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Boring Money has spent the last three 
years talking to cash savers and fund 
investors. We share some challenges for 
the industry and the regulator, as well as 
some early thoughts and ideas on what 
could make things better.  

As ever, the challenge can be summarised 
as follows.

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

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

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

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

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

75% of fund investors 
use Best Buy lists
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Financial 
communications  
are broken  
Retail investors are struggling to understand what 
they invest in and how much it costs.

Disclosure documents have ballooned in size and 
are often ignored, unread or poorly understood.  
KIIDs do little to inform retail investors and are 
often only referred to in desperation by those who 
cannot identify what they will be charged by any 
other means.

Across the board, charges are neither well 
communicated nor consistently presented. 

Our research has highlighted clarity of objectives 
as a fundamental component of value – and yet 
most consumers simply don’t understand what 
fund factsheets are saying. Both potential and 
existing investors struggle to assess whether 
a particular fund is right for them from today’s 
disclosure documents.

Customers buying funds on platforms are 
typically not reading the fund manager literature 
and modern buy journeys cannot easily support 
lengthy and multiple disclosure documents.

This white paper outlines:

   The key pieces of information investors 
seek when choosing or monitoring their 
investments

    The value and understanding of ‘fundamental 
investor information’ for a fund or portfolio, 
including objectives, key facts, performance, 
fees/charges, investment detail, risk

   Illustrative concepts for improving disclosure 
and understanding

Boring Money is committed to working with the 
consumers and the  industry to help make things 
better. The following pages table some facts and 
share some ideas for discussion and debate. 

Research was conducted with 1,000 UK adults who 
currently invest in funds in Summer 2019. This was 
followed by an online panel with 15 investors to test 
specific disclosure documents from investment providers.
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Benchmarks are not well understood. 

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

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

Factsheets provide information that speaks to 
these requirements, but often not in a way that 
is useful to investors. For example, context is key 
to understanding whether a fund’s performance 
is good or bad, but many don’t understand the 
benchmarks given to help assess it. Similarly, 
people can easily find the percentage charge to 
invest in the fund, but what they want to know is 
what this means in £ terms.

Investors look 
for 6 key pieces 
of information to 
evaluate a fund 
There are six pieces of information investors want 
to know to assess the suitability of a fund.

Fund selection information is different to 
fund monitoring information 

We asked investors to choose which things 
they most want to know from regular 
communications about their funds, and also 
the things they look for when choosing a fund 
upfront.

Performance came top for regular 
communications, with investors most wanting 
to know the short-term performance of funds 
they hold. Investors want to see performance 
net of all charges. And they also want to see 
this compared to a small universe of similar 
products, not a whole sector or a poorly 
understood benchmark. 

Risk and cost information were most 
important when it came to investing in a new 
fund.  Investors will typically want to know 
how much they might lose. And what they are 
going to pay. 

What 2 things could fund managers 
improve in their communications?
Investors could select from a list of 8 things.

Things the industry doesn’t like hearing:

   People do not understand benchmarks
   They want to see performance compared  
to 4 or 5 peers 

   They want to see performance compared to cash 
   They want to see a single £ all-inclusive cost 
amount 

Is this right for me?

1. Performance

2. Cost

3. Objectives

4. Risk

5. How it is invested

6. Trust/Service

34%
How much it 

costs

33%
Performance
compared to

peers

32%
Risk

24%
What is the

fund aiming to
achieve?

20%
What the fund 

invests in 
e.g. sectors, 
countries, 
companie

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

and economic 
affairs 

7%
Who is 

managing 
the fund and 
what is their 
experience  

0%
Other
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   Jargon – Providers often take for granted 
investors’ level of understanding of 
industry terms. For most people they 
will be meaningless and add unnecessary 
complexity to what could be a useful 
document

   Too many words – Factsheets can be 
text-heavy and hard to digest. Different 
types of investor want different things, but 
summary Fund Snapshots need to focus on 
the six key areas and then provide links to 
those wanting more detail

   Hard to find information – The sheer 
amount of information given in factsheets 
can make it hard to identify the key aspects 
people want to know

