2a Use of on-line calculators

Survey
Use of on-line calculators 2005 2008
% %
Have you ever visited an Internet site with calculators for comparing : :
financial products? : :
Base: Totalsample | (n=1756) , (n=1162)
1 I
Yes - have visited internet site with calculators . .. ........... ... e, : 25 y 34
1 I
q . q 1 1
No - have notdone this/Don'tuse theinternet. ........... ... ... ... ... ! 75 ! 66
1 1
In both surveys, the base is a randomly selected subset of all respondents

Table 10.3.2b shows that on-line calculators were used most often specifically for:

= Loan related matters such as calculating loan repayments (78%) and assessing the
amount that could be borrowed (68%);

= Comparing interest rates (64%);
= Comparing fees and charges (51%);

= Obtaining information about retirement planning (28%) and superannuation (17%);
and

= Obtaining help with budgeting (33%).

Table 10.3.2b Tasks for which on-line calculators have been used

Use of on-line calculators 2008
%
Have you ever used the (internet) calculators to do any of the
following?
Base: Have used on-line calculators ' (n=362)
Calculate repayments on loans. . .. ... .ot 78
Calculate howmuchyou canborrow . . ... i 68
ComMPAre INtErESL FALES. . . . o . ottt et et e e e e e e e e e 64
Comparefeesand Charges . . ... .. ..ot é 51
Obtainhelpinbudgeting . . . ... ..o E 33
Find out how much you need inretirement. . . ........... ... .. .. ... ... ... E 28
Help compare superannuation OptionS . . . ... ..ot e 17
Help compare other financial products . ............ ... ... .. ... . .. . ... E 49
Something else . .. .. ... i
Unsure/Can'trecall . ............ . . E 5
Prompted question, multiple responses allowed
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10.4

Compared to 2005, there was slightly greater use of on-line calculators to calculate loan
repayments (up from 71% to 78%), to compare the fees and charges on financial products
(up from 44% to 51%), to obtain help in budgeting (up from 27% to 33%) and to compare
superannuation options (up from 12% to 17%).

Risks associated with internet banking

Appreciation of risk in financial matters is an important aspect of financial literacy. To
explore perceptions of the risks associated with using the internet for financial dealings, all
internet users were asked if they thought there were risks associated with internet banking.

As shown in Table 10.4a, the position was similar to that in 2005 with 78% of internet users
thinking there were risks associated with internet banking, 19% not doing so and 3%
unsure. Few subgroup differences were evident on this measure apart from the relatively
high proportion (30%) of those internet users in quintile one (55% of all quintile one
members were internet users) who thought there was no risk or who were unsure.

Table 10.4a  Perceived risk associated with internet banking

Risk and on-line banking 2005 2008

Do you think that there are risks associated with internet banking?

I

I

L (=913)
=1 . 78 } 78
o : 20 : 19
[0 S 0 : 2 E 3

L

Survey

% %

1
1
Base: Use the intemet ' (n=1095)
1
1

In both surveys, the base is a randomly selected subset of all respondents

Those who thought there were risks most often cited key logging and hacking (53%), the
use of unsecured websites (23%), identity theft (23%) and credit card fraud (17%) as
examples.

This too was similar to the situation in 2005 apart from the significant increase in awareness
of identity theft which was not mentioned at all in 2005 but was mentioned by 23% in 2008.

Table 10.4b Nature of risks associated with internet banking

Risks associated with on-line banking 2008
%
What are some of those risks? i
Base: See risks associated with internet banking : (n=722)
Key logging/Nackers . . . ..o e et e e e e e e e 53
UNSECUred WEBSIES . . . . . ..o ottt e e e e e e E 23
Identity theft . .. ... s 23
Creditcard fraud . . .. ..ot : 17
Lack of security of personal details/Privacyissues . ...................... E 11
E-Mall SCAMS . . . o o oo oo e et ; 9
PRISNING .+« e v e e e e e e e e e : 8
Money laundering . . . .. ...t e e
VIE=8ccoooooocccccccaaaaaaaaaaaaaaaaaaaaaaa 00000000000000000¢ 2
(6@ 1= R 12
Unsure 4
Unprompted question, multiple responses allowed
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Those who thought there were risks associated with internet banking were also asked if
they were aware of any ways of minimising these risks and, if so, what things could be
done. Results are presented in Table 10.4c and 10.4d.

Sixty-three percent of these respondents were aware of ways in which risks could
be minimised while 33% were not and 4% were unsure. These results were not
significantly different from those recorded in 2005.

Those from financial literacy quintile one were the most likely to be unaware of
ways in which the risks of on-line banking might be minimised (49% not aware,
11% unsure) while those in quintiles four (74% aware) and five (75% aware) were
the most likely to be aware of risk minimisation strategies.

Table 10.4c Minimising the risk associated with internet banking
Survey
Minimising risk and on-line banking 2005 2008
% %
Are you aware of any ways in which these risks can be minimised? : :
Base: See risks associated with intemet banking E (n=854) E n=722)
D 0= . 66 : 63
1 I
o 1 31 ] 33
1 I
UNSUTE. L ettt e e e e e e e e e e . 3 y 4
= Mentioned most often as ways to minimise risk were using up to date anti-virus
software (38%), using a firewall (26%) and regular password changes (22%).
Compared to 2005 there was greater mention of using up to date anti-virus
software (up 11 points), keeping passwords secure (up 12 points), closing browsers
after use (up 8 points) and avoiding the use of public computers (up 6 points).
Against this there was less mention of firewalls (down 6 points) and ensuring the
bank has good security (down 5 points).
Table 10.4d Ways of minimising the risk associated with internet banking
Ways of minimising risk with on-line banking 2008
%
What things can you do to minimise the risks associated with d
internet banking? E
Base: Think there are ways to minimiserisks | (n=459)
Up to date anti-virus software . . ......... .. ... .. ... ..l o 38
Use afirewall . . ... 3 26
Change password regularly . . .. ... ... E 22
Ensure bank has good securityinplace . .. ....... ... ... ... . .. E 14
Don't use links in e-mails which claim to go to Fl websites . ... ............. .E 12
KEEep PasSWOrdS SECUIE . .. ..ot ui ettt e e e J 12
Dontopensuspectfiles. .. ........ . E 8
Close browser after using . .. .. ..ottt e E 8
CheCK fOr VITUSES . . . . ...t ] 7
Don'tuse publiccomputers . . ... E 6
(@137 ; 9
UNSUME ..o et 5
Unprompted question, multiple responses allowed
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Appendix One: Survey Questionnaire

SECTION Al: INTRODUCTION AND SCREENING

Q1 Good [Morning/ Afternoon/ Evening]. My name is (SAY NAME) from The Social Research Centre. | Code Route
Today we're doing a survey to assess attitudes to financial matters amongst adults aged 18 or
over living in Australia. We're not trying to sell you anything, but simply collecting information for an
important national survey. Your responses will be confidential to the Social Research Centre, and
details of individual respondents will not be passed to any other organisation. May | speak to the
person in the household aged 18 years or older who is next in line for a birthday?
IF NEW RESPONDENT, REPEAT INTRODUCTION
We are contacting people randomly from the White Pages Telephone Listings. The survey will take
approximately 20 minutes and will be used for Research purposes only.
IF NECESSARY SAY: Is now a good time or would it be more convenient if | made an
appointment to speak to you at another time? [SA]
YES — CONTINUE ...ttt bbbkt b b bbb b e bkt b bt e bt et et bttt e bbb e 01
YES - ARRANGE CALLBACK ...ttt bbbtttk b et bbb b bbbttt et beb e 02
IO .ttt R Rttt Rt 03
Q2 QSEX Code Route
RECORD SEX OF RESPONDENT (DO NOT READ OUT) [SA]
MBI ..o 01
FEIMAIR......... ettt 02
Q3 DEM2 Code Route
READ OUT. IF REFUSES TERMINATE
Just so | know which questions to ask in the survey, would you mind telling me your age please?
[SA]
L8-09 e R 01
20524 AR RS R e 02
252 SRR 03
B0-3 AR 04
353 AR 05
BO-B4 ... R 06
A5t b R R R R R R £ E R £ SRR e £ SRR £ AR R e b R e bR e b bt e b bt bt bbb e 07
D054t 08
D55 RS 09
BI04 ...t 10
B8589 ...ttt 11
T0 et R R AR AR R R s 12
RETUSE ...ttt 98
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Q4A DEM4 Code Route
Do you do paid work of any kind? [IF YES, ASK] Do you work full-time for 35 hours or more per
week, part-time or are you employed as a casual? [SA]
Full-time (35 hours 0r MOre PEr WEEK) .......cocvoi it 01
Part-time (Less than 35 hOUIS PEI WEEK) ...ttt 02
(O LU T | P RSP URPRRPR 03
[\ [o o [o] o ln ffo [0 3= 10} VAN o 7= V{0 IV /o 1 SR 04
RETUSET ...ttt bt et h bt e bttt R et r et r e nne s 98
Q4B DEM4B Code Route
IF CODES 1,2 OR 3 AT Q4
Do you work for an employer or are you self-employed? [SA]
WOTK fOF @N EMPIOYET ..ottt bbbttt et bbbttt ettt b et e s e 01
Y=Y 1 =T 00T o] (o) V7= SR STRRTS 02
Other (eg: 1abour hir€ COMPANY) ...ttt bbbttt 03
RETUSET ...ttt ettt h bt et e bttt e R Rt n et r et r e nne s 98
Q4C DEMA4C Code Route
READ OUT
And which of these best describes your main activity? [SA]
IN PAIA EMPIOYMENT ...ttt e bbb bbb bbbttt e e ettt ee s 01
(0T T=T 00T o] o) V7= o PR 02
STUDBNT 1R 03
RETITEA ... 04
HOME AULIES ..ttt b e Rt et r e b e et e R e e s E e e n e ene e s b e e nn e nneenreenreennennean 05
[(© 11 11=] o) TSSOSO 06
(R LTS =T ) 98
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SECTION A. MONEY AND THE EXCHANGE OF MONEY

Q5 Al Code Route
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
Firstly, I'd like to talk about ways of paying for goods and services. Which of the following payment|
methods do you, yourself, use? [MA]
GBS SRR 01
(O3 0= To [ TC TSSOSO 02
YT g =3V o] o (= £SO 03
ClEAIL CANUS ...t R bbbt 04
STOTE CAIUS ..ottt s bR 05
ATMS (AutomatiC Teller MACKINES).......ciiiiiiiiii ettt bbbttt 06
EFTPOS (Electronic Funds Transfer At POINt Of SAIE) .......ccccceiiiiiiiirs s 07
DIFECE DEDIL......vic bR 08
BIDAY ..ttt b e b e R R £ R AR R R £ R R £ R bR R R £ R bR £ R bR R b h bbbt e bt b 09
TelEPNONE BANKING. ...ttt b bbb e R Rttt et eb bbb bnas 10
INEEINET BANKING ...ttt bbb bRt £ bbbttt b et ettt 11
Loans from a financial INSHIULION ..o 12
Loans from family and frIENAS .........cciiiii et 13
[ 1o oV (o T T 1 TR 14
[ 1Y/ o)V TSP 15
Visa Debit card or Debit MASIEICAIG........c.eocuiiieriieiieee et 16
None of these (DO NOT READ OUT) .ottt bbbttt 17
Can't SAY (DO NOT READ OUT) ...iiiiieiiietie ettt ettt ettt saee et ee e eteeamteesaeeeaaeeebeeanaeeaseesnneenns 99
Q6 A2 Code Route
READ OUT RESPONSES NOT MENTIONED IN Q5
IF RESPONDENT HAS NOT USED EVERY PAYMENT METHOD (CODES 2 to 12, 14 IN Q5),
ézﬁD OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
What other payment methods do you know how to use, even if you don't use them yourself [MA]
(O3 0= To [T USSP 02
YT g =3V o o (= £SO 03
ClEAIL CANUS ... R Rt R et 04
STOTE CAIUS ..ottt h R R s 05
ATMS (AutomatiC Teller MACKINES)......c.ciiiiiiiiiee ettt bbbttt 06
EFTPOS (Electronic Funds Transfer At POINt Of SAIE) .......ccccviiiiiiiiiniiirs s 07
DIFECE DEDIL......vv bR 08
BIDAY ..ttt b bbb £ R R £ R AR R R £ R R £ R b £ £ R R £ R bR R bR e Rk bbb e e bt b 09
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Q6 A2 Code Route
READ OUT RESPONSES NOT MENTIONED IN Q5
IF RESPONDENT HAS NOT USED EVERY PAYMENT METHOD (CODES 2 to 12, 14 IN Q5),
ASK
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
What other payment methods do you know how to use, even if you don't use them yourself [MA]
TelEPNONE BANKING. .. ...ttt ettt e b bbbt b bbb e R e R ettt et b bbbt 10
INEEINET BANKING ...ttt bbbttt £ bbb bbbttt ettt 11
Loans from a financial INSHIULION ..........ccoiiiic e 12
[ 1o oV (o T T 1 R 14
[ 1Y/ o)V TSSOSO 15
Visa Debit card or DeDit MASIEICAIG........c.ueoiiieiieei e nre e 16
(oL Lo g LTS = USRS 17
Can't SAY (DO NOT READ OUT) ittt eitieeiee ettt ettt e et e seee e saeeesteessseeateeanteesaeeeaseeansessnsessseesnseann 99
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SECTION B - BASIC FINANCIAL SERVICES

Q7-Q10 — 100% of Respondents

Q7

Bl

INTERVIEWER TO REFER TO 'TERM DEFINITIONS' CARD AS NECESSARY.]
READ OUT, MULTIPLE RESPONSE

Which of the following do you have yourself or jointly with someone else? [MA]

An ordinary or everyday account with a bank, building society or credit union ............cccccceeeieveinnnnnne
A high INterest SAVINGS ACCOUNT .......oiiiieiii ettt eeete et et e e te e e beesaeeesaeeenbeesneeesnneesneeensnean
SUPETANNUALION FUNG.....oiiiiiiii bbbttt ettt bbbttt
Managed Investments other than SUPErannUALION ... s
SRIES ...t
TEIMN DEPOSIES ...ttt ettt e bbb bbb E b e R s £ £ £ £ b e bbb b bbb b e b b e b e b e R e R ettt ettt b bbbt
AN INVESIMENE PIOPEITY ...ttt bbb bbbt

Other investments such as debentures, bonds, Notes or derivatiVes............coovvvvvveeeeiieieeeieeeeeeeeeeeeeeeeees

[ONLY READ THIS OPTION IF RESPONDENT HAS AN INVESTMENT PROPERTY;
OTHERWISE GO TO CODE 10]

A Mortgage on an INVESIMENE PTOPEIY ... ierereereerernereeeineeseesseessesssssesseessessssssessessesesesssssssssens
A Mortgage fOr YOUr OWN NOME ...ttt ettt bbbttt
A HOME EQUILY LOBN .ottt b bbb bbbttt ettt e s
An equity release product like a reverse mortgage or shared appreciation mortgage .........ccccoceeeeeveenne.
A PEISONAI LOGN ...ttt
A Loan by line of credit Or OVEIdraff..........ccoiiii e
A "Margin" Loan, which is a loan solely to purchase Shares or Managed Investments..........c.cc.oco.....
A Lease or Hire PUIrChase AQIrEEMENT .......ccuiiiiiiiirieireiete ittt bbbt bbbttt ettt
HOME BUIING INSUFANCE ...ttt bbbttt ettt es s

HOME CONLENLS INSUFANCE ....eeiiieiiiiiiiiee e e e ettt e e e st e e e e s e e e e e e s saee e e e e e e esnsaereeeesasnsssaaneeaeesannnnneaens

Comprehensive VENICIE INSUFANCE ..ottt bbbttt

[ONLY READ IF OPTION IF RESPONDENT DOES NOT HAVE COMPREHENSIVE VEHICLE
INSURANCE, OTHERWISE GO TO CODE 21]

Third Party VENICIE INSUIANCE...........oiiicsetceee bbbttt
Private HEalth INSUFANCE .........viiiic et
LIfE INSUIBINCE. ..ottt
Retirement Income Stream Product such as an annuity Or PENSION...........coovrrrrrrrereeeieieee s
INCOME ProteCHION INSUFBINCE ......cuiuiiiiiiiiitie ettt bbb bbb bbb

Any other type of insurance (eg: consumer finanCe INSUFANCE).......cccouiiriririrnirinininsieeieeee e

NONE (DO NOT READ OUT)...oocoeeeeoeooeveeeeessseseseseessecceessseeeessss s eeesssseesee s eessssseeee e

Can't SAY (DO NOT READ OUT) ..ottt ettt bbbt ene

Code

01
02
03
04
05
06
07

08

09
10
11
12
13
14
15
16
17
18

19

20
21
22
23
24
25
26

99

Route
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Q8A B6 Code Route
[[F RESPONDENT DOES NOT HAVE A MORTGAGE ON OWN HOME OR AN INVESTMENT
PROPERTY MORTGAGE (Q7/7-8) ASK]

You said that you don’t have a mortgage, are you considering taking one on in the next 12

months? [SA]

R (=TT TSSO TE T TP UTTPTRTRRRTROTON 01
N O R R R R R ettt 02
CAN'T SAY vttt ettt b bbb bRt R R R R R bR £ E bRt E AR AR ARt E Rt b bt bbbttt e b 99

Q8 B7 Code Route
READ OUT, SINGLE RESPONSE
ROTATE CODE FRAME
Who is responsible for money management in your household? [SA] (IF NECESSARY: managing
money can be things like organizing loans, investments and paying the bills)

Y OUPSEIF .o 01
Y OUE PAITNET ..ottt R bbbttt nnan 02
YOu and YOUr PArtNer JOINTY .....c.coiiiiiii ettt ettt 03
FAMIIY IMEMDIET ...ttt £ £ b bbbttt ettt e et 04
(DON'T READ) SOMEONE EISE.......oiiiieciccee ettt ettt bbbttt 05
(DON'T READ) CAN'T SAY «.euevtiiieieieieieieiees ettt ettt sttt sttt b bbbttt st ebesesese sttt et et et e bbbttt etabetesanenene 99

Q9 B9A Code Route
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
Have you read or used any of the following sources over these last 5 years to assist with your
financial decision-making? [MA]

