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OFT HCC Questionnaire
Final (6™ Oct 2009) - Waves two, three, four (GB)

Part 1: Personal and demographic
The following are standard omnibus questions/classifications:

1.1 Personal information
Age
Gender
Marital or partnership status
Children in household
Ethnicity
Internet access/usage
Fixed phone
Mobile phone (but at household level only)
Car ownership

1.2 Basic demographics
Employment status (including self employed)
Socio economic group
Income (household)
Housing tenure

Part 2: financial status

ASK ALL (Aged 18 +)16-17 year olds will be excluded for the purposes of this
whole questionnaire)

2.8 Do you have any credit cards? Please do not include company or business
credit cards, retail store cards or loyalty cards. IF YES, ADD: How many credit
cards do you have?

Yes - have one card
Yes — have two cards



Yes — have three cards

Yes — have more than three cards
NO — DO NOT HAVE ANY CARDS
Don’t know



ASK ALL WHO HAVE ANY CREDIT CARDS

2.11 SHOWCARD: Thinking about your credit card(s), which of the following
best describes your approach to repaying the balance at the end of each month?
NB: CAPTURE INFORMATION SEPARATELY FOR UP TO THREE CARDS

| always pay off the outstanding balance in full
| usually pay off the outstanding balance in full
| usually pay off only part of the balance

| always pay off only part of the balance

Can’t say - it varies

Don’t know

ASK ALL

2.17a SHOWCARD: Do you currently have any of the following, or have you
used any of these in the last six months? Please tell me which ones, excluding
any mortgages or student loans when giving your answer.

A. Personal loan - for example with a bank, building society, insurance
company, retailer, credit card company or finance house

B. Authorised overdraft — an arrangement with your bank where you can
go overdrawn on your account without being charged a penalty (although
you may be liable to pay interest)

C. Car manufacturer finance/credit agreement

D. Credit agreement/finance on retail purchase — where you are the owner
of the item for which you are paying back over time (excluding retail store
cards)

E. Retail store card (excluding loyalty cards)

F. Payday loan (an agreement where you receive a loan in advance of
your pay day)

G. An item of value pledged to a pawn broker in return for a loan

H. Rent to buy or hire purchase agreement - a way of borrowing money in
order to purchase an item, but where you do not own the item until you



have finished paying off all the instalments (for example with Brighthouse,
Cash Converters)

I. Catalogue shopping purchase/mail order loan

J. Home collected credit (loan, cheque or voucher) where an agent calls
at your house to collect the money

K. Loan from credit union

L. Emergency loan from the Government’s Social Fund

M. Mobile phone loan by text

N. Log book loan — money lent against ownership of your car

None of these

Don’t know



Part 3: direct experience of unsecured credit products

Ask all those who code one or more of the following types of credit at Q2.17a,
OR always/usually pay off only part of the balance on a credit card (Q2.11 code
3-4)

A. Personal loan - for example with a bank, building society, insurance
company, retailer, credit card company or finance house

D. Retail store card (excluding loyalty cards)

E. Payday loan (an agreement where you receive a loan in advance of
your pay day)

F. An item of value pledged to a pawn broker in return for a loan

G. Rent to buy or hire purchase agreement - a way of borrowing money in
order to purchase an item, but where you do not own the item until you
have finished paying off all the instalments (for example with Brighthouse,
Cash Converters)

I. Home collected credit (loan, cheque or voucher) where an agent calls at
your house to collect the money

J. Loan from credit union

L. Mobile phone loan by text

M. Log book loan — money lent against ownership of your car

N. The main credit card you use for paying off only part of the balance
each month

3.1 SHOWCARD: When did you take out your [INSERT PRODUCT FROM LIST
ABOVE]? If you have more than one, please refer to the one you took out most
recently.