   Missing information – Investors think 
there is key information missing from 
factsheets, or that it is given in the wrong 
way

“I read the document 
and wanted to cry!”
The four main barriers to understanding are:

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

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

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

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

“It doesn’t feel like a company I 
would want to invest in as they 
can’t even speak my language 
- plain English! It makes me feel 
I am being excluded.” [Female, 
41-50]

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

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

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

34% =  Annual Management 
Charge (AMC)

24% =  Ongoing Charges 
Figure (OCF)

6% = IA Sector

4% = ISIN



5   |  Financial Communications Are Broken  | Boring Money

Get to the point!  
Existing documents are too long and not 
understood. The solution is not adding more 
words to this process. Static and paper pdfs do 
give investors the chance to make the information 
more relevant to them. 

Our extensive consumer testing suggests that 
the solution has to be digital and that it has to 
complement the reality of how people buy today - 
online and via platforms. 

Investment platforms and fund managers 
should supply a boxed Fund Snapshot or digital 
dashboard for investment services and funds: 

   Performance means nothing in isolation – it 
should be shown against a relevant peer 
group and cash to enable comparison

   What would £1,000 invested 5 years ago be 
worth today net of all charges?

   What have been the main contributors to 
returns?

   Illustrate a single all-in fee in both % terms 
and £ terms

   How does the cost compare to similar funds?
   Risk needs to be shown not simply described 
using a 7-point scale – monthly drawdown is 
a way of showing volatility which is typically 
understood by a retail audience

   Illustrate specific examples of holdings and 
geography – bring this to life

   A statement on who this fund would be 
suitable for i.e. those looking for income or 
growth

We have also identified four broader 
design and content principles based 
on what consumers say they think 
could be improved.

Simple 
English

Visual  
impact

Signposting & 
navigation

Balance of
information

41% say their ideal communication would be a one-pager showing key facts on the fund    
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ADVERTISEMENT

Boring Money is launching 
a new report in November – 
What Customers Want

Exploring how buying decisions are made and what 
investors want from communications

PRODUCTS

• How do investors select funds?
• What are their buying intentions?
• Passive vs Active
• ESG considerations
• Multi-Asset
• Robo/Solutions

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

COMMUNICATIONS

• What is read?
• What is understood?
• What knowledge is required?
• Are objectives understood?
• How is performance judged?
• What does good look like?

Please contact kit@boringmoney.co.uk to register 
interest in this report and to see a summary on 
publication.

 

Value Assessments

Boring Money has been engaged by many 
fund managers to provide the customer 
viewpoint into value assessments. We 
are also helping groups to think through 
how they report these findings to an 
external audience. 

Please contact holly@boringmoney.
co.uk for information.

ESG  
Investing 
Report

This report tables a detailed view of 
what consumers and advisers want, 
think and understand ESG to be. It has 
been produced to help asset managers 
and platforms to plan, position their 
communications, understand distribution 
dynamics and forecast flows.

Please visit here for details.

2020 ESG Dream Team 

We are building a roadshow to take 
out to advisers and are looking for 3-4 
industry sponsors and partners. 

Please contact  carmel@boringmoney.
co.uk for details 

The retail appetite

ESG
INVESTING

INSIGHTS

NEW

mailto:kit%40boringmoney.co.uk?subject=
mailto:holly%40boringmoney.co.uk?subject=
mailto:holly%40boringmoney.co.uk?subject=
http://bit.ly/ESGReport2019
mailto:carmel%40boringmoney.co.uk?subject=
mailto:carmel%40boringmoney.co.uk?subject=
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Cost disclosure is still 
far too opaque  
Understanding what they are being charged is the 
single biggest thing which consumers say could be 
improved. This is almost universally disgracefully 
poorly disclosed across all parts of investment and 
advice spectrum. 

   Even with charges itemized, the majority of 
fund investors are not able to calculate the 
overall fee incurred. 