Financial sections of NEWSPAPErS OF MAGAZINES .........ccuiuiuiuiuririeeeeie ettt es 01
Printed books or other financial PUDIICAIONS ..o s 02
Finance-related Sites 0N the INTEIMEL ... 03
SBIMINATS ..ttt e R s R R E R R s 04
Publications from the fINANCE INAUSTTY ... 05
Publications from Government (eg. ASIC, FaHCSIA, Fair Trading, Consumer Affairs)........ccccocoevene. 06
Publications from community organisations (eg. financial counselling) ...........cccccoereereiriinnnniinn 07
[DONT READ] NONE......ooooveeoeeeeseseees s s s esssesessses s sssssss e sses s sses et ss s ss e s ss s ss s s s s 08
OhEr [PLEASE SPECIFY] ..oioieieiieieseseee e essses s ssssesssssss s ssss s sses s as s assses s ssssesnes 09
[DON'T READ] CAN'E SAY ..evvvtteeeieieieieiesesesesesestsesesestststssssssssssssesesesesasesesese et st asasasasasesasesssesesesesesesasasesssnsasases 99
11O I R = B [ = {1 ]= o S 98
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Q10 B3 Code Route
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
And have you consulted any of the following people regarding your finances? [MA] (IF
NECESSARY: Have you ever done this?)
AN ACCOUNTANT ...ttt s s sttt 01
A MOTGAGE BIOKET ...ttt bbbt £ttt bbbtk bbbttt 02
A STOCK BIOKET ...ttt 03
AN INSUFANCE BIOKET ...ttt bbbttt 04
A TaXAHON SPECIALIST....c.c.iiiiieiers ettt e bbb bbb bbbttt ettt e 05
A FINANCIAI COUNSEIION ...ttt 06
A Bank Manager or Bank EMPIOYEE .........ccciiiiiiiiiiieeiese sttt 07
A FINANCIal PlaNNET OF AUVISOT .....c.coiviiiiiiietneee bbb 08
FAMIIY OF FHIENAS ...ttt bbb bbbttt ettt ettt 09
Centrelink Financial Information Service OffiCErS ... 10
SOMEBONE EISE ...ttt st 11
[DON'T READ] NONE .......cooeveeeeeeeeeeeeeeeeseseeseeeeseeseeseaseesese s s s sseeseesess e essesseseesesseseseeseeeeseesaeeeeesseeeseseeeneees 12
[DON'T READ] CAN'E SAY .evvvttieeteieeeieieiesesesenesesesestsestststssssssssssssesesesesasesesee st st asasasssasesesesssesesesesasasesasesssnsasases 99
Q11 D6 Code Route
[IF HAVE INVESTMENT (Q7/4-8), ASK]
[DO NOT READ OUT] [SINGLE RESPONSE ]
Thinking about your most recent investment, what did you decide to invest in? [SA]
[ (0] 0= £ YT EP T PUPR PPN 01
] 1= 1= TP PR PRSPPI 02
[ E= T E= Yo =T N LY== o SR 03
QLI 0T =T o1 1] | USRS 04
YU o 1Y =T oL g T = L4 [o ] o SRS 05
DIEBDENTUIES. ...ttt h e E et R e e R et e R e e Rt nae e nre e n e nne s 06
270] 0o TSP P RO PRT PSPPI 07
DIEIIVALIVES ...ttt ettt ettt h e bt e et e b e e R e e et e R e e e e E e e R e e R e e Rt e e R n e nne e R e e n e nne s 08
OhEr [PLEASE SPECIFY] ..oooveeeeseeeeoeseeeeeeeseseeeesessesesseseesssesssesesessseeesessseesesssesessessessssesseesessessesssssseesesssseens 09
[DON'T READ] CAN't FECAIL......ueieieieieieieieieeeene sttt bbbttt 99
D10\ I =Y B [ = {1 1= SR 98
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Q12 D6B Code Route
[[F NOMINATE INVESTMENT Q11/1-9 ASK]
[DO NOT READ OUT] [MULTIPLE RESPONSE]
How did you find out about this investment? [MA]
[ LT oo [3= T o R = U 1 YR 01
Financial sections of NEWSPAPErS OF MAGAZINES ........cccuiuiuririririeieeieie ettt 02
Printed books or other financial PUDIICAIONS ..o s 03
Finance-related Sites 0N the INTEIMEL ... 04
SEIMINATS ..ttt E s R R AR 05
Publications from the fINANCE INAUSETY ...t 06
Publications from Government (eg. ASIC, FaHCSIA, Fair Trading, Consumer Affairs).......c.cccocooene. 07
Publications from community organisations (eg. financial counselling) ...........cccccovrieririiinnninnn 08
AGVEITISEIMENTS ...ttt r e b et b e e s Rt e s e s R e e b e e ae e aR e e e b e e st aRe e s b e eanesne e nenanennnenreen 09
[DON'T READ] NONE .......cooeeveeeeseeeeeeeeeeeeseeeeseeeeseeseesessessese s s s eseeeesess e eseesseseesesseeeseeseeeesessaeeesesseeeseseeeseees 10
OhEr [PLEASE SPECIFY] ..oooveeeeseeeeoeseeeeeseseeeeeeseeseeesseseeossesssesesessseeesesssssesessessessessesesesseesessessesssssseeesssenens 11
[DON'T READ] CAN'E SAY ..vvveeieieeeieieieietese sttt ststsestetatate st sesetesesesesasasese sttt st st asasasatesasesesesesesesesasasasessnsasases 99

Q13 D6C Code Route
[[F NOMINATE INVESTMENT Q11/1-9 ASK]
[DO NOT READ OUT] [MULTIPLE RESPONSE]
And what were you looking for in this investment? [MA]
ACCESSIDINtY/MIEXIDIITY ... 01
(oo I (=Y gag et T o] r= LI F= 11 LSS 02
Diversification/Portfolio diVErSifiCatioN ............coieeiieiiiiee e e 03
ENICAI INVESTMENL.....cciiiee ettt et r e bt et e ae e s r e e renneenreenenneesnean 04
Higher long term returns than CaSh .........oco i e e 05
Income stream - NOW / iN the NEATN TEIM.....ccuiiiiiieeee et 06
Income stream - in the future /in retir@MENT ..o e e 07
LOW FISK/SATELY/SECUIILY ...ttt bbbk bbbttt e et e s n s 08
L= U TP OT TR 09
SAVING TOF the FULUIE ...ttt ettt et e e te e sat e e sateesaee e beeenbeesnseesneeenns 10
Short term fINANCIAL GAIN........ooie ettt e et e st e e et e e s nee e beeenbeesnseesneennns 11
Tax free/Tax effective/Tax DENETILS ..o e 12
NOLRING IN PAITICUIAT ...ttt bbb bbbttt bbb b ettt es s 13
OhEr [PLEASE SPECIFY] ..oooveeeeseeeeoeseeeeeeesseeeeesesseeesseseeossesssesesessseeesesseeeseessssessesssesesesseesessessesssssseesesssenens 14
CAN'T SAY ettt b bbb bR R R R R £ bR SRR £ SRR AR R AR R AR R e b bt R bRt bbbt nes 99
RETUSET ...ttt h ettt h bt et e e bttt a Rt a e r et r e nne s 98
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SECTION C1. FINANCIAL RECORDS AND INFORMATION - COMPARISON SHOPPING

Q14

D1AA

ASK ALL

[DON'T READ] [MULTIPLE RESPONSE]

Thinking now about fees and charges, what specific steps do you take to minimise or avoid fees and
charges relating to your everyday banking? [MA]

ATM USE - Only use ATMs from the same bank as my aCCOUNL.........cccooriiinininnnnrese s
GENERAL BANKING - Keeping the number of transactions | make to my monthly limit.............c.ccccccoeenee.
GENERAL BANKING - Use internet or telephone banking............ccoeoiiiniieniienie e
CARD USE - Minimise the number of transaction | make per month..........ccccooviinnnnnnsccreeeeees
CARD USE - Make fewer but larger cash withdrawals rather than more but smaller cash withdrawals...
CARD USE - Withdraw cash when paying for other purchases (e.g. petrol, groceries) .........c.ccececeeeerenn.
BRANCH USE - | minimise the number of Branch ViSits ...
CREDIT CARD - Pay off monthly credit card balance in full ...
CREDIT CARD - Ensure the minimum monthly payments are made on credit card...........c.ccccceveerrcinnnn.
CREDIT CARD - Make sure card limit iS NOt @XCeEUEM .........ccvieiiirieiieei e
ACCOUNTS - Pay a flat account keeping fee which caps monthly charges ..o
ACCOUNTS - Keep at least a minimum amount iN @CCOUNT ..........ceriiiiiriniiiiririsisses s es
CHEQUE ACCOUNT - CloSed CheQUE GCCOUNTS......cccoviiiiieieirisisisie ettt sttt
CHEQUE ACCOUNT - Minimise the amount of money sitting in cheque accounts.............c.ccccccveeceeenen.
OtNET [SPECIFY ]ttt et £ £ £ £ bR bbb bbb R R e R e Rt £ £t £ £ e bbb bbbttt bbbt
NONE/DON'T tAKE @NY STEPS ..uviieiitietieiee sttt et r e e bt ean e sre e r e e nesseenreennenneenreennenns
CAN'T SAY ettt ettt bttt bbb b e b b £ bR £ bR e £ SRR e SRR R e £ SRR e £ SRR e £ AR R e £ R R e R bRt et b bt e e b b e bbb et b b e e

L LS (U Y=o RO

Code

01
02
03
04
05
06
07
08
09
10
11
12
13
14
15
16
99

98

Route
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SECTION COMPARISON SHOPPING

Introduction

The next few questions are about what you do when you need a financial product like an everyday banking account, an

investment or a loan. In particular, whether you shop around by comparing financial products from different organisations.

EVERYDAY BANKING ACCOUNTS

Q15 D2 Code Route
[[F HAVE ORDINARY, EVERYDAY ACCOUNT (Q7/1), ASK]
[READ OUT] [SINGLE RESPONSE]
When arranging a new ordinary or everyday account with a bank, building society or credit union,
do you shop around? [SA]
A O R E R 01
A TAIT DI e 02
1[PPI 03
INOT AL AL bRt 04
[DON'T READ] Have never done this/needed t0 do thiS ... 05
[DON'T READ] CAN'E SAY .euvvvvieseeieieieieiesesesesesesesestsestststsssssassssssesesesesaseseseessasssasasasasasesesesssesesesesesasasasesssnsasases 99
Q16 D3 Code Route
[IF NO SHOPPING AROUND D2/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What is the main reason you didn’t shop around? What else? Anything else? [MA]
CoUldN't DE DONEIEA ..o 01
DON'TNAVE the TIME ...ttt 02
"THEY'TE All tNE SAMIE" ...t bbbttt bbb ettt £t et b bbbt bbbt 03
Just go with what is recommended by friend or family member ... 04
Just go with what is recommended by financial EXPert.........ccoooriiiinicce e 05
ONlY 0N DANK IN TOWN ..ottt bbbttt ettt 06
Have never arranged a new ordinary/everyday @CCOUNT..........ccccuieieiririririnieninisisisisis s es 07
Spouse/partner does ShOPPING ArOUNG..........cciiiiiiiiiirrss sttt 08
Part of a package or combined with another ProducCt..............ccccoiiin s 09
Had N0 ChOICE/NO SAY N T ..ottt sr e nn e nneas 10
Too difficult to make comparisons/get iINfOrMAation ............ccoveiiiiiieie e 11
QT A= 1) = =T | =2 [ OO 12
CAN'T SAY ..ttt bbbt bbb R R R R R R R SRR R £ R R AR R AR R AR R £ bRt b bt bbbt n s 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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SUPERANNUATION FUNDS

Q17 D4A - NEW QUESTION Code Route
[IF HAVE SUPERANNUATION (Q7/3), ASK]
Have YOU ever chosen your superannuation fund? [SA]
Y S et E R £ Rttt ne e 01
N O R R Rttt 02
CAN'T SAY vttt bttt b bbbt h £t R R R bR bk E bRt E kAR AR Rt bbbkt bttt et 99
Q18 D4 Code Route
[IF YES (Q17/1), ASK]
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new superannuation policy, do you shop around?[SA]
A O SRR 01
A TAIT DL R 02
A TTTHIE LR 03
INOT AL AUl 04
[DON'T READ] Have never done this/needed t0 do thiS ... 05
[DON'T READ] CAN'E SAY ..evvvvieteteieieieeeiesesesesesesesestsestststststsassssssssesesesaseseseest st st st asssasasesesesesesesesesesasasasesssssasases 99
Q19 D5 Code Route
[IF NO SHOPPING AROUND D4/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What is the main reason you didn’t shop around? What else? Anything else? [MA]
CoUuldN't DE DONEIEA ..o 01
DON'TNAVE the TIME ..ottt 02
"THEY'TE All tNE SAMIE" ...t bbb bbb ettt £ttt bbbt bbbt 03
Just go with what is recommended by friend or family member ... 04
Just go with what is recommended by financial EXPert.........coooriiiiirsceee e 05
Have no choice/No say in it/Only one scheme available ... 06
Spouse/partner does SNOPPING ArOUNG..........cciiiiiiiiiiieers ettt 07
Too difficult to make comparisons/get iINfOrMAatioN ............ccooieiiiiiiie e 08
(@ 1T g 1T o =L @ | TSSO 09
CAN'T SAY -ttt bbb bR R R R R R R SRR R E R AR R AR R AR R £ b bt bbb bbbt nes 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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RETIREMENT INCOME STREAMS

Q20 D5A Code Route
[[F HAVE RETIREMENT INCOME STREAM PRODUCT (Q7/23), ASK]
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new retirement income stream product, do you shop around?[SA]
A O AR R 01
A TAIT DI R 02
A TTTEIE LR 03
INOT AL AUl 04
[DON'T READ] Have never done this/needed t0 d0O thiS ... s 05
[DON'T READ] CAN'E SAY ..vvveieeteeeieieieieieseststseststsises e tatsteteaesesesesesesasasaase sttt st st et aeasatesesesesesesetesesasasaseseesasasaes 99
Q21 D5B Code Route
[IF NOT SHOPPED AROUND (Q20/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What's the main reason you didn’t shop around? What else? Anything else? [MA]
CoUldN't DE DONEIEA ... 01
DON'TNAVE the TIME ...ttt 02
"THEY'TE All tNE SAMIE" ...ttt bbb bbbttt £t st b bbbt bbbttt 03
Just go with what is recommended by friend or family member ... 04
Just go with what is recommended by financial EXPert.........ccoooriiirirecee e 05
Have no choice/no say in it, only one scheme is available ... 06
Spouse/ partner does ShOPPING ArOUNG ..........ccciiiiiiiiii ettt 07
Too difficult to make comparisons/get iINfOrMAatioN ............ccooieiiiiiiei e 08
(@1 T g 1T o =L @ | TSSO 09
CAN'T SAY ettt ettt bbb bR R R R R R SRR R £ R R AR R AR R AR R £ b bt bRt bbb nns 99
RETUSET ...ttt ettt r ettt ettt E et r et re e rennnenre s 98
MORTGAGES/MORTGAGE BROKERS
Q22 D8 Code Route
[IF HAVE A MORTGAGE (Q7/9-10), ASK
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new mortgage, did you shop around? [SA]
A0 AR 01
A TAIT DI e 02
A TTTEIE LR 03
INOT AL AUl 04
[DON'T READ] Have never done this/needed t0 d0O thiS ... 05
[DON'T READ] CAN'E SAY .vvvvvieieieieieieieseseseseseseseseseststststsssassssssesesesesasesesee et stasasasssasesasesssesesesesasasasasesssnsasases 99
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Q23 D8B Code Route
[IF HAVE A MORTGAGE (Q7/9-10), ASK
[READ OUT] [SINGLE RESPONSE]
Did you use a mortgage broker?
R (=T TSP TE T UTUTTPRRTRSRRTN 01
N O R R R R R Rttt 02
[DON'T READ] Have never needed t0 do this ... 03
[DON'T READ] CAN'E SAY ..evvvtieeieieieieieieseseseresesesesssestststssssssssssssesesesesasesesee st st asasasssasesesesesasesesesesasesasesssssasases 99
[DON'T READ] REFUSEA ...ttt bbbttt e s s 98
Q24 D8C Code Route
[IF “YES - MORTGAGE BROKER” (D8B/1), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What were the things that you considered when deciding which mortgage broker to use? What
else? Anything else? [MA]
[[aTo =T oT=T g o [T o o OO 01
REPULADIE DIANG. ...ttt bbb bbb bbbt e ettt 02
Recommended by fINANCIal @XPEIT ..ot 03
Recommended by friend or family MEMDETr ..o s 04
GOt the DEST UEAI ...t b et r et sae e nneen s e nneas 05
TREY WETIE ON MY SIAE ...ttt ettt ettt ettt et e e te e saeeesaeeeabeesateesmeeesseeabeesnseesnnennns 06
They ‘KNeW the MArKet ... ettt ettt be e e be e sate e smaeesseeebeesnseesneeenns 07
=TT PR OP RSP 08
Convenience / | didn't have tO FUN arOUNG ..........coiviiiiriiee s 09
Impressed with professionaliSmM/KNOWIEAGE ... s 10
[ LT ool VAo o ToTo I o T=To] o] 3R] (L SRR 11
YN (=T Vi)V o 1T Yo - Y= Y o] OSSR 12
Endorsements (by celebrity or consumer tesStimonial) ... 13
Whether they are paid by COMMIUSSION .......oouiiiiiiiii ittt e e s 14
No particular reason why | chose that broker/ didn't think too much about it ..., 15
QT A=l 15 = =T | =2 [OOSR 16
CAN'T SAY ettt ettt bbb bR R R R R £ R e R SRR £ SRR AR R AR R AR R £ b bt bRt bbbt n s 99
RETUSET ...ttt ettt r ettt b e n e Rt ne Rt r e rennenre s 98
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Q25 D9 Code Route
[IF NO SHOPPING AROUND (D8/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What's the main reason you didn’t shop around? What else? Anything else? [MA]
CoUldN't DE DONEIEA ..o 01
DON'TNAVE the TIME ...t 02
"THEY'TE All tNE SAMIE" ... bbbttt £t ettt bbbt 03
Just go with what is recommended by friend or family member ... 04
Just go with what is recommended by financial EXPert.........ccoo i 05
Spouse/ partner does ShOPPING ArOUNG ..........cciiiiiiiiii ettt 06
Too difficult to make comparisons/get iINfOrMAation ............ccoeeiiiiieee e 07
(@L< 1T o =L @ | TSSOSO 08
CAN'T SAY ettt bbb bR bR R R R R R R SRR R AR R AR R AR R R £ R R £ bRt bRt bbbt 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
Q25B H8 Code Route
[[F RESPONDENT HAS A MORTGAGE ON OWN HOME OR AN INVESTMENT PROPERTY
MORTGAGE (CODES 9 to 10) IN Q7 ASK]
[READ OUT] [SINGLE RESPONSE]
If you were advised of an upcoming increase in the interest rate on your mortgage, which of the
following statements would best apply to you?
| could make the higher mortgage repayments without too many problems............ccccooooeeiiiiiniiennne. 01
I could make the higher mortgage repayments but would have to cut back on my expenditure
BISEWRETE ... 02
| would really struggle to make my mortgage repayments as we are already stretched ........................ 03
I would not be able to make the higher repayments and there is a chance | would default on my
JOBIN R 04
My mortgage is on a fixed interest rate so there would be no impact in the immediate term
[INTERVIEWER NOTE: Only use this code if the entire mortgage is fixed. Do not use for split
LnaTe] a0 F= Vo =] TSSOSO 05
[DO NOT READ OUT] CAN'E SAY ..uvvreririerererieiiiisesesistststststssssssssssssesasasesesessssssssssssssasssssssssssesesesesesessssssssssssases 99
[DO NOT READ OUT] REFUSEM. ...ttt ettt sttt e et e st st e e sae e e sneeeneeeeneas 98
Q25C H8B Code Route
[IF CODES 3 or 4 IN Q25B ASK]
[DON'T READ OUT] [MULTIPLE RESPONSE]
What options would you consider?
Change loan structure e.g. from variable to fixed or Split [0aN ... 01
Discuss increase with lender to see what options are available...............ccocovviricciiiii 02
Shop around for a new loan from another IENAET ... e 03
Y= [ TN o (0] o 1T oY SRS 04
Rely on credit card more for Other EXPENSES ...t 05
WOUIAN't AO ANYLNING ....c.iii ettt bbb bbbttt e ettt 06
1 dON't KNOW WHAL ' 0O ... 07
(@ T (ST d =T | = 2 TSSO 08
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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OTHER LOANS