ASK THIS QUESTION ABOUT ANY PRODUCTS HELD IN LIST ABOVE

Within the last month

Over a month, up to three months ago
Over three months, up to 6 months ago
Over six months, up to a year ago
More than a year ago



3.2a ASK IN TURN FOR EACH OF THE FOLLOWING PRODUCTS LOOPED FROM
3.1:

G. Rent to buy or hire purchase agreement

SHOWCARD What item (s) did you buy using your (INSERT PRODUCT)? Again,
if you have more than one agreement of this type, please refer to the one you
took out most recently.

Household appliance (Fridge, cooker, washing machine, etc)
Electronic/electrical items (Computer, TV, audio, phone equipment etc)
Furniture

Clothes

Other (please specify)

CODE NULL FOR 'Can’t remember’



3.2b ASK FOR FOLLOWING LOOPED FROM 3.1

A. Personal loan — for example with a bank, building society, insurance
company, retailer, credit card company or finance house

SHOWCARD: What was the main purpose of this personal loan when you took it
out? Again, if you have more than one loan of this type, please refer to the one
you took out most recently. MULTICODE OK

Home improvements

Buy a new car

Buy a used car

Household appliance (Fridge, cooker, washing machine, etc)
Electronic/electrical items (Computer, TV, audio, phone equipment etc)
Holiday

Consolidating/paying off other debts

Other (please specify)

CODE NULL FOR 'Can’t remember’

3.2bb And thinking about who you have this personal loan with - did you need
to take out the loan with a provider that specialised in lending to those who
have impaired credit histories or have been refused loans from other providers?

Yes
No
Don’t know



3.2c ASK IN TURN FOR (LOOPED FROM 3.1)

D. Retail store card
N. Main credit card you use for paying off only part of the balance each
month

SHOWCARD: For which reasons did you take out this (INSERT PRODUCT)?
Again, if you have more than one card, please refer to the one you took out
most recently

A. To purchase a particular item

B. Needed money for a special occasion (Christmas, Birthday, Wedding,
etc)

C. Because of the low interest rate

D. Just to use for routine spending purposes

E. To add flexibility in juggling other commitments

F. To cover an outstanding bill such as gas or electricity

G. To help with day-to-day household spending

H. To provide a way to consolidate/pay off other debts

I. I wasn’t looking to take out the card at the time, but was offered it so
decided to take it out

J. Because | can earn points/incentives when using the card

K. (credit card only) | like the extra security of using a credit card/your
purchases are covered if something goes wrong

L. | got a discount on my purchases at the time, in return for taking out
the card

M. Other (please specify)

CODE NULL FOR 'Can’t remember’



3.2d ASK IN TURN FOR (ITEMS LOOPED FROM 3.1)

E. Payday loan

M. Log book loan

L. Mobile phone loan by text

F. An item of value pledged to a pawn broker in return for a loan
I. Home collected credit

J. Loan from a credit union

SHOWCARD What was the main purpose of using (INSERT PRODUCT) when

you fir

3.2e -

st started this type of credit agreement? MULTICODE OK

A. To purchase a particular item

B. Needed money for a special occasion (Christmas, Birthday, Wedding,
etc)

C. To cover an outstanding bill such as gas or electricity

D. To help with day-to-day household spending

E. To provide a way to consolidate/pay off other debts

F. Other (please specify)

CODE NULL FOR 'Can’t remember’

f ASK IN TURN FOR (ITEMS LOOPED FROM 3.1)

E. Payday loan

M. Log book loan

L. Mobile phone loan by text

F. An item of value pledged to a pawn broker in return for a loan

I. Home collected credit

G. Rent to buy or hire purchase agreement

J. Loan from a credit union

A. Personal loan from a provider that specialises in lending to those who
have impaired credit histories or have been refused loans from other
providers (3.2bb 'YES')



D. Retail store card (FILTERED ON THOSE ANSWERING CODES F,G,H at
question 3.2¢)

N. Main credit card you use for paying off only part of the balance each
month (FILTERED ON THOSE ANSWERING CODES F,G,H at question
3.2c)

3.2e SHOWCARD: Thinking about your use of (INSERT PRODUCT) generally.
How dependent or otherwise would you say you are upon this type of loan or
credit in your day-to-day lifestyle at the moment?