   Qualitative research confirms that the 
vast majority do not know that the Annual 
Management Charge is included within the 
Ongoing Charges Figure

   Although there was an awareness of 
transaction charges, almost nobody was 
able to even guess how much this could be in 
practice

Consumers want to see a single cost figure 
expressed as a £ amount. This could be delivered 
digitally via a responsive tool. Estimates of 
transaction fees can be made. 

Fund managers are so worried about how 
their competitors would define and compute 
transaction fees, and whether they could look 
uncompetitive in comparison, that they sit on 
their hands when it comes to taking steps towards 
better disclosure themselves. It’s a big game of 
chicken and no-one is going first.

Question to fund investors

Imagine you are given the following 
cost information about a fund. How 
much would you expect to pay in total 
for investing in this fund? This does not 
include any platform fees which may be 
charged separately to the cost of the fund. 

 •  0.6%  Ongoing Charges Figure 
(OCF)

 •  0.45%  Annual Management Charge 
(AMC)

 •  0.15%  Administration/custody 
charge

 • 0.05%  Transaction Costs 

Just 23% of fund investors today could 
accurately work out what they would 
pay when presented with the above 
information.

Consumers who self-identify as fund 
investors represent the most engaged and 
financially savvy 8% of the population.

Base: 670 fund investors

11%0.60%

0.65%

1.05%

1.20%

Don’t know

23%

20%

29%

17%

So, just 23% of the savviest 8% can 

work out what they would pay from 

information typically provided. 

Based on this it seems reasonable 

to assume that less than 5% of 

UK adults could work out what 

they would pay from current fee 

disclosures.
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What good looks like  
Over the years we have mocked-up several visuals to test with consumers. We have done this testing 
on limited budgets as part of our R&D. We would be interested in talking with providers about what 
we could achieve with more resource behind this!
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Fund holdings

This is the Boring Money Global Equity 
fund. The size of the icon reflects its 
proportionate weighting in the fund. It 
is immediately clear to consumers what 
investing in this fund means. 

When tested on an iPad, many try to swipe 
out the ‘sin stocks’ showing how ESG factors 
are likely to accelerate in importance as 
clarity of mainstream products improves. 

With such poor fund naming conventions 
providing few insights into what any fund 
actually contains, providers can work a lot 
harder to illustrate to investors what sits 
inside their funds.

Charges 

Fees and charges remain poorly understood. 
Transparency is not the same as clarity. 
AMCs and OCFs mean little, and multiple 
share classes only confuse. Consumers want 
a single all-in fee to be disclosed which of 
course includes transaction fees. Design 
can help communicate how these varies 
component parts of an overall fee relate to 
each other, and how they should be added 
up for a single all-in fee. 

COSTS AND FEES

0.45%

ANNUAL 
MANAGEMENT  
COSTS

0.15%

ADMIN FEE

0.05%

ESTIMATED 
TRANSACTION 
COSTS

ONGOING CHARGES

0.65%
PER £1,000 
INVESTED

 £45  £15  £5

ONGOING CHARGES

£65
PER £1,000 
INVESTED

ANNUAL 
MANAGEMENT  
COSTS

ADMIN FEE
ESTIMATED 
TRANSACTION 
COSTS

All ideas and images shared remain the IP of Boring Money and may not be reproduced without permission.
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Potential returns compared to a peer group and cash

This deceptively simple illustration is doing many things.

1. It is showing a fund compared to a narrow set of comparable peers. 
2. The benchmark is actually a leading current account.
3. Performance is shown illustratively and as a £ amount. 
4. Performance is shown net of all charges. 
5. The fees are all inclusive and support a consumer to start to consider relative value.