Q26 D10 Code Route
[[F HAVE A LOAN OTHER THAN A MORTGAGE (Q7/11-15), ASK]
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new loan other than a mortgage, do you shop around?[SA]
A O SRR 01
A TAIT DI R 02
A TTTEIE LR 03
INOT AL AUl 04
[DON'T READ] Have never done this/needed t0 d0O thiS ... s 05
[DON'T READ] CAN'E SAY ..evvvtieeieieieieieieseseseresesesesssestststssssssssssssesesesesasesesee st st asasasssasesesesesasesesesesasesasesssssasases 99
Q27 D11 Code Route
[IF NO SHOPPING AROUND (D10/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What's the main reason you didn’t shop around? What else? Anything else? [MA]
CoUuldN't DE DONEIEA ..o 01
DON'TNAVE the TIME ...ttt 02
"THEY'TE All tNE SAMIE" ...ttt bbb bbbttt ettt ettt bbbttt 03
Spouse partner does ShOPPING ArOUNG........c.c.ciiiiiiiiiiinrs sttt sttt 04
Just go with what is recommended by friend or family member ... 05
Just go with what is recommended by financial EXPert.........ccoooiiiiince e 06
Too difficult to make comparisons/get iINfOrMAatioN ............ccoiiiiiiiieei e 07
OtNET [SPECIFY ]ttt ettt bbb bbb R R e Rttt £t et E et e bbb bbbt bt et ene 08
CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99
RETUSET ...ttt ettt h ettt r Rt r et r e renanenre s 98
INSURANCE POLICY
Q28 D12 Code Route
[[F HAVE AN INSURANCE POLICY (Q7/17-22, 24-25), ASK]
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new insurance policy, do you shop around?[SA]
A O R E R 01
A TAIT DI e 02
A TTTEIE LR 03
INOT AL AL bRt 04
[DON'T READ] Have never done this/needed t0 do thiS ... 05
[DON'T READ] CAN'E SAY ..evvvtitteieieieieiesasesesesesesesesestststststssssssssesesesesasesesesestasasasasasasasesesesesesesesesasasasasesssnsasases 99
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Q29 D13 Code Route
[IF NO SHOPPING AROUND (D12/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What's the main reason you didn’t shop around? What else? Anything else? [MA]
CoUldN't DE DONEIEA ..o 01
DON'T NAVE TIME....ciee bbbt 02
"THEY'TE All tNE SAMIE" ...ttt bbb bbbttt £ttt ettt bbbt 03
Just go with what is recommended by friend or family member ... 04
Just go with what is recommended by financial EXPert.........ccoo i 05
Spouse/ partner does ShOPPING ArOUNG ..........cciiiiiiiiii ettt 06
Too difficult to make comparisons/get iINfOrMAation ............ccoeeiiiiieee e 07
Just renewed My eXiSTING POLICY .. .ooiiiiii ettt st e et e e ee e saee e b e ebeeeseesneeens 08
(@L< 1T o =L @ | TSSOSO 09
CAN'T SAY ettt bbb bR bR R R R R R R SRR R AR R AR R AR R R £ R R £ bRt bRt bbbt 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
FINANCIAL PLANNER
Q30 D14 Code Route
[[F USED A FINANCIAL PLANNER OR ADVISOR (Q10/8), ASK
[READ OUT] [SIBGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When choosing a financial planner or advisor, do you shop around?[SA]
A O R E R 01
A TAIT DL e 02
AUTIEIE 1ottt E £ttt 03
INOT AL AUl 04
[DON'T READ] Have never done this/needed t0 do thiS ... 05
[DON'T READ] CAN'E SAY .vvvviereeieieieieieiesesesesesesesesesestststststsassssssssesesesasesesee et st st asasasasesesesesasesesesesasesasessssnsasases 99
Q31 D15 Code Route
[IF NO SHOPPING AROUND (D14/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What's the main reason you didn’t shop around? What else? Anything else? [MA]
CoUldN't DE DONEIEA ... 01
DON'TNAVE the TIME ..ottt 02
"THEY'TE All tNE SAMIE" ...ttt bbb bbb ettt ettt b bbbttt n e 03
Just go with what is recommended by friend or family member ... 04
Just go with what is recommended by financial EXPert.........ccoooriiiiirciceee e 05
Spouse/ partner does ShOPPING ArOUNG ..........ccceiiiiiiiis ettt 06
Too difficult to make comparisons/get iINfOrMAatioN ............ccoveiiiiiiiee e 07
(@ 1T g 1T o =L @ | TSSO 08
CAN'T SAY ettt ettt bbb bR bR R R R R R R SRR R £ SRR AR R R R R AR R £ bRt bbb bbb 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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Q32 D15B Code Route
[IF HAVE A FINANCIAL PLANNER OR ADVISOR (Q10/8)), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What were the things that made you feel positive about the financial planner you chose? What
else? Anything else? [MA]
[[aTo =T oT=T g o [T o [od PR 01
REPULADIE DIANG. ...ttt bbb bbbttt ettt ettt 02
Recommended by fINANCIal @XPEIT ..ottt 03
Recommended by friend or family MEMDBEr ... s 04
=TT PO 05
CONVENIEINCE ...ttt E s8Rttt 06
Impressed with professionaliSM/KNOWIEAGE ... 07
[ LT ool VAo o ToTo I o T=To] o] 3R] (L SRR 08
ALENTIVE PEISONAI SEIVICE ... .ttt ettt e e st e e sae e e s ae e e beesnbeesaeeesbeeanseeanbeesmeeeaneeaneean 09
Endorsements (by celebrity or consumer tesStimonial) ... 10
ALENTIVE PEISONAI SEIVICE ...ttt ettt ettt et e st eaaeeesae e e beesabeesaeeesseeanseeanbeesmeeeaneeaneean 11
Reliable/effICIENT SEIVICE. ... .cocuiieiiee e et sr e n e nne s 12
[ LT ool VAo o ToTo I o T=To] o] 3R] (L] SR 13
No particular reason why | chose that planner/ didn't think too much about it ..., 14
(0312 T=Y ] =T =T =22 [ O OO PO 15
CAN'T SAY ettt ettt bbb bR R R R R R SRR R £ R R AR R AR R AR R £ b bt bRt bbb nns 99
RETUSE ...ttt b ettt h bt et e bttt R e n e r et r e nne s 98
Q33 D15C Code Route
[IF HAVE A FINANCIAL PLANNER OR ADVISOR (Q10/8)), ASK]
[SINGLE RESPONSE]
When your financial planner makes investment recommendations, do you consider whether they
have any conflicts of interest?
D (=TT TSSO T T TUTTPRTRSRTRTON 01
N O Rttt 02
CAN'T SAY ettt ettt bbbk bbb R R R R R £ R SRR R R SRR AR R AR R AR R e £ b bt bRt bbbt nns 99
RETUSET ...ttt ettt r ettt b e n e Rt ne Rt r e rennenre s 98
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Q33B D15D Code Route
[[F HAVE A FINANCIAL PLANNER OR ADVISOR (Q10/8) AND CODE 1 AT Q33), ASK]
[DO NOT READ OUT] [MULTIPLE RESPONSE]
What specific things do you look at to see if there is a conflict? Anything else? [MA]
Planner gets a commission from the provider of the products sold ... 01
Planner’s fee is based on the amount you have iNVeSted............ccceiiiiieii i 02
Planner charges a flat fee not related to products sold or amount invested.............cccceoeeerieieiernnnnnenn, 03
Planner recommends products from different ProViders...........cccceinnnnnssssee s 04
Planner only recommends products from 0NE ProVIAEr ..o 05
Planner/Planning company iS iNAEPENUENT .........cviiriiiirrree e 06
Nothing in particular / don't think t00 MUCH @DOUL it..........coiiiiiiiee s 07
(@L< 1T o =L @ | TSSOSO 08
CAN'TSAY vttt R e 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
Q33C DI15E Code Route
[[F HAVE A FINANCIAL PLANNER OR ADVISOR (Q10/8) AND CODE 2 AT Q33), ASK]
[RECORD VERBATIM] [MULTIPLE RESPONSE]
Why do you say that? Anything else? [MA]
REASON GIVE [SPECIFY] ..ttt bbb bbbttt e et ee s nn s 01
CAN'T SAY ettt ettt bt bbb bR R R R R R R R SR e R R R R AR R AR R AR R £ b bt R bbbt bbb 99
RETUSE ...ttt b ettt h bt et e bttt R e n e r et r e nne s 98
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SECTION C2: USE OF RATINGS AGENCIES

Q34A D16B Code Route
[READ OUT] [MULTIPLE RESPONSE]
Have you ever used the following types of organisation to compare financial products or services?
[MA]
A financial products rating agency like Cannex, Morningstar or SUPerRatings .........c.ccceceeeveeiererenerrenens 01
An organisation like the Australian Consumers’ Association or its magazine Choice...........c.ccccceeuuee.. 02
[DO NOT READ] NO/NONE Of tNESE.....cuiiiiiiiiiie sttt 03
[DO NOT READ] CAN't SAY ...vvveeeeeeieieieiereseeesesesesesests sttt ss st sesesase e ettt ss s et es et et et ebesesebebesesetasaseseseseasasses 99
[DO NOT READ] REFUSEA ...ttt ettt ettt ettt e et esate e steesneeesaeeenteeeneas 98
Q34B D16C Code Route
[DO NOT READ] [MULTIPLE RESPONSE]
What types of financial products or services did you compare? [MA]
SUPETANNUALION FUNTS ...ttt bbbttt ettt bbbttt 01
Managed funds/Managed iINVESIMENTS .......ccciiieiieeieee e et nnees 02
Retirement income products/Allocated pensions/Market linked pensions ...........ccocccveeeneeneeseeeennens 03
Everyday Danking ACCOUNTS ..........iiiiiiie ettt ettt ettt e e b e et e e snte e saeeesneeesneeeneeeennas 04
ON-liNE SAVINGS ACCOUNTS ....eiitieiiieiie et et et teeseeestee e bt e sabeesaeeeaneeeaseeabeeanbeesaseeaneeeneeeseeanseesnneesnsennns 05
Mortgage products/Home 10ans/INVESIMENT I0ANS .........coviiiiieriiii e 06
PEISONAI TOANS ...t ettt b et r e b e e e e et e R e e et e Rt r e n e nne s 07
(01 (=To 1A or=T o KPPV PP PRRPR 08
FINANCIAL BUVISOIS ...ttt ettt b et s e b e e n b e e b e et e e e s b e e neeneenreenenneesnean 09
LIS 0] = g [T TP RSP 10
(@L< (ST o= Tod1 1Y) IR RTRRRTS 11
CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99
RETUSET ...ttt ettt h ettt r Rt r et r e renanenre s 98
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SECTION C3: CHECKING ACCOUNT TRANSACTIONS/STATEMENTS

Next | have some questions about the account statements financial institutions provide to people who use their products and

services.

CREDIT/STORE CARD STATEMENTS

Q38 D18 Code Route
[IF USES CREDIT CARD OR STORE CARD (Q5/4-5), ASK]
[SINGLE RESPONSE]
Do you check your credit card or store card transactions? (IF NECESSARY: You could check your
transactions online or when you receive your statement)
Y S et E R £ Rttt ne e 01
N O R R R R R ettt 02
CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99
RETUSET ...ttt ettt h ettt r Rt r et r e renanenre s 98
Q39 D18B Code Route
[[F READ CREDIT CARD OR STORE CARD STATEMENTS (Q39/1), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
And what do you generally look for when you check your credit card or store card transactions?
What else? Anything else? [MA] [IF “CHECK THAT EVERYTHING IS RIGHT” PROBE: “What in
particular do you look for?”]
ACCOUNT DAIANCE. ...ttt 01
ACCOUNT FEES .ot R bbbt 02
INEEIEST CRAIGEM ...ttt £ £ bbb bbbttt et et 03
Transactions are correct / NOt frAUAUIBNT ..........cooiiiiiiii e s 04
Reward scheme pointSANTOrMALION ...ttt 05
AMOUNT SPENT....eti ettt ettt bbbk £ b s E b b £ E bR £ b bR e e b b £ b e b bt b e b bt n b e b bt bt eb e st st eb e e 06
F Y 4 To TN 1A (=T o= o TR 07
AVAIIADIE CTEAI ...ttt 08
FOreign ©XChANGE fEES ...ttt bbb bbbttt e et et e s s 09
DAtE Of tTANSACHIONS ..ottt Rttt 10
DAtE Of STAEMENT. .....viiicic bbbt 11
MINIMUM PAYMENT UE ...ttt b bbbk bbbttt e s e et asn s 12
CASN AUVAINCES ..ottt 13
DAte PAYMENT IS TUE ...ttt b bbb bbb bbbttt e et et e st s 14
To check that eVerything is FgNT........cccoo ettt 15
NOLRING IN PAITICUIAT ...ttt b bbb bbbttt bbbttt et 16
(0312 T=Yal ] =T =T =22 [OOSR 17
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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Q40 D24B Code Route
[I[F DON'T READ CREDIT CARD OR STORE CARD STATEMENTS (D18/2 OR 99), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
Why don’t you check your CREDIT CARD OR STORE CARD transactions? What else? Anything
else? [MA]
CoUldN't DE DONEIEA ..o 01
DON'TNAVE the TIME ...t 02
Other prioritiesS MOre IMPOITANT ..ottt b bbb bbbttt erene 03
JUSE @SSUME thEY'TE COMTECH/OK ......cuiiiiiiiiiieie ettt ettt sb b 04
TOO diffiCUlt 10 UNAEISTANG........oiviiieiceet e 05
SOMEONE EISE FEAUS tNEM ......ciii et 06
Find it too depressing/ worried about how much | might have spent............cccooiiinriiiii 07
(@L< 1T o =L @ | TSSOSO 08
CAN'T SAY ettt bbb bR bR R R R R R R SRR R AR R AR R AR R R £ R R £ bRt bRt bbbt 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
SUPERANNUATION STATEMENTS
Q41 D20 Code Route
[IF HAVE SUPERANNUATION (Q7/3), ASK]
[SINGLE RESPONSE]
Do you receive superannuation fund statements? [SA]
Y S et E R £ Rttt ne e 01
N O Rttt 02
CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99
RETUSET ...ttt b et a bt et e bttt et R et r et r e nne s 98
Q42 D20A Code Route
[[F RECEIVE SUPERANNUATION STATEMENTS (Q43/1), ASK]
[SINGLE RESPONSE]
Do you read these at all? [SA]
Y S et E R £ Rttt ne e 01
N O Rttt 02
CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99
RETUSET ...ttt b ettt h bt e bttt e Rt n et r et r e nne s 98
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Q43 D20B Code Route
[[F READ SUPERANNUATION STATEMENTS (D20A/1), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
And what do you generally look for when you receive your superannuation fund statements? What
else? Anything else? [MA]
[[F RESPONDENTS SAYS “FEES” PROBE FOR TYPE OF FEES]
EXIE FRES ottt 01
MENAGEMENT FEES ...ttt bbbt b et bR e AR et £ e e £ £ bbb bbbk bbb b et b ettt en st 02
Life INSUFANCE PrEMILMS ...ttt £ £ £ bbb bbbttt bbb e s e e et e s nr s 03
Break down Of INVESIMENTS ........ciiiiiiee et 04
VAlUE OF INVESTMENT .....c.viiiiie bbbttt 05
EMPIOYET CONTIDULIONS ...ttt bbbttt ne et n s 06
Personal CONIDULIONS ........coiiiiie et 07
INVeStMENt retUrM/PEITOIMEINCE .......vveiiieice et 08
Death or Disablement DENETIL ..o 09
BENETICIANIES. ..o 10
Y=Y U oI {=T= TSSOSO 11
To check that eVerything is FgNT.... ...ttt 12
NOLRING IN PAITICUIAT ...ttt b bbb bbbttt bbbttt et 13
QT A= 15 = =T | =2 [N 14
CAN'T SAY ettt bbb bbb R R R R R £ R SRR R £ SRR AR R AR AR AR R £ b bt bRt bbb n e 99
RETUSET ...ttt b et a bt et e bttt et R et r et r e nne s 98
Q44 D24D Code Route
[[F DON'T READ SUPERANNUATION STATEMENTS (D20A/2 or 99), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
Why don’t you read your SUPERANNUATION FUND STATEMENTS? What else? Anything else?
[MA]
CoUldN't DE DONEIEA ..o 01
DON'TNAVE TIME....iiiei bbb bbbt b et 02
Other prioritiesS MOre IMPOITANT ..ottt bbbttt erene 03
JuSt @SSUME theY'T COMTECH/OK ..ottt bbbttt s ettt ennas 04
TOO diffiCUlt 10 UNAEISTANG........oioiiieiceet et 05
SOMEONE EISE FEAUS tNEM ...t 06
Find them too depressing/worried about what | might find...........ccccveiiiiicee e 07
(@1 T g 1T o =L @ | TSSOSO 08
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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Q45

D27

[ASK ALL]

[READ OUT] [SINGLE RESPONSE]

CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS

Do you find understanding an annual statement for a superannuation fund? [SA]

VEIY TIFfICUIL ...ttt £ttt b bbb bbbttt ettt e

[0 To1 U] RO

VBIY BASY .veuererieereesesneesessassasssessessassses st aessessessase et ess e e £ 82 e s 284858 E R RS SEeeeEetenEesEneene

[DON'T READ] CAN'E SAY .evvvvtieeeeieieieieiesesesesesesesesesestststsssssassssssesesesesasesesesestssasasasasssasesasesesesesesesasasasasesssnsasases

[DON'T READ] REFUSEA ...ttt bbbttt ee et

Code

01
02
03
04
99

98

Route
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SECTION D: SUPERANNUATION

Q46 B1AA Code Route
[IF HAS SUPER (Q7/3) ASK]
[SINGLE RESPONSE]
Approximately how many Superannuation or Roll-over funds do you have? [SA]
1O T TSSO PT T 01
TWWO et R ettt ne e 02
LI L1 £ TSSOSO ST PSP OO 03
FOUT OF IMOTE ...ttt 04
CAN'T SAY ettt ettt bbb bR R R R £ R SR e R R £ SRR AR R AR R R £ R R £ b bt E bbbt bbb 99
RETUSET ...ttt ettt r ettt ettt E et r et r e rennenne s 98
Q47 B1A Code Route
[IF HAS SUPER (Q7/3) ASK]
INTERVIEWER TO REFER TO 'TERM DEFINITIONS' CARD AS NECESSARY.
[READ OUT] [MULTIPLE RESPONSE]
ROTATE CODE FRAME
And which of the following fund types do you or your employer currently contribute to? [MA]
Self-managed SuperannUAtioN fUNG ...ttt 01
Lo 1S} VA (1] o OO 02
Corporation 0r EMPIOYET fFUNG ...ttt bbb bbbt 03
RETAIL. ..o 04
PUDIIC SECLOT ...t R bbbttt 05
Retirement SaviNgS ACCOUNT (RSA) ..ottt bbbttt e et et 06
DO NOT READ OUT: Other (SPECIFY) ..ottt 07
DO NOT READ OUT: CABN'T SAY .euviveieiiteiiriaieiesisieiesietee sttt sbe st sse et ebe st ebe st sb bbbt st ebe st st ebe st babesesnaness 99
DO NOT READ OUT: REUSEA ......cccuiiiiiiiiiiieiiteetees ettt nn e nnees 98
Q48 Gi0C Code Route
[DON'T READ] [MULTIPLE RESPONSE]
As far as you are aware, what are the potential problems with having more than one
superannuation fund? [MA] (IF RESPONDENT SAYS “FEES” PROBE FOR FEE TYPE)
MUIIPIE ENTIY N SET-UP FEES ...ttt bbbttt 01
MUILIPIE EXIE FEES .ottt £ £ bbb bbbttt ettt 02
Multiple administration Or ManagemMENt FEES ..o 03
LOSE TrACK OF TNEIM ..ot 04
NN ettt E R R Rt 05
(@ 1T g 1T o =L @ | TSSO 06
CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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Q49 Gl Code Route
[SINGLE RESPONSE]
Please tell me if you think the following statements about superannuation are true or false.
Employers are required by law to make superannuation payments on behalf of their employees
[SA]
THUB <.ttt R R R R Rttt 01
FAISE ..o 02
CAN'T SAY ettt ettt bt bbb bR R R R £ R SRS E R R £ SRR AR R AR R R £ R Rt b bt b bt bbbt n e 99
RETUSET ...ttt bt et h bt e bttt R et r et r e nne s 98
Q50 G2 Code Route
[SINGLE RESPONSE]
Employees cannot make superannuation payments additional to any payments made by their
employer [SA]
THUB <.ttt e R R Rttt 01
FAISE .. 02
CAN'T SAY ettt ettt bbbk bbb R R R R R £ R SRR R R SRR AR R AR R AR R e £ b bt bRt bbbt nns 99
RETUSET ...ttt bttt h bt et e bttt a e Rttt r et n e r e nne s 98
Q51 G6 Code Route
[SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
As far as you are aware, is superannuation taxed at a Lower, Higher or the Same rate than other
investments? [SA]
LOWET TAE ...ttt b ettt n e Rt 01
L TTo =T = L (= TR 02
SAIMIE TALE ...ttt 03
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSET ...ttt et r ettt ettt E et r et n e r e reennenre s 98
Q52 G7 Code Route
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
Which ONE of the following statements best describes how you expect your superannuation to
provide for you in retirement? [SA]
More comfortably than I'm IVING NMOW ... 01
About as comfortably @as I'm lIVING NOW ..o 02
Less comfortably than I'm living now, but getting by OK ... 03
Less comfortably than I'm living NOW, and NOt COPING ......c.ceueurerriiiiiiiiiinr e 04
[DON'T READ] CAN'E SAY ..evvvvieteteieieieeeiesesesesesesesestsestststststsassssssssesesesaseseseest st st st asssasasesesesesesesesesesasasasesssssasases 99
[DON'T READ] REFUSEA ...ttt ettt et ettt e et e st e e s et e e be e smbe e smteesmteesneeenneeenreesneas 98
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Q53 G8 Code Route
[SINGLE RESPONSE]
Have you identified a figure for how much per year you will need to live on when you retire? [SA]
R (=T TSP TE T UTUTTPRRTRSRRTN 01
N O R R R R R Rttt 02
CAN'T SAY ettt bbb bR bR R R R R R R SRR R AR R AR R AR R R £ R R £ bRt bRt bbbt 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
Q53B G8B1 Code Route
[ASK IF YES (Q53/1), AT Q53]
[SINGLE RESPONSE]
Approximately how much per year do you think you will need? [SA]
[ISTERR 1 E= T T3 T 010 TSR 01
$15,000 10 $24,999.......ceieieeiieeeieie e £ £t £ £ £ bbbt R e R et ettt et bbbttt 02
YA 000 oI 1o TR L L TSRS 03
$50,000 10 74,999 ...ttt ettt ettt ettt h et e be e et e aaeeeahe e e teeateeaneeeaseeabeeanteeaneeen 04
B75,000 10 $99,999 ...ttt et ettt e bt e et eaee e ahe e e beeenteeanaeeateeeteeanteeaneeen 05
B100,000 OF IMOTE ...t ettt et e ettt e et e s st e s saeeesteseebessabessateesaesessessatessaeeesbessabessbessatessaesesbessnbessateesreean 06
CAN'T SAY ettt bt bbb bR R R R R R R R £ R R R £ SRR AR R AR R AR R e bRt bRt bbbt bee 99
RETUSET ...ttt ettt h ettt r Rt r et r e renanenre s 98
Q54 G8B2 Code Route
[DON'T READ] [MULTIPLE RESPONSE]
Please tell me what factors someone would need to take into account if they were trying to
calculate whether their current arrangements were enough for future retirement? What else?
Anything else? [MA]
Length of time Defore retir@MENT ...t 01
(LT (=T A =T AV o o TSSO 02
Eligibility for the pension or government DENEfitS ... s 03
Expected earnings from INVESIMENTS ...ttt 04
Expected superannuation DENETILS ..ot 05
Intention to still do some paid work while in retiremMeNt............ccccoiiiiiinn s 06
Desired standard of [iViNg iN FELIIEMENT ...t 07
What costs might need to be met during retir€mMeENt ... s 08
EXPECLEA lIfE SPAN ... bbbkttt ettt 09
Value Of aSSES UPON FELIEMENT.........ciiiiiieeeet ettt bbbttt 10
CUITENT COSE OF TIVING 1.ttt bbbttt ettt ettt bbbttt 11
WhELhEr OWN NOME OF NOL.......c.ciiiiiiircee ettt 12
QT A= 15 = =T | =2 [T 13
CAN'T SAY ettt ettt bbb bR bR R R R R £ bR SRR R £ SRR AR R AR R R £ R R £ bRt R bbbttt 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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Q55 G8C Code Route
[DON'T READ] [MULTIPLE RESPONSE]
Where would you go to get information on working out how much you need for your retirement?
[MA]
AN ACCOUNTANT ...ttt ettt s ettt 01
A TaXAHON SPECIALIST......ctiiiieie ettt e bbb bbb bbbttt ettt et 02
A FINANCIAI COUNSEIION ...ttt 03
A Bank Manager or Bank EMPIOYEE .......c.cciiiiiiiiiiiirsiese sttt 04
A FINANCIal PlaNNET OF AUVISOT .....c.voiviiiiiieisiee ettt 05
General SEarch 0N the INTEINET ..o 06
A SPECIFIC INEINEL SITE (B.0. ASIC) ..ottt bbbttt 07
FAMIIY OF FHIEINAS ...t £t b bbb bbb b e ettt et 08
(O gL (ST = =T | = 2 RSSO 09
10T 0 7= TP PP U UUPRPUP 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98

Q56 G10D Code Route
[DON'T READ] [MULTIPLE RESPONSE]
What advantages does superannuation have compared to other types of investment? [MA]
Lower tax on contributions/favourable tax treatment of CONtriIDULIONS ..o 01
NO tax on payments if YOU'TE 60 YEAIS OF OVET ......c.ceeiueeiieeieeeieeeteeaieeseeesaeeesteesbeesnseesseesseeesseesnseesnnes 02
No tax if superannuation fund iS Paying @ PENSION .......cciiuiiiiiirii et eeeeeeneas 03
Money is locked away S0 you can’t get at/SPeNnd it.........cccveoereeririiiee s 04
Government co-contributes money 05
(@L< g 1T o =L @ | TSSO 06
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSET ...ttt ettt ettt a Rt r et r e rennnenre s 98

Q57 G111 Code Route
[DON'T READ] [MULTIPLE RESPONSE]
What things would you consider when choosing a superannuation fund? [MA]
FRES/CNAITGES/COSES ...ttt bbbttt £ bbb bbb bbbttt et et 01
Long-term level Of PErfOrMANCE. ...ttt 02
Recent [evel Of PEITOIMANCE ...ttt bbbttt 03
AVailability Of @XPEIT AUVICE ..ottt bbbttt e s 04
Recommendation DY PEOPIE YOU TIUSE ..ottt 05
The number of fund options they offer/they offer high risk and low risk product options........................ 06
HOW FISKY The FUNG IS ...ttt bbbttt 07
Comparison ratings by organisations like SUPErRAtINGS.......ccceiruieiiieiiieiie e 08
Ol [SPECIFY} ettt b bbbk R e ettt £t e e £t bbb bbbttt et e 09
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSET ...ttt b ettt h bt e bttt e Rt n et r et r e nne s 98
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Q58 D16 Code Route
[READ OUT] [SINGLE RESPONSE]
Which one of the following gives the best indication of how your superannuation fund or managed
investment is performing? [SA]
THE PEI-UNIE COSE ...ttt bRt 01
THRE REIUIN .. bR bRt 02
TE FBES .t 03
The amount of return left after the fees are taken OUL ... 04
[DON'T READ] CAN'E SAY ..evvvtieeieieieieieieseseseresesesesssestststssssssssssssesesesesasesesee st st asasasssasesesesesasesesesesasesasesssssasases 99
11O I R = B [ = {1 T = o S 98
Q59 G14 Code Route
[DON'T READ] [MULTIPLE RESPONSE]
As far as you are aware, what are the types of things that people commonly do that often result in
the final value of superannuation or managed investment being reduced? What else? Anything
else? [MA]
SWItChING fUNAS FIEQUENTIY ...ttt bbbttt 01
Poor fund choices for their life CIrCUMSIANCES..........ccoviiii e 02
Choosing a fund with high fees and Charges ... e 03
Relying on short term performance FECOI ...........coiiiiiiieecee et 04
Not considering 10ng term PEerfOrMANCE ...t 05
Switching as soon as the performance ArOPS ... 06
Selecting a fund with a very high risk Profile ... e 07
Not contributing SUfICIENT FUNGS ..ot 08
(@ 1T g 1T o =L @ | TSSO 09
CAN'T SAY ettt ettt bbb bR R R R R R SRR R £ R R AR R AR R AR R £ b bt bRt bbb nns 99
RETUSE ...ttt b ettt h bt et e bttt R e n e r et r e nne s 98
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SECTION E: RETIREMENT INCOME STREAM PRODUCTS

Q60 B1C Code Route
[[F HAVE RETIREMENT INCOME STREAM PRODUCT (Q7/23), ASK]
INTERVIEWER TO REFER TO 'TERM DEFINITIONS' CARD AS NECESSARY.
[READ OUT] [MULTIPLE RESPONSE]
ROTATE CODE FRAME
You said earlier you have a retirement income product. Which of the following best matches the
features of the Retirement Income Stream product you have? If you are not absolutely sure,
please say. [SA]
A setincome that you receive for the rest of YOUr life ... 01
A setincome that you receive for a specified term (€.9. 10 YEAIS) ..cccovirririrrrirriririeeeieeee e 02
A set income that you receive for a term that is based on your life expectancy ... 03
A set income that you receive for a term that is based on your life expectancy that is linked to the
investment market, that is, can fluctuate with the investment market ..........ccoccvviiieeceecccc s 04
A regular income that you receive until the money runs out that can adjust from year to year and
that is linked to the investment market (i.e. can fluctuate with the investment market)............c.cccceueeevee 05
Some other type (PLEASE SPECIFY) ...ttt ettt 06
[DON'T READ] CAN'E SAY ..evvvvieteteieieieeeiesesesesesesesestsestststststsassssssssesesesaseseseest st st st asssasasesesesesesesesesesasasasesssssasases 99
11O I = B [ = {1 ]= o S 98
Q61 G13 Code Route
[[F HAVE RETIREMENT INCOME STREAM PRODUCT (Q7/23), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
When choosing a retirement income stream product, what criteria do you think are important?
What else? Anything else? [MA]
LeVvel Of INCOME It PrOVIAES ...ttt bbbttt es 01
How long income will last (e.g. for a set period, lifetime etC) ... 02
S ettt 03
RAE OF FEIUIM ...ttt 04
Past performance Of fuNd MANAGET ...ttt 05
Reputable brand of fuNd MANAGET ...t 06
L d 01T 4 - 1o AV o] T PO 07
CONIOI/SEIF-MANGAGED. .....coeiieiiiie ettt bbbttt £ttt b bbbt bbbt 08
TAX EFfECHVENESS ... 09
RECOMMENAEA DY OtNEIS ...ttt bbbttt es 10
FIEXIDIIITY .t 11
AACCESS ...ttt R R Rt 12
No choice, | am in a defined benefit SChEME ..o, 13
(0313 Y=Y S =1 =11 [ =170 OO RPN 14
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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SECTION F: PERSONAL DEBT

We are now going to ask a few questions about debt. Feel free to answer only those questions that you are comfortable with.
Thinking about owing money, borrowing money, credit cards, leasing, hire purchase arrangements, mortgage payments or rent
and household bills....

Q62 HX1 Code Route
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
How comfortable are you with the total amount of money you now owe? Would you say you are...
[SA]
VEry UNCOMTOIADIE .......cocviiiiti ettt 01
Somewhat UNCOMFOIADIE ..o 02
Neither comfortable NOr UNCOMTOADIE ..........coiiiii e 03
Fairly COMIOMADIE ..ot bbb bbbttt 04
VEIY COMFOITADIE .......oviiiii bttt bbbttt 05
[DON'T READ] CAN'E SAY ..evvvtitteieieieieiesasesesesesesesesestststststssssssssesesesesasesesesestasasasasasasasesesesesesesesesasasasasesssnsasases 98
[DON'T READ] REFUSEA ...ttt ettt bbbttt ettt 99
Q63 HX2 Code Route
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
Which one of the following statements BEST describes how you generally feel about your
CURRENT financial situation? Would you say it feels?... [SA]
Out Of CONIOl ALL OF the tIME ..o 01
Out Of CONrol MOST Of tNE IME....c.ceiiiiieee s 02
Fluctuates between being in and out Of CONIOL ... s 03
IN CONLrOl MOST Of the tIME......ceieiiic e 04
1IN CONLIOL ALL Of the TIMIE w.c.ei e 05
[DON'T READ] CAN'E SAY ..vvvvviteeeieieieieiesasesesesesesesesestststststsassssssesesesesasesesee sttt et asasesasesesesesesesesesasasasasessssnsasases 98
[DON'T READ] REFUSEA ...ttt bbbttt ee e 99
Q64 A2A Code Route
[READ OUT] [MULTIPLE RESPONSE]
ROTATE CODE FRAME
I am going to read out a list of places people go to borrow money to make a purchase or when
they need some cash. This can include borrowing for a mortgage or car through to borrowing to
help out with household bills.
Which of the following, if any, have YOU PERSONALLY used to borrow money in the last 12
months for any purpose? [MA]
Bank, building SOCIEty OF Credit UNMION ...ttt 01
FAMIIY OF FHENAS ...t bbbttt ettt 02
L VA F= 1Y =T o To 1= TR 03
PawnbroKer O CasSh CONVEIEIS ........cciiiirirees st 04
FINANCE COMPANY ...ttt ettt b bbb bbbt e R e R e s e £ £ £ £ bbb bbbttt bbb b e ettt et 05
Retailer finance (e.9. HAVEY NOIMIEN) ..ottt 06
Debt Rescue or Debt Relief COMPANY ...t 07
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Q64 A2A Code Route
[READ OUT] [MULTIPLE RESPONSE]
ROTATE CODE FRAME
I am going to read out a list of places people go to borrow money to make a purchase or when
they need some cash. This can include borrowing for a mortgage or car through to borrowing to
help out with household bills.
Which of the following, if any, have YOU PERSONALLY used to borrow money in the last 12
months for any purpose? [MA]
Cash advance on your salary from your @mPIOYEr ... e 08
Store 10an Or INEreSt frE@ A .........cii s 09
(0312 T=Y £ =T =T =22 [OOSR 10
[DONT READ] NONE......ooooveeieeeeseseeeeseeese e sses s sssssss s eses s ssss et ss s ss et s s ss s s ene s 11
[DON'T READ] CAN'E SAY ..evvvvieteteieieieeeiesesesesesesesestsestststststsassssssssesesesaseseseest st st st asssasasesesesesesesesesesasasasesssssasases 99
[DON'T READ] REFUSEA ...ttt ettt ettt 98
Q65 HY1 Code Route
[Yes continues, if No, Can't recall or Refused skip to SECTION G]
[SINGLE RESPONSE]
At any time in the last 12 months have you NOT been able to make a repayment on any loans,
mortgages, credit cards or any other types of repayments that you have?
I'm NOT talking about utility bills, just loans, cards and other types of borrowings [SA]
D (=TT TSSO T T TUTTPRTRSRTRTON 01
N O Rttt 02
CAN'T SAY ettt ettt bbb bR bR R R R R R R SRR R £ SRR AR R AR R AR R £ bR e R bbbt bbb 99
RETUSET ...ttt b ettt h bt e bttt e Rt n et r et r e nne s 98
Q66 HY2 Code Route
[DON'T READ] [MULTIPLE RESPONSE]
Could you please tell me what repayment it was that you were unable to meet? Were there any
others? [MA]
ClEAIL CANU ..t E bbbt 01
(O3 aT= 10 TSI o3= (o TSSOSO 02
STOTE CAITU ...t s R 03
IVIOTEgAGE ...ttt bbbt bbb e b e R b £ b h e bk E £ E b h £ £ R b £ bbb e e bR R bRt bbbt bbbt nen s 04
PEISONAI TON ...t 05
PErSONAl OVEIATATL ..ot 06
HITE PUICIASE ...ttt bbbttt e £ £ £ £ bbbt bbbttt b b e ettt et 07
CAI JBASE ...ttt 08
(@ 1T 1T o =L @ | TSSO 09
CAN'T SAY ettt b bbb bR R R R R £ bR SRR £ SRR AR R AR R AR R e b bt R bRt bbbt nes 99
RETUSET ...ttt b ettt h bt e bttt e Rt n et r et r e nne s 98
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Q67 HY3 Code Route
[DON'T READ] [MULTIPLE RESPONSE]
Would you mind telling me what were the main reasons you could not make this (these)
payments? Any others? [MA]
Borrowed t00 MUCh MoNeY OFGINAIY ...t 01
Over spent on my credit card/charge/Store Card ..o e 02
INTETEST FALES WENT U ...eiiiitiiiitcieeee ettt bbb bbb bbbt bbb bbbttt e et b b 03
| did not budget correctly/l did NOt Plan PrOPEFIY..........ccviiiiricreeeie s 04
I had @ 10SS Of INCOME/IOST MY JOD ...ttt 05
Partner 10St INCOME/IOST JOD ...ttt es 06
I had an unexpected emergency eXPENITUIE ............ciiiiuiririeieeeeie ettt 07
An expense | had was a lot more than EXPECLEd ... s 08
I had unexpected medical expenses/illness in the family ... 09
RelatioNSNIP DrEAKAOWN ...ttt bbbttt es 10
(0312 T=Y ] =T =T =22 [OOSR 11
[DON'T READ] CAN'E SAY ..evvvvieteteieieieeeiesesesesesesesestsestststststsassssssssesesesaseseseest st st st asssasasesesesesesesesesesasasasesssssasases 99
[DON'T READ] REFUSEA ...ttt bbb bbbttt n s 98
Q68 HY4 Code Route
[ASK FOR EACH REPAYMENT TYPE MENTIONED IN Q66]
[SINGLE RESPONSE]
You mentioned that at some stage in the last 12 months you were NOT able to make a repayment
on <INSERT FROM Q66>. Have you since been able to make the minimum repayment required?
[SA]
D (=TT TSSO T T TUTTPRTRSRTRTON 01
N O Rttt 02
CANT SAY vttt b bbb bR R R R R R R £ R SR £ E R R £ SRR AR R AR R R £ AR R £ b bt R bbbttt b 99
RETUSET ...ttt et r ettt ettt E et r et n e r e reennenre s 98
Q69 Code Route
[ASK FOR EACH REPAYMENT TYPE MENTIONED IN Q66 AND 'YES' AT Q68]
[SINGLE RESPONSE]
Approximately, how long after the payment was due were you able to again make the minimum
repayment in relation to the <INSERT FROM Q66>?
[SA]
LIMIONER LR 01
2 IMONENS . 02
BIMONENS <. 03
45 IMIONTNS ...t 04
B9 IMONTNS ... 05
L0-12 IMONTNS ..o E R 06
10T 0 7= TP PP U UUPRROP 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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SECTION G. RISK AND RETURN (INCLUDING INSURANCE)