10%

PERFORMANCE

BEST 12MTHS

MADE £245

£1000

WORST 12MTHS

LOST £205

HOW VOLATILE IS IT? 
(IN 5YRS)

PERFORMANCE

+22%

-18%

BEST 
CALENDAR
YEAR

2016
WORST
CALENDAR
YEAR

2015

2013 2014 2015 2016 2017

% %

2018

2017

2014

2015

PERFORMANCE OF £10,000 
FROM 2014-2018*

BEST MONTH

WORST MONTH

+ £424

- £500

+ £356

- £629

+ £630

- £112

+ £676

- £367

+ £267

- £163

Illustrative fund
*After all charges

2016

Risk and potential loss

One of the first questions any new investor 
has is – how much could I lose? Imagine 
the cash saver, looking at investing for 
the first time. They will typically over-
estimate the potential for capital loss from 
a well-diversified fund, and are keen to 
understand and to quantify the potential 
downside. We have found that drawdowns 
are well understood and are valued 
information. This is best communicated 
in a bar chart with colour coding and 
expressed with illustrative £ amounts.

This is an alternative visual approach. 

A digital format would support a 
responsive illustration.

PERFORMANCE/COST

FUND 1

FUND 2

FUND 3

FUND 4

FUND 5

LEADING CASH CURRENT ACCOUNT

PERFORMANCE OF £10,000 OVER 5 YEARS

AVERAGE COST PER £1,000 INVESTED

£100

£65

£85

£95

£120

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

£125

All ideas and images shared remain the IP of Boring Money and may not be reproduced without permission.
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Liquidity 

As the ability of open-ended funds to 
hold illiquid assets is debated in light of 
Woodford’s demise, it seems clear that 
concepts including liquidity and access are 
buried in longer disclosure documents and 
are not well understood or highlighted. We 
are yet to test these icons with consumers 
but can see how we could add something 
visual to fund snapshots to communicate 
this important facet of any fund’s make-up. 

We will leave it to the industry to debate the 
sustainability of holding unlisted assets in 
open-ended funds.

The Digital Snapshot 

Currently information presented in fund 
factsheets is not well understood – the 
factsheets attempt to serve many masters 
and end up serving very few. 

We need to consider what a retail investor 
wants to know – and from this, we can build 
a series of visual building blocks much like 
the food-labelling initiative, illustrating key 
concepts and factors of any one product. 

Which is more helpful?

The image on the left 
is fund information 
presented in a current 
Buy journey. It is hard 
to argue that this 
communicates anything 
of use to a consumer.

MED

BEST 12MTHS
MADE £40

£1000

WORST 12MTHS
LOST £10

WHAT IS 
IN THE FUND?

LARGEST 
HOLDINGS

HOW VOLATILE IS IT? (IN 5YRS)

Standard Life 
Advantage Fund
A snapshot

SCOTT SMITH
MANAGER EXPERIENCE
5-10years

FUNDSBONDS OIL & GAS PHARMABANKS

HOW BIG 
IS THE 
FUND?

SMALL

LARGE

GIANT

ALL IN COSTS

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

COMPARED  
TO PEERS

28%UK

16%EUROPE

16%NORTH 
AMERICA

ACCESS TO MONEYBoring Money 
Sample building 
blocks 

All ideas and images shared remain the IP of Boring Money and may not be reproduced without permission.
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Our Digital Fund Snapshot 

We are pleased to conceptually launch the 
Boring Money Better World Fund. 

This Snapshot presents consumers with the 
main information they want, and can be digested 
in one glance. 

We tell people what they should expect to pay 
and show how this compares to peers. 

We share an independent rating which 
providers an external view of how this fund does 
compared to peers.

Investors can see where the main focus is, both 
by holdings and geographies.

Volatility and what to expect is outlined as the 
best and worst rolling 12 month periods over 
the last 5 years are shown. 

As this fund focusses on ESG1 inputs, we have 
illustrated our key exclusions and the focus of 
our SRI2 tilts. 

This Snapshot enables progressive disclosure 
and each section can be clicked on to reveal 
more detail. 

Part of the Journey?

These snapshots 
could be presented 
as part of the Buy 
Journey at the 
moment of truth … 
surely better than 
asking people the 
‘Apple’ type “have you 
read the very long and 
very dull 80 page ts 
and cs” question.

1. Environmental, Social and Governance
2. Socially Responsible Investing

All ideas and images shared remain the IP of Boring Money and may not be reproduced without permission.