Q70 F1A Code Route
[[F RESPONDENT HAS INSURANCE (Q7/17-21,24-25) ASK]
[DON'T READ] [MULTIPLE RESPONSE]
Now thinking about insurance, what factors do you take into consideration when FIRST taking out
or setting up an insurance policy other than life insurance? [MA]
B LS 01 0=T 0T 1E o o TP 01
TE EXCESS ..ottt 02
The 1eVel Of COVET = GENETAL ..ot bbbttt ettt eneas 03
The level of cover to make sure you are Not UNderiNSUIEA.............ccovriririririrreieeeeeeee et 04
Brand or reputation 0f the SUPPIET ......c.ciiiii et 05
BENEFItS INCIUAEA.........cocoice et 06
| don't know enough about it so rely on the insurance agentto help Me ... 07
(@ 1T 1T o =L @ | TSSOSO 08
[N o TP UR TR 09
CAN'T SAY ettt bt bbb bR R R R R R R R £ R R R £ SRR AR R AR R AR R e bRt bRt bbbt bee 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
Q71 F1 Code Route
[[F RESPONDENT HAS INSURANCE (Q7/17-21, 24-25) ASK]
[DON'T READ] [MULTIPLE RESPONSE]
And what factors do you take into consideration when RENEWING an insurance policy other than
life insurance? [MA]
BTSN 0101 10110 o o RO RRURRTS 01
T BXCESS . ettt h e E R R R e R e Rt Rt r et r e nennes 02
The 1eVel Of COVET = GENEIAL. ... ..ottt et e et esate e sae e e s seeenbeesteesneeenns 03
The level of cover to make sure you are Not UNAerNSUIEd ..........cooiueriieeiieeiie e e 04
Brand or reputation 0f the SUPPIET ........oi e st 05
BENEFItS INCIUAEA ...ttt e e n s sreenenneennees 06
The date payment of the policy renewal iS NEEAEM .........ccceeiiiiiii i 07
GOOU CUSTOIMET SEIVICE ....eeutiieeiteetieiee st et s st et e e s re e e s re e st e e e ae e e bt e st sbe e b e e ae e sR e e b e ean e sbe e b e eanenneennennnennean 08
(@ (g T g 1T o =L @ | SRS SRTS 09
[N o T TR 10
10T 0 7= TP PP U UUPRROP 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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Q72 F2A Code Route
[[F RESPONDENT HAS HOUSE, CONTENTS OR CAR INSURANCE (Q7/17-20) ASK]
[SINGLE RESPONSE]
As far as you are aware, can your insurance company refuse your claim because when you took
out or renewed the policy you did not accurately answer some specific questions asked by the
insurer that were relevant to the loss? [SA]
R (=TT TSSO TE T TP UTTPTRTRRRTROTON 01
N O R R R R R ettt 02
Position varies from INSUIET t0 INSUFET .........cviriiiierieeeere e 03
CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99
RETUSET ...ttt ettt r ettt ettt E e et r et r e nn e s 98
Q73 F3 Code Route
[READ OUT] [SINGLE RESPONSE]
Next a couple of questions about investing. I'm going to read you a statement. Please tell me
whether you think the statement is true or false.
An investment with a high return is likely to have higher than average risks. [SA]
THUB .ttt R R R ettt 01
FAISE ..o 02
CAN'T SAY ettt bt bbb bR R R R R R R R £ R R R £ SRR AR R AR R AR R e bRt bRt bbbt bee 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
Q74 F4 Code Route
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
Which ONE of the following is the most accurate statement about fluctuations in market values?
[SA]
Investments that fluctuate in value are not good in the [0Ng termM ... 01
Good investments are always iNCreasing in ValUE ............cooiiirccceeeeee e 02
Short-term fluctuations in market value can be expected, even with good investments.............cccccc...... 03
[DON'T READ] CAN'E SAY ..evvvvieteteieieieeeiesesesesesesesestsestststststsassssssssesesesaseseseest st st st asssasasesesesesesesesesesasasasesssssasases 99
[DON'T READ] REFUSEA ...ttt bbb bbbttt ne s s 98
Q75 F5 Code Route
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
Which ONE of the following would you recommend for an investment advertised as having a return
well above market rates and no risk? [SA]
Consider it "too good to be true" and NOTINVEST ... e 01
Invest lightly to see how it goes before investing more heavily ... 02
Invest heavily t0 MaXiMISE YOUE FEIUIM ...ttt bbbttt 03
[DON'T READ] CAN'E SAY .vvvvvieieieieieieieseseseseseseseseseststststsssassssssesesesesasesesee et stasasasssasesasesssesesesesasasasasesssnsasases 99
[DON'T READ] REFUSEA ...ttt bbbttt ee e 98
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Q76 F8 Code Route
[ASK ALL]
[READ OUT] [SINGLE RESPONSE]
Thinking about investing over five years or more, how important do you consider diversification of
your funds across different types of investments? Would you say it is..[SA]
V=T V2 q] o Yo =T o | OO 01
(@ U1 (3]0 ] oL = T TSSO 02
Of SOME IMPOITANCE .....ocviiiitieiiie ettt sttt bbb bbb bbbt et £t et e bbb bbb bbbt r e 03
NOt @t AL IMPOITANT ...ttt b bbb bbb bbbttt ettt ettt 04
[DON'T READ] CAN'ESAY ..uvvvvieeiieieieieieresesesesesesestseststssssssssssssesesesesesasesesesestasasasasasasasasesesesesssesesesasasasesssnsasases 99
[DON'T READ] REFUSEA ...ttt bbbttt ee et 98
Q77 F6 Code Route
[[F HAS CREDIT CARD (Q5/4) ASK]
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
If you, as primary holder of a credit card, arrange for a second person to be provided with a card in
your name, which ONE of the following most accurately describes your responsibility for debt
incurred by that person on the card? [SA]
You are not responsible for any debt the other person incurs on the card - they are...............cccceuvueeeee 01
You and the other person are each responsible for half the total debt on the card ... 02
You are only responsible for debt incurred on the card by the other person if they are less than 18
D2 LT o (o TSRO 03
You are entirely responsible for any debt the other person incurs on the card..........ccocooovvnvnncnnee 04
[DON'T READ] CAN'E SAY ..evvvtiteieieieieieieseseseseseseseseseststsessssssssssssesesesesasese ettt st asasssasasesasesesesesesesesasesesessssasases 99
[DON'T READ] REFUSEA ...ttt bbbttt e 98
Q78 F7 Code Route
ONLY ASK IF HAS MORTGAGE OR LOAN (Q7/9,10,11,13,14,15) - NOT EQUITY RELEASE
[READ OUT] [SINGLE RESPONSE]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
If two people jointly take out a loan, which ONE of the following most accurately describes the
responsibility for repayment of the loan? [SA]
Each person is responsible for repayment of half the 10an ... 01
Both persons are responsible for repayment of the entire 10an ... 02
Only one person must be responsible for repayment of the entire [0an ..., 03
The older of the two persons is responsible for repayment of the entire loan ... 04
[DON'T READ] CAN'E SAY ..evvvvieteteieieieeeiesesesesesesesestsestststststsassssssssesesesaseseseest st st st asssasasesesesesesesesesesasasasesssssasases 99
[DON'T READ] REFUSEA ...ttt bbbttt ee e 98
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SECTION H. SPENDING MONEY AND BUDGETING

E2 Code Route
Q79 [READ OUT] [SINGLE RESPONSE]

CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS

Which ONE of the following statements best applies to you? [SA]

I try to save on a regular basis if | POSSIDIY CAN ..o 01

| save only when | want to save up for something big or special.............cccoovirrirciccicees 02

There's no point in trying to save because there's never enough money...........ccoeoeieiinnnnnnsssssnns 03

Saving is Not SOMEthING | NEEA 10 U0 ...ttt 04

[DON'T READ] CAN'E SAY ..evvvvtieteieieieieieresesesesesesesesestststsssssassssssesesesesasesesese sttt et asasasasesesesesesesesesasasasasesssssasases 99

11O I R = B [ = {1 T = o S 98
Q80 E4 Code Route

[READ OUT] [SINGLE RESPONSE]

CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS

Which ONE of the following best describes the extent to which you control your regular household

expenses/ personal expenses? [SA]

I don't keep an eye 0N eXPENSES At @ll.......cccooiiiiiii s 01

I Keep My eye 0N eXPENSES @ DIl......cciiiiiiii s 02

Without keeping written records, | keep a fairly close eye 0n eXpPenSes .........ccccvvrvrrreeieieieneneneeeeees 03

| use written records to keep a ClOSE €YE 0N EXPENSES .......ccriiiiiiieiiiirii sttt 04

[DON'T READ] CAN'E SAY .vvvviereeieieieieieiesesesesesesesesesestststststsassssssssesesesasesesee et st st asasasasesesesesasesesesesasesasessssnsasases 99

D@\ A I =Y B ] [ = {1 7= e SR 98
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SECTION I. MAKING PERSONAL LIFE CHOICES

Q81 — 100% of Respondents

Q81  I1-16 [ASK ALL] [ASK I7 IF UNDER 65 YEARS]
ROTATE STATEMENTS
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS

INTRO

I would now like to read out a number of statements relating to financial issues. Please tell me whether you Strongly
Disagree, Disagree, Agree or Strongly Agree with each of these statements...

[SINGLE RESPONSE]

Strongly Disagree Agree Strongly Can't say
Disagree Agree

R . o

It is important to me to have a long-term financial plan 01 02 03 04 99
(R2) It is important to me to have a financial plan for the

SHOM-LEIM ..o 01 02) 03 04 99
(R3) I spend all of my income as | get it and don't really

plan for the fUtUre ... 01 02 03 04 99
(R4) | feel out of control with my borrowing and credit card

ENETAIY ... 01 02 03 04 99
(R5) If I had a major loss of income | could manage for a

period Of tIME ..o e 01 02 03 04 99
(R6) | have problems setting money aside for major

financial outlays [IF NECESSARY, EXPLAIN: A major

financial outlay might be something like paying

vehicle insurance or taking a holiday] .......c.ccccocoernnine. 01 02 03 04 99
(R7) 1 don't think it really matters much about

superannuation or planning and saving for retirement

because the government will make up the gap.............. 01 02 03 04 99

Q82 19 Code Route

[READ OUT] [SINGLE RESPONSE]
ROTATE CODE FRAME

Thinking about debts and borrowing money, which ONE of the following is most likely to give
someone a bad credit rating? [SA]

Asking the bank for an increased OVEIAraft ... s 01
Borrowing from an organisation other than a bank ... 02
Taking out a second mortgage to buy YOUr OWN NOME ..o 03
Being more than 60 days late with the minimum payment on a credit card............c.ccceoeeeeivieieinnnnnnenn, 04
[DON'T READ] CAN'E SAY ..evvvvieteteieieieeeiesesesesesesesestsestststststsassssssssesesesaseseseest st st st asssasasesesesesesesesesesasasasesssssasases 99
11O I R = B [ = {1 T= o S 98
Q83 19A Code Route

[DON'T READ] [MULTIPLE RESPONSE]
As far as you are aware, what sort of information is collected to determine your credit rating?
What else? Anything else? [MA]

REPAYMENT AETAUILS ...ttt b bbbttt bbbttt e 01
Late payments - 2 Mmonths (60 AAYS) OF MOTE ..........couiiuiiririeeeieeeeeeie ettt e s 02
Late payments - less than 2 Months (60 DAYS) ..ottt 03
Late payments - @ny tIME PEIIOM ........cuiiiiiiiiiiieer ettt bbbttt 04
LOAN OF CrEdit FEIUSAIS ......viviiccie et 05
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Q83 19A Code Route
[DON'T READ] [MULTIPLE RESPONSE]
As far as you are aware, what sort of information is collected to determine your credit rating?
What else? Anything else? [MA]
Any loan or credit appliCatioNS MAUE. ........ooiiieie ettt st e e e saeeesaee s 06
QT A= 1) = =T | =2 [OOSR ON 07
CAN'T SAY ettt bbb bR bR R R R R R R SRR R AR R AR R AR R R £ R R £ bRt bRt bbbt 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
Q84 111 Code Route
[DON'T READ] [MULTIPLE RESPONSE]
If a sudden loss of income caused difficulty in meeting your financial commitments, who would you
go to? Who else? Anyone else? [MA]
FFAIMIIY <.ttt bR E R R £ £ £ £ £ £ £ bbb bbb bR e et et err s 01
FIIEINT ..o 02
FINANCIAI PIANNEITAUVISOL ..ottt bbb bbbttt e s e s 03
FINANCIAL COUNSEIION ...ttt 04
ACCOUNTANT. ...ttt ettt R sttt 05
SOLICIION 1.t 06
Bank/fIN@nCIal INSTEUTION ..........cviiiric e 07
Pawn BroKer/Cash CONVEITEIS. ..ottt 08
L VA F= LA =T o To 1= TR 09
Government agency €.9. CENIIEIINK ...t 10
Charity organisation e.g. Salvation Army. St Vincent de Paul............cccccooiiiiininnssssse e 11
QT A= 15 = =T | =2 [ OO 12
CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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SECTION J. CONSUMER RIGHTS AND RESPONSIBILITIES

Q85 J1 Code Route
[READ OUT] [SINGLE RESPONSE]
ROTATE CODE FRAME
A person keeps their PIN nhumber on a piece of paper in their wallet, along with their ATM or bank
card. If the wallet is stolen and the card and PIN number are used to take money from an account,
who is liable for the lost money? [SA]
THE BANK ONIY .ottt £ £ bbb bbbt b bbb e b e Rt ettt st eb bbbt 01
Both the bank and the card-holder, in equal Part ... s 02
THE CArd-NOIAET ONIY ...ttt bbbttt ettt ettt b bt 03
[DON'T READ] CAN'E SAY .evvvtiieeieieieieresesesesesesesestsestststsssssassssesesesesesasesesee st st asasasasasesasesesesesesesesasasasesssnsasases 99
11O I R = B [ = {1 T= o S 98

Q86  J2-3/J6-7
ROTATE STATEMENTS

[SINGLE RESPONSE]]

CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
I will now read out a number of statements relating to consumer rights and responsibilities and would like you to tell me
whether you Strongly Disagree, Disagree, Agree or Strongly Agree with each of these statements...

[SINGLE RESPONSE]

refunded? [SA]

As far as you are aware, is there a cooling off period after taking out a new house and contents
insurance policy during which time you can cancel the policy and have your premium fully

Y B ittt ettt e beebe e beebeehe e beabeehe e teabeeheeAteeheeheebeeheeheeAteebeeheesteabeeReebeabeeheebeebeebeenbeateeaeeatenreanean 01
N O ettt b et be bt et beeheeabeebeeteeaeeeheeheeAbeebeeheeat e beebeehtebeebeeateabeeheerteabeebeeheebeeheenreatenreenes 02
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
[ LY (U Y=Y OO 98

Strongly Disagree Agree Strongly Can't say
Disagree Agree

(R1) You generally feel well informed when making

financial deCiSIONS ... 01 02 03 04 99
(R2) Providers of financial products and services have a

legal duty to provide clear information to consumers ... 01 02 03 04 99
(R3) You are very clear about your rights if you have a

problem with a financial institution ..., 01 02 03 04 99
(R4) Consumers have a duty of honest disclosure when

taking out a financial service or product and may face

penalties for Not doiNg SO .........coovvivvrcrrceccceeee 01 02 03 04 99

Q87 J16-J17
And now please tell me whether, as far as you know, each of the following statements is true or false...
[SINGLE RESPONSE]
True False Can't say

(R1) The Australian Securities and Investment Commission checks the

accuracy of all prospectuses lodged With ... 01 02 99
(R2) If providers of professional advice about financial products may receive

commissions as a result of their advice, they are required by law to tell this

10 tNEIT CENTS ... 01 02 99

Q88 J14A Code Route
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SECTION K. ACCESS TO ASSISTANCE (INCLUDES AWARENESS OF DISPUTE
RESOLUTION SERVICES)

K1 Code Route
Q89 [DON'T READ] [MULTIPLE RESPONSE]

If you experienced difficulty with a financial product like a credit card, loan, insurance policy,

superannuation or financial planner that you could not resolve directly with the provider of that

service, what would you do? Anything else? [MA]

ASK FAMIIY/ITIENAS ...ttt ettt bbbttt 01

Contact a financial planner/advisor/aCCOUNTANT ...........ccciiieiiriiiieeeee e e 02

CONLACE @ SOCIIOIIAWYET ...ttt bbbt s et ettt e bbbttt 03

Contact Industry ombudsman/OmMBUASMAN ...t 04

Contact industry/professional @SSOCIALION ...t 05

Contact a government body like Consumer AffairS/ASIC.........ccoiiiirieieieri e 06

(032 T=Y 5] =1 =11 [ =17 IO 07

[\ To) 9113 T PSSR 08

CAN'T SAY ettt ettt bbb bR bR R R R R R R SRR R £ SRR AR R R R R AR R £ bRt bbb bbb 99

RETUSET ...ttt h bttt b bt et e bttt E e n et r et r e nne s 98
Q93 K6 Code Route

[SINGLE RESPONSE]

CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS

How confident are you that you would know how to make an effective complaint against a bank or

financial institution? Are you Very Confident, Fairly Confident, Not Very Confident or Not At All

Confident? [SA]

VEIY CONTIABNT ...ttt bbbttt £ £ £ bbbttt ettt et 01

FAUITY CONTIABNT ...ttt bbbttt ettt 02

NOE VEIY CONTIAENT ...ttt bbbttt £ bbb bbb bbbttt ettt ettt 03

NOE At Al CONFIABNT ..ot 04

CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99

RETUSET ...ttt ettt h ettt r Rt r et r e renanenre s 98
Q94 B10 Code Route

[SINGLE RESPONSE]

Do you feel you need further education or information in relation to finance? [SA]

R (=TT TSP TE T UTUTTPRRTRRRTRTON 01

N O R R R R R ettt 02

CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99

RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98

The Social Research Centre




ANZ Survey of Adult Financial Literacy in Australia (2008) 162

Q95 B11 Code Route
[[F FEEL NEED FURTHER EDUCATION (Q94/1) ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What finance topics would you like more information on? [MA]
12100 (o= (1T OO TTTTTTT 01
INVESTING ..ttt ettt bbb bbb R R R R £ £ £ £ £ £ £ £ bR bbb R R bR R R et et an s 02
YU oT=T =T o aTU = Lo o TSSOSO 03
TAXALON ...t 04
BUSINESS fIMANCE ..ottt n et 05
How to make complaintsS/reSOIVE ISPULES ... 06
[ E= T =T 11T e [T o) SO 07
(@L< 1T o =L @ | TSSOSO 08
CAN'T SAY ettt bbb bR bR R R R R R R SRR R AR R AR R AR R R £ R R £ bRt bRt bbbt 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
Q96 B12 Code Route
[ASK FOR EACH FINANCE TOPIC (NOT ‘CAN'T SAY’) MENTIONED IN Q95]
[DON'T READ] [MULTIPLE RESPONSE]
And how would you like information on <TOPIC FROM Q95> made available?. [MA]
Communications from financial INSHIULIONS ... s 01
CommuNicatioNS frOM GOVEINIMENT.........c.oiiiieieieeeee sttt bbbt b bbb anene 02
TAFE COUISE ...ttt bR bbbttt ettt nnan 03
Council of Adult EJUCAION (CAE) COUISE .......iiuiiiiiiiiiirieinieisie ettt ettt bbbt 04
Read DOOKS ON fINANCE ..ot 05
GO DACK 10 SCROON ... s 06
INEEIMIEL ... R et 07
RAAIO AUVEIISEMENTS .....cocviviieieier bbbttt 08
TV AUVEITISEIMENTS .....cvviee ittt bbbttt 09
Newspaper / magazine adVErISEMENTS ..........ooiiiiirrreeeeeiee ettt bbbttt se e s n s 10
QT AL 1) = =T | =2 [ OO 11
CAN'T SAY ettt ettt bbb bR bR R R R R R R SRR R £ SRR AR R R R R AR R £ bRt bbb bbb 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
Q96B B5 Code Route
[ONLY ASK IF RESPONDENT IS 60 YEARS OF AGE OR OVER]
[SINGLE RESPONSE]
Do you know what a reverse equity loan is? [SA]
R (=TT TSP TE T UTUTTPRRTRRRTRTON 01
N O R R R R R ettt 02
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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Q96C

[IF YES (Q96B/1) ASK]

[DO NOT READ OUT] [MULTIPLE RESPONSE]

What things would you consider when deciding whether or not to take out a reverse equity loan?
[MA]

HOW [1ONG | EXPECEE0 TIVE ...ttt es
MY ONQOING EXPEINSES ....ovrivirieiriitrteeiteetseseests e sese bbb seb bbb es bt E bbb bbb bbbt bbb bbbttt
Whether | might need money to move into a retirement Village..........cooocoeiiiiirii i
Whether | should take a lump sum Or an INCOME SITEAM .........ccciiiiiiiii s
The conditioNS Of tNE TOAN ...
How My Children fEEI @DOUL It ..........ciiiiiiiii bbbt
TRE INTEIESE FALE ... b et
How much | would need/Size Of the 108N .........coeiiiiiie s
ANYINING €IS [SPECIFY] ..ottt £ttt b bbbttt ettt e et e e n s

[DON'T READ OUT] CAN'T SAY ..eveveeirieieieiereiiiiesesesistststsiststssssssssssesase et sest st ssasssssasssssssssesesesesesasesesessssssasasaes

[DON'T READ OUT] REUSEM ... eceveeeeeeseeseeseess e eceeseeeeeeessesesssessseeeeeeeseeeeeesssssssess e

Code

01
02
03
04
05
06
07
08
09
99

98

Route
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SECTION L. INTERNET AND ONLINE BANKING

Q97 — 100% of Respondents

Q97 B5A Code Route
[DO NOT READ OUT] [MULTIPLE RESPONSE]
And now some questions about internet banking and online calculators. Where do you usually
access the internet from? [MA]
HOIMIE ettt R ettt 01
WVOTK R R 02
UNIVETSItY/TAFE/SCROOL ..ottt n e nne s 03
[ o] - oY SRR 04
Neighbour/friend/relative’s NOME ...........oiieiiie e e 05
SOMEWNREIE €IS ...ttt b et s bt e n e e ae e s R e e e bt e n e s re e resnnesne e nennnenneen 06
DON'T USE thE INTEIMET ...t r et r e b e e s b e e r e s e nreenenneenne s 07
10T o =T | PRSP P U UPPRPP 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
Q98 B5 Code Route
ASK IF NOT CODE 7 AT B5A
[SINGLE RESPONSE]
Have you ever visited an Internet site with calculators for comparing financial products? [SA]
R (=T TSP TE T UTUTTPRRTRSRRTN 01
N O R R R e Rt 02
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
Q99 Code Route
[IF YES (Q98/1) ASK]
[READ OUT] [MULTIPLE RESPONSE]
ROTATE CODE FRAME
And have you ever used the calculators to do any of the following? [MA]
COMPATE INTEIESE FAES ...veuiueiiiiieie ettt bbb bbb bbb e b ettt et b bbbt bbbt r e 01
ComPpare fEES ANA CRAIGES ..ottt b bbb bbbttt 02
Calculate hOW MUCH YOU CAN DOITOW ...ttt 03
Calculate repayMENtS ON JOANS ...ttt ettt bbbttt rene 04
HEIP YOU IN DUAGETING ...ttt bbb bbbttt ne e s 05
Help you compare superannuation OPLIONS ..........ooiiriiiiiriririeieieeeee ettt es 06
Help you compare other financial ProAUCES ..o s 07
How much You NEed iN FEHIEMENT ... ...ttt e et e st e e e e saeeebeeereeenees 08
ANYINING €IS [SPECIFY] .ottt ettt b bbbt bbbttt b e s e s 09
[DON'T READ OUT] CAN'T SAY ..evvveerieiiieiereeeiiiesesesistststs et tssssssssesesase et sess st st ssasssssasssssssssesesesesesasesesessssnsasases 99
[DON'T READ OUT] REUSEU ........oeoveoeeeeeeveeseee s seses s ssesaneses s as s asssesesssesssssenn 98
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Q100 ASK IF NOT CODE 7 AT B5A
[SINGLE RESPONSE]
Have you ever applied for or obtained a financial product over the internet? [SA]
Y S it R Rttt n s 01
N OO U T TIPSO 02
CAN'T SAY .ttt ettt bbb e b b e bR £ R R £ SRR £ SRR £ SRR e £ R R e £ SRR e e bR e R bRt e R bt b bt bebe e 99
RETUSET ...ttt ettt h ettt h ettt ar e r et r e n et 98
Q101 [IF YES (Q100/1) ASK] Code Route
[DO NOT READ OUT] [MULTIPLE RESPONSE]
And which products did you apply for or obtain online? [MA]
EVEryday DanK ACCOUNT ..........c.cuieee ettt bbbttt ee s 01
IVIOTEgAGE ...ttt bt bbb E bbb £ bR E b h £ E b b€ E R b€ bbb £ bR e Rkt R bbb n bRt nen s 02
PEISONAI TON ...t 03
YU oT=T =T o aTU = Lo o TSSOSO 04
INSUFBINCE ...ttt E ettt e e n bbbt 05
BIC=T 0010 1= o o L= | TR 06
High INtEreSt SAVINGS @QCCOUNT .........cuiiiiiieeeiii sttt ettt b bbbttt et 07
ANYINING €IS [SPECIFY ] .ottt ettt b bbbt bbbttt b e e e s 08
[DON'T READ OUT] CAN'T SAY ..eveveeerieieieiereieiiesesesistststs et tssssssssesesase e e ettt ssssssssasasssssssesesesesesasesssessssnsssases 99
[DON'T READ OUT] REFUSEM ..o eeeeeeeeseeeeeeeseeseeesesseeessesseseseeseeeesesseeeesessesasessesaseeseeessesee e 98
Q102 A3 Code Route
[[F USE OR KNOW HOW TO USE INTERNET BANKING (Q5/11 or Q6/11) ASK]
[SINGLE RESPONSE]
Do you think there are risks associated with internet banking? [SA]
D (=TT TSSO T T TUTTPRTRSRTRTON 01
N O Rttt 02
CAN'T SAY ettt ettt bt bbb bR R R R R R R R SR e R R R R AR R AR R AR R £ b bt R bbbt bbb 99
RETUSET ...ttt b ettt h bt e bttt e R Rt a Rttt r e nne s 98
Q103 [IF YES (Q102/1), ASK] Code Route
[DON'T READ OUT] [MULTIPLE RESPONSE]
What are some of those risks? What others? Any others? [MA]
MBI SCAMS ...t h bR 01
KEY 10gGING = NACKETS ...ttt bbb bbbttt e e ne e e s s 02
Credit CArd fTAU ..ottt 03
UNSECUIEA SIEES.....cviuriiieietiri ittt b bRt n ettt 04
T ) g =3V = 1U T g T =T ¢ T OO T TSR 05
L 011 11 T OSSP PRSP 06
[0 1= 01 1Y 1 =Y SRR 07
(@ 1T g 1T o =L @ | TSSO 08
CAN'T SAY ettt ettt bbb bR bR R R R R R R SRR R £ SRR AR R R R R AR R £ bRt bbb bbb 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
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Q104 A4 Code Route
[IF YES (Q102/1), ASK]
[SINGLE RESPONSE]
Are you aware of any ways in which these risks can be minimised? [SA]

Y S ittt b e R E bR bR R RS R R oAb R £ SRR e £ SRR £ SRR oA £ AR R e e e bR e e bR £ e b b et e b bt e b e bbb e 01
N[ TSSOSO TSSOSO U TSP TSP PR PTPRUROTOO 02
CAN'T SAY ettt bbb bR bR R R R R R R SRR R AR R AR R AR R R £ R R £ bRt bRt bbbt 99
L= 10 ET=To S 98
Q105 Code Route

[IF YES (104/1), ASK]

[DON'T READ OUT] [MULTIPLE RESPONSE]

What things can you do to minimise the risks associated with internet banking? What others? Any
others? [MA]

Don't use links in emails to financial INStitUtioN WEDSITES ... 01
Keep anti-virus software UP t0 AALE ...t 02
FIFEWALL ... 03
AIAYS CIOSE DIOWSET ...ttt bbbttt b bbb bbbttt et e ettt e s 04
Change passSWOrd FEQUIAITY ...ttt bbb bbbttt 05
CRECK FOT VIFUSES ...ttt 06
DON't OPEN SUSPECL RS ...ttt bbb bbbttt s 07
(@1 T g 1T o =L @ | TSSO 08
CAN'T SAY ettt ettt bbb bR bR R R R R R R SRR R £ SRR AR R AR R AR R £ bR e R bbbt bbb 99
RETUSET ...ttt ettt r ettt b e n e Rt ne Rt r e rennenre s 98
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SECTION M. ARITHMETIC/ MATHEMATIC LITERACY (100% OF RESPONDENTYS)

Q106-Q111 — 100% of Respondents

Q106 L19 Code Route
[SINGLE RESPONSE]
Now finally, I'd just like to finish with a few questions that are like a quick quiz. We appreciate that
this may be difficult to do over the phone. Please just say if you don’t know the answer to a
question.
If a person spent $13 on lunch one day but only $8 the next day, how much did they spend on
lunch over the two days? [SA]
B2 L AR R AR 01
(@ 1T g 1T o =L @ | TSP 02
CAN'T SAY vttt ettt bt bbb bR bR R R R R R R SR E R £ R R AR R AR R R £ AR R £ bRt bRt bbbt b 99
RETUSET ...ttt b et a bt et e bttt et R et r et r e nne s 98
Q107 L20 Code Route
[SINGLE RESPONSE]
If a person pays for goods valued at $165 with four $50 notes, how much change would they
receive? [SA]
B3 AR AR 01
(@ 1T g 1T o =L @ | TSSO 02
CAN'T SAY ettt bbb bbb R R R R R £ R SRR R £ SRR AR R AR AR AR R £ b bt bRt bbb n e 99
RETUSET ...ttt h bttt b bt et e bttt E e n et r et r e nne s 98
Q108 L21 Code Route
[SINGLE RESPONSE]
If 20 lotto players each won a prize of $350, what is the total amount paid out in prize money to
them? [SA]
BT,000 ...t R E R 01
(@ T (ST d =T | = 2 TSSO 98
CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99
RETUSET ...ttt ettt ettt a Rt r et r e rennnenre s 98
Q109 L22 Code Route
[SINGLE RESPONSE]
If a lottery win of $18,000 is shared equally between six people, how much will each person
receive? [SA]
B3,000 ...t 01
(@ 1T g 1T o =L @ | TSSO 02
CAN'T SAY ettt ettt bbb bR R R R R R R SRR R R £ SRR AR R AR R AR R e b bt bRt bbbt r s 99
RETUSET ...ttt ettt r ettt ettt E et r et r e r e nnenne s 98
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Q110 L23 Code Route
[SINGLE RESPONSE]
If a person takes home $1,400 a month and 50% of this goes on rent, what is their monthly rent?
[SA]
BT00 et R R 01
(@L< 1T o =L @ | TSSOSO 02
CAN'T SAY ettt bbb bR bR R R R R R R SRR R AR R AR R AR R R £ R R £ bRt bRt bbbt 99
RETUSET ...ttt ettt r ettt ettt E e et r et r e nn e s 98
Q111 L24 Code Route
[SINGLE RESPONSE]
If a refrigerator priced at $1,000 is discounted by 10% at a sale, how much would it cost? [SA]
P00 ...t R R 01
(@L< g 1T o =L @ | TSSO 02
CAN'T SAY ettt ettt b bbbt E bR bR R R R R £ R SRR R E R AR R R R R R £ R R £ bRt R bbbttt nns 99
RETUSET ...ttt ettt r ettt ettt E et r et r e rennenne s 98
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SECTION N: DEMOGRAPHICS (100% OF RESPONDENTS)

DEM9 Code Route
Q112 [ASK ALL]

[SINGLE RESPONSE]

I would now like to ask a few questions to ensure we reach a cross-section of the population. As

with all the survey, individual respondent information remains confidential.

What is the highest level of education you have completed? [SA]

Primary SChOOI OF DEIOW ...ttt bbbttt es 01

Secondary - Year LO/A™ SO OF DEIOW ... eeeeeeeeeee e eeeseeseeee s sseseeeeend 02

Secondary - Year 11/5th fOrM ......ooi oo 03

SECONANY = YEAT 12/8™ FOMM ....coooooeeeeeee oo eeeeeeeeeeses e eees e esseseeeee s 04

Trade/apprenticeship QUANIFICALION .........ccovoiriii et 05

Other TAFE/Technical certificate or diploma .........ccooieiiiieiie e e e s 06

Undergraduate certificate or diPlOMa ... 07

Degree/Masters Degre@/DOCIOTALE ...ttt bbbttt et et ee s 08

(@ LT (ST d =T | = 2 TSSO 09

RETUSET ...ttt ettt s ettt e bttt a Rt n ettt re e r e nenre s 98
Q113 DEM3 Code Route

READ OUT, SINGLE RESPONSE

Which of the following best describes your household situation? [SA]

SINGIE = LIVE AIONE ...ttt bbbttt £ e £ bbbttt ettt 01

Single - Live in Shared HOUSENOIA ...t 02

SHINGIE PAIENT ...ttt b bbbk b bR e ARt £ £t e £ bbb bbbttt 03

Couple - Chldren At HOME ...ttt bbbttt 04

Couple - NO Children At HOME ...ttt sttt 05

[DON'T READ] Other (SPECIFY) w.oovveoeeeeeeeeeeeeeeeeeseeeeeesessesesseseeessesssesesessseeesessesessssseessesssessseessesessessesessees 06

[DON'T READ] CAN'E SAY .evvvviteeeieieieieiesesesesesesesestsestststsssasassssssesesesesasesesesestasasasasasssasasasesesesesesesesasesasessssasases 99