CLEAN  
ENERGY

FAIR  
EXEC PAY 

NO CHILD 
LABOUR 

LOW 
CARBON 

BEST 12MTHS

MADE £245

£1000

WORST 12MTHS

LOST £205

WHERE IS YOUR 
MONEY?

30% 
22%
16%

HOW VOLATILE IS IT? 
(IN 5YRS)

PERFORMANCE

EXCLUSIONS

BETTER WORLD FUND
FUND SNAPSHOT

ALL IN COSTS

£ £ £ £ £
INDEPENDENT RATING 

+22%

-18%

BEST 
CALENDAR
YEAR

2016
WORST
CALENDAR
YEAR

2015

Source: Morningstar 

POSITIVE IMPACT 

BIGGEST HOLDINGS

% %

AN ILLUSTRATION CREATED BY BORING M
ONEY ON HOW

 TO COM
M

UNICATE AN ESG FUND TO INVESTORS.

0.80% TOTAL CHARGES 
£80 PER £10,000 INVESTED 

CHARGES

0.60%

0.15%
ANNUAL

MANAGEMENT
COSTS

ESTIMATED
TRANSACTION

COSTS
ADMIN FEE

ONGOING CHARGES

0.80%
per £1,000 

invested

0.05%
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   Current disclosure documents are not 
widely read, and the vast amount of 
information supplied is in fact a deterrent  
to understanding

   Consumers typically have less than 10 
questions that they need answered, but 
these bear little resemblance to what is 
disclosed on factsheets today

   Fund selection is relative not absolute and 
consumer benchmarks are cash and peer 
funds.

   A single all-in fee is sought – and in £ terms
   We call on the industry to supply clear  

£ cost disclosure at both product and 
advice level

   Objectives have become so vague as to be 
useless – we call on fund groups to be more 
specific about what the fund’s aim is

   Current intermediated buy journeys on 
platforms are a tug of war between  the 
platform and the asset manager

   Digital Fund Snapshots could be shown  
on mobile or desktop at the point  
of purchase

   We call on investment platforms and 
fund managers to supply simple one 
page illustrative Fund Snapshots or 
digital dashboards with better design, 
clear fee disclosure and clearer summary 
information

1.  What proportion of factsheets are written to protect the provider rather than inform the 
consumer?

2.  Are your fund names fit for retail purpose? Do they actually mean anything?

3.  Do providers feel able to be clear in their objectives or does regulation force them to be so 
generic as to be meaningless?

4.  Why don’t you show people what you charge them? Why is this not responsive and shown in 
£ amounts for any given investment amount?

5.  Fund Snapshots should be digital and responsive and presented as part of the Buy Journey.

6. What key information would your single page Snapshot contain? Why not try creating one?

Final words 

Challenges

“Most of this stuff isn’t written for the benefit of the customer. These sort of things aren’t 
clear to your Average Joe and by pumping out more data you’re making it more 
difficult to understand than if you kept it brief.” [Male, 31-40]

Calling All CEOs
If you have read this paper and think that your communications could be better, please contact 
holly@boringmoney.co.uk We would like to work with a collection of brands to further our testing 
and proposed amendments so that we can take a collection of concepts to the regulator in 2020. 
We all know that this is broken – who will be bold enough to lead the charge?

#clearercharges            #simplerstatements

mailto:holly%40boringmoney.co.uk?subject=
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The retail appetite

ESG
INVESTING

www.boringmoneybusiness.co.uk
INSIGHTS

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

We have detailed research and testing around 
charges, factsheets, communications and Buy 
Journeys. 

We are supporting groups to test and re-design 
their documentation and comms, as well as 
working with asset managers on the upcoming 
Value Assessments. 

Please contact  carmel@boringmoney.co.uk  
for details.

Q2 2019 Fifty Shades of 
Advice Report

Q4 2019 What Retail 
Customers Want: Products 
and Communications

Q3 2019 ESG Investing 
Report

Q1 2020 Online Investing 
Report

Our 2019 and 2020 publications

See all our reports here.

mailto:carmel%40boringmoney.co.uk?subject=
https://www.boringmoneybusiness.co.uk/research/research-reports-1/