12O I R = B [ = {1 T= o S 98
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Q114 [[F CHILDREN AT HOME (Q113/2-4) ASK Code Route
[SINGLE RESPONSE]
How many children aged under 16 live in your household?
[SA]
TSP P TR 01
ST TSSO TSSOSO OT TSR PP TRTOPPPTOO 02
T TSSOSO TT TP PP TRTOPTPTOON 03
TSP TSP PPN 04
S TSP PSP PR PUPTRPRTTRPRN 05
B ettt bbb E £ R R bR R R R £ R e R £ AR SRR £ R R AR R SR £ R R R £ AR R e R £ AR R £ AR R e £ R R e bR AR R Rt b bt b b e 06
TSP PSP PP UPTRTR TSP 07
B et bbb E bR R R R R R AR R R £ bR £ AR R SR £ R R AR R R AR R £ AR R £ AR bR £ bR R e R R Rt R bt b bt raes 08
NOINE bbbt b bbbt bbb bbb £ e EeH £ E bR E b h £ e E b4 £ R b £ e bR £ b bR R bR bbbt e bbb b 09
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
Q114B  [IF CHILDREN AT HOME (Q113/2-4) ASK Code Route
[SINGLE RESPONSE]
And how many dependent children aged 16 or over?
[SA]
TSP P TR 01
b b h b b E £ R R R R £ R R A€ E R e R £ AR e R e R £ R e R oA £ AR R SR £ AR R R £ AR R e R £ R R £ bR oL AR R £ bR R e e R R e b bt b bt r s 02
T TSSOSO TT TP PP TRTOPTPTOON 03
TSP TSP PPN 04
LS TSP PRSP PR PRSPPI 05
B ettt bbb b E £ bR R e R R R E R e R £ AR SRR £ R R £ AR R SR £ AR R R £ AR R R R R £ R R LR R £ e bR AR R Rt b bt bt e r s 06
TSP PRSP PRPUPURURTTRPRPN 07
B et bbb R bR £ R R R SRR bR £ R RS AR R oA £ AR R R £ AR R e £ AR R £ R R £ bR AR R AR bt b bt nes 08
NOINE bttt b bbb bbb £ b b £ £ HeH £ E bR E bR £ E b b€ E R b e £ e bR e b bR e R bR bbb e bbb b 09
RETUSET ...ttt b et a bt et e bttt et R et r et r e nne s 98
Q115 C1 Code Route
[IF IN PAID EMPLOYMENT (Q4/1-5), ASK]
[SINGLE RESPONSE]
What is your main source of income? [SA]
WWAGES OF SAIAIY ...ttt ettt ettt ettt e et e sttt e b et e teeeateeeaeeebeeembeeembeesmeeeaaeeanseesmseesneeeaneeenneean 01
Self employed earnings or proceeds from a DUSINESS ..........coiiiiiireceeeee e 02
Government benefit or allowance (including Parenting Payment, Age Pension) .........ccccccecoeveeeieeenns 03
Superannuation/Self-funded retiremMeNt INCOME .........ccciiiiiiriiieee e 04
(@ gL (] o1 Tox 1 1) USRS 05
10T o 7= TP PP PP UPPRPUP 99
RETUSE ...ttt 98
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Q117 DEM6 Code Route
[SINGLE RESPONSE]
What is your/ was your last/ main occupation - the position and industry? [SA]
Managers
PrOTESSIONAIS ... 01
Technicians and trAdES WOTKEIS ...t 02
Community and Personal SEIVICE WOTKEIS .........cciiiiiiiiiseieie ettt bbbttt 03
Clerical and adminiStratiVe WOTKETS .........cciuiiiiiite e 04
SAIES WOTKETS ...ttt 05
Machinery Operators @Nd AIIVETS........ccciiiiiiiiierr ettt bbbttt e s 06
LBDOUIETS ..ot R R 07
(@ (gL (ST o =Ted1 1Y) TSSO 08
[N [l o Yot o] o 2= i o] o FO NN TR 09
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
Q118 DEM7 Code Route
[RECORD WHETHER RESPONDENT IS/ WAS WORKING IN FINANCE, SUCH AS WORKING
IN A BANK, BEING AN ACCOUNTANT, FINANCIAL PLANNER/ ADVISOR, WORKING IN
SUPERANNUATION, ETC.] [IF NOT SPECIFIED TYPE OF OCCUPATION ASK]
[SINGLE RESPONSE]
Are you / Were you working in finance, such as working in a bank, being an accountant, financial
planner/advisor or working in superannuation, etc.? [SA]
WOTKING N FINANCE ...ttt bbbttt bbb bbbttt ettt 01
NOt WOTKING IN FINANCE ...ttt bbbttt et s s 02
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSE ...ttt bbb bt et e bttt a e R n Rt r et r e nne s 98
Q119 DEMS8 Code Route
[[F RESPONDENT HAS OCCUPATION (Q117/1-8) AND “NOT WORKING” AT DEM4, ASK]
[SINGLE RESPONSE]
Are you / Were you self-employed in this occupation? [SA]
D (=TT TSSO T T TUTTPRTRSRTRTON 01
N O Rttt 02
CANT SAY ..ttt b bbb R bR bR R R R R £ R SR £ SRR R £ R R AR R AR R AR R £ bRt R Rt bbbt b 99
RETUSET ...ttt b ettt h bt et e bttt E e n Rt r et r e nne s 98
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Q120 DEM11 Code Route
[SINGLE RESPONSE]
I[Dsc;i/ou or your family own your residence outright, or are you paying it off, or are you renting it?
L@ Y o I o TU g To | o | TSSO 01
P AYING Off .t £ £ £ £ £ e bR b bbbttt et s 02
L= 0111 T TR 03
QT A= 1) = =T | =2 [OOSR ON 04
CAN'T SAY ettt bbb bR bR R R R R R R SRR R AR R AR R AR R R £ R R £ bRt bRt bbbt 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98

Q121 DEM12 Code Route
[[F RESPONDENT OWNS OR IS PAYING OFF RESIDENCE (Q120/1-2), ASK]
[SINGLE RESPONSE]
What is the approximate current value of your home? [SA]
(O L0 [T 0L 1N 000 TSR 01
BL00,00-BL24,999.......cecceieeeeeeieie ettt £ £ £ £ £ £ £ bbb b bR R R R e R e Rttt et E et bbbt bnas 02
BL25,000-BL49,999 ..ottt £ £ £ £ £ £ £ R bbb R R R R ARttt et ettt bbbt 03
BL50,000-BL74,999 ..ottt £ £ £ £ £ £ £ R R bbb R R R ARttt e st ettt ettt 04
BL75,000-B199,999 ..ottt £ £ £ £ £ e R bbb R R R R ARttt e £t bbbt bnas 05
B200,000-F224,999 ..ot £ £ £ £ £ £ £ R R bbb R R R R AR Rttt e bttt b ettt 06
$225,000-B249,999 ..ottt £ £ £ £ £ £ R R bbb R R R AR ettt bt ettt ettt 07
B250,000-B274,999 ..ottt £ £ £ £ £ e R R bbb R R R AR ettt et bt bbbttt 08
B275,000-5299,999 ..ottt £ £ £ £ £ £ £ £ bbb R R R ARttt et bbbttt et 09
B300,000-B324,999 ..ottt bt £ £ £ £ £ £ £ R R bbb R R R R ARttt et bt ettt bnas 10
$325,000-B349,999 ..ottt £ £ £ £ £ R R bbb E R R ARttt et bt bbbttt 11
B350,000-B374,999 ..ottt £ £ £ £ e R R bbb R R R R ARttt et ettt b et bnas 12
B375,000-3399,999 ...t £ £ £ £ £ e £ bbb R R R ARt ettt bt bbbt bnas 13
BA00,000-B424,999 ..ottt £ £ £ £ £ £ e R bbb R R R R ARttt et bbbttt bt 14
BA25,000-B449,999 ..ottt e £ £ £ £ £ £ R R bbb R R R R ARttt e bbbttt bt 15
BA50,000-BA74,999 ...ttt £ £ £ £ £ £ e R bbb R R R R ARttt e £t bbbttt 16
BAT5,000-B499,999 ...ttt e £ £ £ £ £ £ £ bbb R R R R ARttt et bbbttt bt 17
B500,000-B549,999 ..ottt £ £ £ £ £ £ R R b bk R R R R ARttt st ettt ettt 18
B550,000-B599,999 ...ttt £ £ £ £ £ R R bbb R R R ARt ettt s ettt ettt e 19
B600,000-B649,999 ...ttt £ £ £ £ £ £ e R bbb R R R R AR Rttt et bt bbbt bnas 20
$650,000-B699,999 ...ttt £ £ £ £ e £ e R R bbb R R R R ARttt et bt ettt ettt 21
B700,000-B749,999 ..ottt £ £ £ £ £ £ R R bbb R R R R ARttt et st bbbttt 22
B750,000-B799,999 ...ttt £ £ £t £ £ £ R R bbb R AR R ARttt ettt ettt bt 23
BB00,000-B849,999 ...ttt £ £ £ £ £ £ e R R bbb R R R R e ARttt et st ettt ettt 24
$850,000-F899,999 ...ttt £ £ £ £ £ R bbb R AR R ARttt et bttt b bt 25
FI00,000-F929,999 ...ttt £ £ £ £ £ £ £ R R bbb R R R ARttt e st ettt ettt 26
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Q121 DEM12 Code Route
[[F RESPONDENT OWNS OR IS PAYING OFF RESIDENCE (Q120/1-2), ASK]
[SINGLE RESPONSE]
What is the approximate current value of your home? [SA]
$I50,000-F999,999 ...ttt £ £ £ £ £ £ e R R bbb R R R R ARttt et sttt b ettt 27
BL MUIION OF IMOTE ..ot R bbbttt 28
(@ gL (ST d =T | = 2 TSSO 98
CAN'T SAY ettt bbb bR bR R R R R R R SRR R AR R AR R AR R R £ R R £ bRt bRt bbbt 99
RETUSET ...ttt et h bt et e bttt e R e Rt a e r et n e r e nne s 98
Q123 DEM14 Code Route
[SINGLE RESPONSE]
Do you speak a language other than English at home? [IF YES, ASK] What is that language?
[SA]
NO = ENGISN ONIY 1ottt bbb bbbttt ettt ettt 01
Yes, Arabic (INCIUAING LEDANESE) ...c.cviiiiii ettt 02
R IS =1 01 (0] T Y= TR 03
R SIST =Y 1 0 = o RO 04
RIS T =] TSR 05
RIS 1= L= 1o R TE TR TT 06
R IST Y =T a Lo F= T [ FO RPN 07
Y €S, SEIDIANICIOALIAN ... .ccueeeiiti ettt sttt sttt e st e sttt e st e s bt et e st e st e e st e sbesbe e st e stesbtesbesbesbeesbesbesbaeseesbesbaestesbnsreas 08
Y S, SPANISI .. £ £ £ e bR bbb bR Rttt £ttt ettt bt e 09
Y S, VIBIMAMESE ...ttt ettt ettt et e s e st e s bt et e st e s bt e st e sbeebeaste st e s be et e sbesbe et e sbesbaestesbesbaesbesbesbeebesbestaas 10
Yes, Other ASIAN JANQUAGE. .......cciiiiiiii sttt bbbttt ettt et ee b st 11
Yes, other EUrOPEaAN TANGQUAGE ........coiiiiiiei ettt bbbt s ettt en b 12
Yes, Aboriginal/iNdigenous AUSITAIIAN ...ttt 13
B (=T = o o 1 o TSRO 14
R SIS Y= 1a (0T o TSR 15
Yes, other Polynesian/PacifiC iSIANG ..ot 16
NI 0 1 A T=T 1Yo [o ST = 1y (=] o o O RTRTRTT 17
NI AN 1e1= 1o TSP 18
Y €S, OtNET [SPECIFY ] ..ottt b bbb bbb R et ettt e et b bbbt 98
CAN'T SAY wueiitiiiietet ettt ettt E bR bR R R R R R R SR bR R R R £ R R AR R AR R e bRt h bt bbbt e 99
RETUSET ...ttt ettt b ettt ettt E e et Rt re e reennenre s 98
Q124 DEM14A Code Route
[SINGLE RESPONSE]
Are you of Aboriginal or Torres Straight Islander descent? [SA]
Y S et R R AR £ e Rttt ne e 01
N O Rttt 02
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 99
RETUSET ...ttt b ettt h bt e bttt e Rt n et r et r e nne s 98
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Q125 DEM14B Code Route
[SINGLE RESPONSE]
Do you personally own or are you paying off a motor vehicle? [SA]
YES - OWN OF PAYING Off ..ottt bbbttt ettt b bt 01
N O R R R R R Rttt 02
CANT SAY vttt b bbb R R R bR R R R R R R R £ SRR £ SRR AR R AR R AR R £ bRt E bbbt bbb 99
RETUSET ...ttt ettt r ettt r e a e R ettt re e r e nenre s 98
Q126 DEM15 Code Route
[READ OUT AND PROBE TO CODE] [SINGLE RESPONSE]
Would you mind telling me your approximate annual income from all sources before tax?[SA]
PROBE IF CAN'T SAY : Well, what's your best guess?
LSS than $5,999 ...ttt sttt e st e bt e e e s b e s bt e st e s b e s b e e bt e teebe et e eheebe e bt e b e ehe e bt e st e ebeebeeebeebeertestesreares 01
B6,000-39,999.....o iR R £ £ £ £ £ b bR bbb bR R R R e ARt ettt E sttt bebnas 02
BL0,000-B14,999 ...ttt £ £ £ £ £ £ bbb bbb bR R R e R e R e e et E ettt b ettt 03
BL5,000-519,999 ...t £ £ £ £ £ bbbtk E R R e AR e ettt ettt b bt nas 04
B20,000-B24,999 ...t £ £ £ £ £ £ bbb bbb E R R R e R e e ettt E et ettt bnas 05
B25,000-529,999 ...t £ £ £ £ bbbkt E R R AR ettt E bt et b b bnas 06
B30,000-B34,999 ...t £ £ £ £ £ £ bbb bbb E bR R R e ARttt et E ettt b b bnas 07
B35,000-839,999 ...t £ £ £ £ £ bR bbb E R R e R ettt et ettt b ettt 08
BA0,000-B44,999 ...t £ £ £ £ £ £ bbb bbb R R R R R e ARttt et bttt b b b e 09
BA5,000-B49,999 ...t £ £ £ £ £ £ bbb bbb E R R R ARttt e ettt b b b e 10
B50,000-559,999 ...t £ £ £ £ £ £ bbb bbb E R R e AR ettt E ettt b et bnas 11
B60,000-569,999 ...t £ £ £ £ £ bbb bbb bR R R AR ettt sttt b b bnas 12
B70,000-579,999 ...t £ £ £ £ £ bbb bbb E R AR e AR e e et E bbb b b bnas 13
BB0,000-B89,999 ...ttt £ £ £ £ £ £ bbb bbb R R R R R e ettt E bt et b b bnas 14
$90,000-599,999 ...t £ £ £ £ £ bbb bbb E R R e AR e ettt ettt b b bnas 15
$100,000 10 BLL9,999 ...ceiiiiiiiiiie ittt ee ettt et e e et he e e ehe e ettt e teeaaeeeaheeebeeenteeanaeeaneeeteeenteeaneeenne 16
$120,000 10 BL39,999 ...ttt ettt et h e h et e te e e aeeaaeeeaaeeebeeenteeaneeeaneeeteeateeanreenne 17
$140,000 10 BL49,999 ...ttt ettt et h e h et te e teeaaeeeeae e e beeenteeaneeeaneeeteeaneeanreenne 18
K RO 0100 1] 4 o (TSRO 19
CAN'T SAY ettt ettt bbb bR E R R £ R R R R R SR £ R R £ SRR AR R AR R AR R £ bRt R bt bbbt 98
RETUSE ...ttt bbbttt 99
Q127 DEM16 Code Route
ASK IF 'CAN'T SAY' OR 'REFUSED' AT Q126
[SINGLE RESPONSE]
Well, could you tell me whether your income would be over $50,000 or under $50,000 per annum?
[SA]
UNGEE $50,000 ... 00cue ettt ettt ettt et e st e et e st e st e sbtesaesbeaaessbssbeestesbesbssbe e essbeaseesbesbeebeesbesbesbeestesbeeseesbesbesseesbestnsres 01
B50,000 OF IMOTE ....vieeeie ittt ettt e sttt et e st e st e et e sbesteestesbesbeastesbesbeestesbesbeaseeseesbeestesbesbaesbesbesbeesbesbeebaesbesbesbaesbesbnsraas 02
CAN'T SAY ettt ettt bbb bR bR R R R R R R SRR R £ SRR AR R R R R AR R £ bRt bbb bbb 98
RETUSE ...ttt bbbttt 99
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Q128

DEM17

[READ OUT AND PROBE TO CODE] [SINGLE RESPONSE]

Would you mind telling me your approximate annual household income from all sources before
tax? [SA]

PROBE IF CAN'T SAY : Well, what's your best guess?

LSS than $5,999 ...ttt sttt et e st e et e s b e s bt et e e s b e e b e e bt e teebeeateeheebe e bt e beehe e bt e ntesbeebeeebeebeereestesreeres
B6,000-39,999.....o ot R R £ £ £ £ £ bbb bbbk R R R R R e R e Rt ettt et ettt bebnas
BL0,000-B14,999 ...ttt £ £ £ £ £ £ bbb bbb E R bR e AR ettt e ettt b b bnas
BL5,000-519,999 ...t £ £ £ £ £ bbb bbb R R R R e R R e e et E ettt b b bnas
B20,000-B24,999 ... R £ £ £ £ £ bbb bbb E R R e AR ettt E bttt et bnas
B25,000-529,999 ...t £ £ £ £ £ bbb bbb E R R e AR e ettt E ettt b b bnas
B30,000-B34,999 ... £ £ £ £ £ £ bbb bbb R R R R e ARttt t et ettt b bnas
B35,000-839,999 ...t £ £ £ £ £ bbb bbb E R AR e R ettt bttt b b bt
BA0,000-B44,999 ...t £ £ £ £ £ £ bbb bbb E R R R R e AR ettt bt ettt b bnas
BA5,000-B49,999 ...t £ £ £ £ bbb bbb E R R R e e ettt E bt et b et bnas
B50,000-559,999 ...t £ £ £ £ £ bbb bbb R R R R R e R e ettt ettt b b bnas
B60,000-B69,999 ...ttt £ £ £ £ £ £ bbb bbb R R R R AR e ettt E ettt b et bnas
B70,000-579,999 ...t £ £ £ £ £ £ bbb bbb E R AR e R ettt E bt et b b bnas
BB0,000-F89,999 ...ttt £ £ £ £ £ bbbk bR E R R R e AR ettt E bttt bebnas
$90,000-599,999 ...t £ £ £ £ £ £ bbb bbb R R R R R e AR e ettt ettt b b bnas
$100,000-BL09,999 ..ottt £ £ £ £ £ £ e R R bbb R R R R ARttt bt ettt b bt
BL10,000-B119,999 ...ttt £ £ £ £ £t bbb R R R R AR ettt sttt b ettt
$120,000-B129,999 ..ottt £ £ £ £ £ £ £ R R bbb R R R R AR ettt st bbbttt
$130,000-B139,999 ...ttt £ £ £ £ £ £ R R bbb R R R R ARttt e st ettt b bt
BLA0,000-BL49,999 ...ttt £ £ £ £ £ £ £ R R bbb R R R R ARttt ettt ettt ettt
K RO 0100 1] 4 o (TSP

CAN'T SAY ettt ettt bbb bR R R R R R R SR £ R R £ SRR AR R AR R AR R £ b bt R bt bbb

L LY (U =T PO

Code

01
02
03
04
05
06
07
08
09
10
11
12
13
14
15
16
17
18
19
20
21
99

98

Route
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Q129 DEM18 Code Route
ASK IF 'CAN'T SAY' OR 'REFUSED' AT Q128
[SINGLE RESPONSE]
Well, could you tell me whether your household income would be over $100,000 or under
$100,000 per annum? [SA]
(0T To (=T K0 L0 1N 00 TSR 01
K 0L 00100 1] 4 o] (TSR 02
CAN'T SAY ettt ettt bt bbb bR R R R £ R SRS E R R £ SRR AR R AR R R £ R Rt b bt b bt bbbt n e 99
L LY (U =T ORI 98
Q130 DEM19 Code Route
[READ OUT AND PROBE TO CODE] [SINGLE RESPONSE]
Thinking about the total amount of money you now have, either on your own or jointly with
someone else, in all savings and investments, INCLUDING in a bank, building society or credit
union accounts, superannuation or other investments but EXCLUDING YOUR OWN HOME in
which of the following does the money you have fall?[SA]
PROBE IF CAN'T SAY : Well, what's your best guess?
(IS 1 F= LA I3 0L OO 01
BLOO-BAO9......o oottt ettt b e bt eebe bbb eebe bRt be e b et eteabe e b et ereabesbe b ateebe st erearenrs 02
B500-F999..... .ottt b e bttt b e bt b e be bt et e ebe et e Rt beeb et eReabeebe et eteabesbe b eteere st erearenrs 03
BL,000-F1,999.....cciiiiice et et b e bt e bt beabe b et be b et ereabe s b et ebeabeebetereebe st erearears 04
B2,000-F4,999......cei i et b e bt e bt beabe b et be b et eteebe s b et ebeabenbe b ereebe st ereareares 05
B5,000-F9,999......ctiiiiie e bbbt beebe b et be e b et eteebe e b et ebeabeebe st ereebe st ereatears 06
BLO,000-F19,999 ... et b bbbt b et e b et be bt eReabe s b et ebeabeebe st ereebe st et ateares 07
B20,000-F49,999 ...t et bbbttt eahe bt be bt reabe s b et eteabeebe st ereebe st et arears 08
B50,000-F99,999 ...ttt b bbbt b e eae b et be bt ereabe s b et ebeabeebe st ereere st et atears 09
BLO0,000-B249,999 .....ooitiiieiieeeee ettt bttt b et b e b et a e be bt eReabe b et teabe st e st ereere b et areares 10
$250,000-B499,999 ..ottt ettt b et b e b et b be bt ertabe s b et eteabente st e reebe st et areares 11
$500,000-B749,999 .....ooitiiiiiieceee ettt b et b e b et r e be bt Reabe bt eteabe st e st ereereab et arears 12
B750,000-5999,999 .....oiiviiiei ettt bttt b e et b e bRt be bt eaeebe s b et eteabente st ereere st et arears 13
Y LTI T T a T Y g T T (=P 14
[DO NOT READ] CAN't SAY ...vvvvreeeeeieieieieseseesesesesestsestststststsas s sssesesesasase et sttt s et es et et et esesebesetesesebasaseseseseasasases 99
[DO NOT READ] REFUSEA. ......ocuiieiiieieieeieet ettt ettt ettt e s es 98
Q131 DEM20 Code Route
ASK IF 'CAN'T SAY' OR 'REFUSED' AT Q130
[SINGLE RESPONSE]
Well, could you tell me whether it would be over $100,000 or under $100,000? [SA]
(0T T0 [T K0 L0 100 TSR 01
K 0[O0 100 1] 4 o (TSRO 02
CAN'T SAY ettt ettt bbb bR bR R R R R £ bR SRR R £ SRR AR R AR R R £ R R £ bRt R bbbttt 99
L LY (U =T SOOI 98
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Q132

DEMZ20A

ASK IF HAVE MORTGAGE (Q7/9-10)

[READ OUT AND PROBE TO CODE] [SINGLE RESPONSE]

Thinking about the money you now owe on any mortgage, either on your own or jointly with
someone else, in which of the following does the total mortgage amount fall?[SA]

PROBE IF CAN'T SAY : Well, what's your best guess?

LSS thaN BLO0 ......coceriieieiere et b bR
BLO0O-BA90.... ettt bR E R R SRR e AR £ £ £ £ £ £ bR R bR bR E R e ARt ettt ettt ettt betnas
BE00-F999.... et E R E R R R R AR £ £ £ £ £ £ bbb bR R R e AR e et ettt ettt n et tnas
BL,000-FL,999 ..ot E AR £ £ £ £ £ £ bbb bbb E R R R e ARt ettt E sttt bebnas
B2,000-B4,999....o bR R £ £ £ £ £ £ bbb bbb R R R R e R e Rttt ettt ettt b bt
B5,000-39,999....o oA R £ £ £ £ £ £ bbb bbb R R R AR R e AR et ettt sttt bebnas
B10,000-B19,999 ...ttt bR £ £ £ £ £ bbb bbb R R R R ARttt et et bbb b bnas
B20,000-549,999 ...t £ £ £ £ £ bbb bbb E R R R e AR ettt E sttt bebnas
B50,000-599,999 ...t £ £ £ £ £ bbb bbb R R R R R e R e R e e et E ettt b bt nas
$L00,000-B249,999 ..ottt £ £ £ £ £ £ R bbb R R R R ARttt s bbb bbbt
$250,000-B499,999 ..ottt £ £ £ £ £ £ R R bbb R R R R ARttt st bbbt bnas
B500,000-B749,999 ...ttt £ £ £ £ £ £ £ R R bbb R R R ARttt et st bbbt bnas
B750,000-5999,999 ..ottt £ £ £ £ £ R bbb R R R ARttt et st ettt ettt
BL MIllION OF IMOTE ...t R bbbt

[DO NOT READ] CAN't SAY ...evveeeteeeieieieieseseesesesesesesestststststs st sssssesesasase e ettt st sasesatasesesesesesesesesesasasasesssssssaes

[DO NOT READ] REFUSEA. ......ocuiiiiiieieieeieet sttt bbbttt nn s

Code

01
02
03
04
05
06
07
08
09
10
11
12
13
14
99

98

Route
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Q133 DEM21 Code Route
[READ OUT AND PROBE TO CODE] [SINGLE RESPONSE]
Apart from any mortgages currently held, what is the total amount of money you owe, either on
your own or jointly with someone else, on all your loans, credit cards etc?[SA]
PROBE IF CAN'T SAY : Well, what's your best guess?
LSS thaN BLO0 ......coceriieieiere et b bR 01
BLO0O-BA90.... ettt bR E R R SRR e AR £ £ £ £ £ £ bR R bR bR E R e ARt ettt ettt ettt betnas 02
BE00-F999.... et E R E R R R R AR £ £ £ £ £ £ bbb bR R R e AR e et ettt ettt n et tnas 03
BL,000-FL,999 ..ot E AR £ £ £ £ £ £ bbb bbb E R R R e ARt ettt E sttt bebnas 04
B2,000-B4,999....o bR R £ £ £ £ £ £ bbb bbb R R R R e R e Rttt ettt ettt b bt 05
B5,000-39,999....o iR R £ £ £ £ bbb bbb bR R R R e R e Rt ettt st ettt b bnas 06
B10,000-B19,999 ...ttt bR £ £ £ £ £ bbb bbb R R R R ARttt et et bbb b bnas 07
B20,000-549,999 ...t £ £ £ £ £ bbb bbb E R R R e AR ettt E sttt bebnas 08
B50,000-599,999 ...t £ £ £ £ £ bbb bbb R R R R R e R e R e e et E ettt b bt nas 09
$L00,000-B249,999 ..ottt £ £ £ £ £ £ £ R R bbb R AR R ARttt e bbbttt bt 10
$250,000-B499,999 ..ottt £ £ £ £ £ £ R R bbb R R R R ARttt st bbbt bnas 11
B500,000-B749,999 ...ttt £ £ £ £ £ £ £ R R bbb R R R ARttt et st bbbt bnas 12
B750,000-5999,999 ..ottt £ £ £ £ £ R bbb R R R ARttt et st ettt ettt 13
BL MIllION OF IMOTE ...t R bbbt 14
[DO NOT READ] CAN't SAY ...evveeeteeeieieieieseseesesesesesesestststststs st sssssesesasase e ettt st sasesatasesesesesesesesesesasasasesssssssaes 99
[DO NOT READ] REFUSEA. ...ttt ettt bbbttt ettt e s s s 98
Q134 DEM22 Code Route
ASK IF 'CAN'T SAY' OR 'REFUSED' AT Q133
[SINGLE RESPONSE]
Well, could you tell me whether it would be over $100,000 or under $100,000 per annum? [SA]
(0T To [T K0 [0 1N 00 TR TT 01
K O[O 0100 1] 4 o (TSR 02
CAN'T SAY ettt ettt bt bbb bR R R R R R R R SR e R R R R AR R AR R AR R £ b bt R bbbt bbb 99
RETUSET ...ttt 98
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Appendix Two: Adult Financial Literacy Framework

Adult Financial Literacy — Australia
Framework of Skills and Knowledge

(based on an amended version of the framework produced by

the Adult Financial Literacy Advisory Group, UK, and
revised in light of comment from key stakeholders)

Numerical Literacy and Standard Literacy

Essential
mathematical,
reading and
comprehension
skills

Basic requirements

Advanced competence

» Ability to add, subtract, multiply and
divide (with or without calculator)

»  Ability to understand and calculate
percentages (with or without
calculator)

»  Ability to read and comprehend basic
English

»  Ability to understand compound
interest
»  Ability to understand averages

Financial Understanding

Understanding of
what money is and
how money is
exchanged

Basic requirements

Advanced competence

*  Understanding of the range of ways to
pay for goods and services, including:
- Cash
- Cheques
— Money orders
— Credit cards
— Debit cards
- Store cards
- EFTPOS
— Direct debit
- Loans
- Laybys
»  Ability to compare the advantages and
disadvantages of different forms of
payment

*  Understanding of the implications and
key features of unsecured credit and
debt, including both fixed:

- Personal loans
- Lease
— Hire purchase
...and revolving:
- Credit cards
- Store cards
- Overdrafts
— Other “line of credit” facilities

» Understanding of ways to compare
interest rates and the effects of fees and
other charges

» Understanding that some loans and
purchase agreements are secured
whilst others are unsecured, and the
implications for default

*  Understanding of the concept and
implications of personal guarantor and
co-borrower arrangements

*  Understanding of how credit records
are generated and the implications of
bad records for future borrowing

Understanding of
where money
comes from and
goes

*  Ability to read a pay-slip
*  Recognition of household expenses
and regular financial commitments

*  Understanding of how companies and
other organisations are financed,
including shares
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Financial Competence
Basic requirements Advanced competence
Understanding of | »  Awareness of the availability and basic [ «  Ability to make strategic use, to
the main features features of: maximise personal financial
of basic financial - Basic banking advantage, of:
services - Electronic banking (e.g. ATMs; - Basic banking
EFTPOS; telephone banking; - Electronic banking (e.g. ATMs;
Internet banking) EFTPOS; telephone banking;
- Mortgages Internet banking)
- Superannuation - Mortgages
— Other investments (e.g. shares; — Superannuation
term deposits; managed - Other investments (e.g. shares;
investments; life insurance with term deposits; managed
an investment element) investments; life insurance with
- Risk insurance products (e.g. an investment element)
house and contents insurance, - Risk insurance products (e.g.
including coverage and house and contents insurance,
exclusions; health insurance) including coverage and
»  Awareness of the sorts of fees that exclusions; health insurance)
apply to these services »  Ability to check records (e.g. Annual
»  Awareness of the trade-off between Statements) from superannuation funds
fees and return to determine whether current
*  Awareness that one should shop contribution levels and % returns are
around before purchasing financial appropriate for anticipated needs
products *  Knowledge concerning what
» Understanding that superannuation sets constitutes an adequate level of
aside money for retirement, and insurance for total and permanent
involves compulsory employer disablement or death benefit, and
contributions ability to check that a superannuation
*  Understanding that personal fund is providing it
contributions can be made to » Understanding that taxation can be
superannuation as an option minimised through personal
»  Ability to check that an employer has contributions to superannuation vs.
been making compulsory contributions other forms of investment
to superannuation »  Ability to use property for personal
» Understanding of fixed interest rates financial advantage (e.g. purchase
vs. variable interest rates as they apply investment property)
to mortgages
» Understanding of terms and conditions
for early termination and other
variations within mortgages
Ability to »  Ability to check accuracy of official »  Ability to reconcile a bank statement to
understand financial records, such as: allow for items not yet reconciled
financial records - Bank statements » Ability to read an Annual Statement
and appreciation - ATM service statements from a superannuation fund to see the
of the importance - Credit card statements asset classes invested in and % return
of reading and — Superannuation statements over time
retaining them - Insurance policies and renewal *  Understanding of official financial
notices (e.g. understand records, such as prospectuses and
coverage, exclusions and duty of Annual Statements for investment
disclosure) products
- Loan documentation *  Understanding of the need to monitor
» Understanding of the need to keep performance of investments over time
records
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Financial Competence (continued)

Basic requirements

Advanced competence

Attitudes to .
spending money .
and saving

Understanding of the purpose of saving
Understanding of why you need to
save for retirement

Understanding that there is a variety of
places and ways in which to save
money

Understanding of how to use budgets
to plan and control personal spending
Ability to forecast and recognise the
impact of irregular major financial
outlays (e.g. vehicle registration;
holidays)

Ability to budget strategically to make
payments as late as possible and keep
money earning interest as long as
possible

Awareness of risks | ¢
associated with
some financial .
products and
appreciation of the
relationship
between risk and .
return

Understanding of the purpose of
insurance

Awareness that both savings and
borrowing are offered on differing
terms and interest rates that vary over
time

Awareness that high return
investments are also likely to involve
high risk

Understanding that market values can
fall as well as rise

Awareness that if it sounds “too good
to be true”, then it probably isn’t true
Awareness of the dangers of
under-insurance

Awareness that individuals are
responsible for debts of spouse/other
family members with whom they have
a joint financial product
Understanding of the value of
diversification when investing

Ability to identify potential risks and
determine whether they need to be
eliminated or mitigated against
Understanding of managed
investments

Understanding of guarantees on
investments

Understanding that short-term ups and
downs in value are less important for
long-term investments

Understanding of currency issues,
including the impact of fluctuations in
exchange rate for the Australian dollar

Financial Responsibility

Basic requirements

Advanced competence

Ability to make .
appropriate
personal life
choices about .

financial issues

Understanding of the difference
between long-term and short-term
needs

Ability to prioritise different needs to
balance income and expenditure within
financial capacity

Understanding of the difference
between good (manageable and
planned) debt and bad (unmanageable
and unplanned) debt

Ability to make informed choices
when experiencing a drop in income

Ability to assess the financial
implications of personal life choices in
terms of career choices and life-long
learning opportunities
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Financial Responsibility (continued)

Basic requirements

Advanced competence

Understanding of | o
consumer rights
and .
responsibilities

Understanding that consumers do have
rights
Understanding that consumers have a
right to clear information about
products both pre-purchase and
ongoing post-purchase
Awareness of and ability to access
independent dispute resolution
schemes for financial products
Understanding of consumer
responsibilities and the implications of
not meeting them, including:
— Duty of disclosure for risk
insurance
- Safeguarding of PINs for
transaction banking

Understanding and ability to check,
before handing over money for an
investment, that:

- Financial products should only
be purchased from licensed
financial businesses

- Advice should only be sought
from persons employed by
licensed advisory businesses

— Prospectuses must be lodged
with ASIC

— Persons providing advice about
financial products must disclose
any commissions, important
side-benefits and potential
conflicts of interest

Awareness of 14-day cooling-off
period for insurance

Ability and .
confidence to
access assistance .
when things go
wrong

Understanding that the finance sector
is regulated

Understanding of who one can call on
to help with more complex issues (e.g.
advisors; accountants)

Awareness of where/whom to contact
if things go wrong (e.g. consumer
complaints department of financial
institution; consumer association;
financial counsellor; ombudsman)
Ability to make complaints effectively
Awareness of the distinction between
financial advisors charging
fee-for-service vs. taking commission,
and understanding of its implications

Broad understanding of the level of
regulation of the finance sector
Understanding that regulation of the
finance sector is no guarantee of the
safety of all financial products

Ability to assess and compare different
sources of financial advice and
information

Understanding of the processes and
procedures for resolving disputes

Please note that other potential aspects of adult financial literacy (e.g. taxation; understanding of how and why
government is financed; awareness and understanding of government benefits; understanding of how fees are
calculated and how to minimise them) were agreed upon as being beyond the scope of the current project, and

therefore not included in the framework.
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Appendix Three: Examples of Australian Geographic Classification Remoteness Areas

REMOTENESS STRUCTURE - AUSTRALIAN STANDARD GEOGRAPHICAL CLASSIFICATION

Remoteness area

Description

Examples

Major cities

Geographic distance imposes minimal restriction upon
accessibility to the widest range of goods, services and
opportunities for social interaction.

Sydney, Newcastle, Wollongong, Melbourne, Geelong, Brisbane, Gold
Coast, Adelaide, Perth and Canberra.

Inner regional

Geographic distance imposes some restriction upon
accessibility to the widest range of goods, services and
opportunities for social interaction.

Tamworth, Wagga Wagga (New South Wales), Ballarat, Bendigo
(Victoria), Rockhampton, Bundaberg, Gladstone (Queensland), the
Adelaide Hills (South Australia), Bunbury (Western Australia), Hobart
and Launceston (Tasmania).

Quter regional

Geographic distance imposes a moderate restriction upon
accessibility to the widest range of goods, services and
opportunities for social interaction.

Broken Hil, Griffth, Gunnedah (New South Wales), Horsham, Swan
Hil, Traralgon (Victoria), Roma, Cairns (Queensland), Port Augusta,
Mount Gambier (South Australia), Albany (Western Australia), Burnie
(Tasmania), and Darwin (Northern Territory).

Geographic distance imposes a high restriction upon

Cobar (New South Wales), the northern Wimmera district (Victoria),
Charters Towers and Cooktown (Queensland), Port Lincoln (South

opportunities for social interaction.

Remote accessibility to the widest range of goods, services and ) ] . )
o o . Australia), the Kalgoorlie gold-fields (Western Australia), parts of the
opportunities for social interaction. . ) . - .
West Coast (Tasmania), Alice Springs, Katherine (Northern Territory).
Geographic distance imposes the highest restriction upon The far west parts of New South Wales and Queensland, northemn
Very remote accessibility to the widest range of goods, services and South Australia and Western Australia, most of the Northemn Territory

and Flinders and King Islands in Bass Strait (Tasmania).
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Remoteness is calculated using the road distance to the nearest Urban Centre in each of five classes based on population size. The Remoteness classification divides Australia into

six Remoteness Areas: Major Cities of Australia; Inner Regional Australia; Outer Regional Australia; Remote Australia; Very Remote Australia; and Migratory. The glossary

accompanying this publication provides definitions of RAs used. For further information see Statistical Geography: Volume 1 - Australian Standard Geographical Classification
(ASGC), 2006 (cat. no. 1216.0).

The key element in producing the structure is the preparation of the Accessibility/Remoteness Index of Australia (ARIA+) grid. ARIA+ scores are first calculated for each Urban Centre
and are then interpolated to create a 1 km grid covering the whole of Australia. Each grid square carries a score of remoteness from an index of scores ranging from 0 (zero) through
to 15. The data custodian of the grid remains the National Key Centre for Social Applications of Geographic Information System (GISCA), Adelaide University, South Australia. ABS
Remoteness Areas are created by averaging the ARIA+ scores within Census Collection Districts (CDs), then aggregating the CDs up into the 6 ABS Remoteness Area categories
based on the averaged ARIA+ score.

Remoteness Area categories are defined in the ASGC Remoteness Classification as follows:
* Major Cities of Australia: CDs with an average Accessibility/Remoteness Index of Australia (ARIA) index value of 0 to 0.2
* Inner Regional Australia: CDs with an average ARIA index value greater than 0.2 and less than or equal to 2.4
* Quter Regional Australia: CDs with an average ARIA index value greater than 2.4 and less than or equal to 5.92
* Remote Australia: CDs with an average ARIA index value greater than 5.92 and less than or equalto 10.53
* Very Remote Australia: CDs with an average ARIA index value greater than 10.53
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