Very dependent
Fairly dependent
Not very dependent
Not at all dependent
Don’t know



(3.2f not asked about store or credit card)

3.2f SHOWCARD: And thinking again about your (INSERT PRODUCT). Which of
these, if any, would you say you can recall about it? If you have more than one
agreement of this type, please refer to the one you arranged most recently.

The interest rate/APR

The total amount you will have to repay over the life of the
loan/agreement

The amount of your repayment instalments

The duration of the loan/agreement

None of these

Don’t know

3.3 - 3.14, ASK IN TURN FOR (ITEMS LOOPED FROM 3.1)

E. Payday loan

M. Log book loan

L. Mobile phone loan by text

F. An item of value pledged to a pawn broker in return for a loan

I. Home collected credit

G. Rent to buy or hire purchase agreement

J. Loan from a credit union

A. Personal loan from a provider that specialises in lending to those who
have impaired credit histories or have been refused loans from other
providers (3.2bb 'YES')

D. Retail store card (FILTERED ON THOSE ANSWERING CODES F,G,H at
question 3.2c)

N. Main credit card you use for paying off only part of the balance each
month (FILTERED ON THOSE ANSWERING CODES F,G,H at question
3.2¢)



3.3 SHOWCARD Thinking about when you originally took out your (INSERT
PRODUCT). Which of these best describes how much time you had available to
think about taking out this type of loan or credit agreement before approaching
anyone to obtain this? Again, if you have more than one agreement of this type,
please refer to the one you arranged most recently.

Less than a few days

Approximately a few days

Approximately a week or so

Approximately a few weeks to a month

More than a month

Can’t remember

Not applicable — | was approached by the lender



3.4a SHOWCARD AGAIN: Thinking again about this same agreement. Overall,
how much time was there in total between when you first started to think about
needing this type of loan or credit agreement, and then actually taking out the
agreement itself?

Less than a few days

Approximately a few days
Approximately a week or so
Approximately a few weeks to a month
More than a month

Can’t remember

3.4b SHOWCARD Again, thinking about your (INSERT PRODUCT). Did you
consider any other forms of credit before taking out this agreement?

Yes — | considered other options and investigated them

Yes — | considered other options but didn’t actually investigate them
No - | didn't consider any other options

Can’t remember

3.5a SHOWCARD: For which reasons did you take out this (INSERT PRODUCT)?
Again, if you have more than one agreement of this type, please refer to the one
you took out most recently. Please start with the most important reason first,
followed by any others. PLEASE CODE ALL THAT APPLY

It had the lowest interest rate

Total cost over the life of the loan/agreement

It was quick to arrange

It did not require credit checks

The repayments were affordable

| was confident | would not be refused if | applied for it

| was concerned that | would be refused other types of loans or credit
agreements if | applied for them



| had already been refused other types of loans or credit agreements that |
had applied for

Because of the length of time over which | could pay back

| was persuaded by advertising that it was the best deal for me

| was sent a letter by the finance provider and followed it up

No complicated form filling

| had compared deals and this seemed the best

| had used this type of product before

| trusted the company | was dealing with

The worst outcome is losing your valuables — you can't end up being
chased by bailiffs or with CCJs like with other types of loans/credit (NB:
only applies to an item of value pledged to a pawn broker in return for a
loan)

Can’t remember
Other (please specify)

(3.6a not asked about store or credit card)

3.6a SHOWCARD: And thinking about your (INSERT PRODUCT), which of
these, if any, apply to you?

A. | am currently holding a number of loans/credit agreements of this same type,
either with the same company or with different companies

B. | have been using a number of loans/credit agreements of this same type,
which have followed on continuously from each other (that is with no gap in
between)

C. Neither of these

Don’t know

(3.6b not asked about store or credit card)



3.6b SHOWCARD: Thinking about your (INSERT PRODUCT). | would like you to
imagine that when you took it out, the interest rate on this loan or credit
agreement had been higher, meaning monthly repayments that were about one-
third higher. Assuming all other aspects of the agreement were exactly the
same, do you think you would still have taken it out with a higher interest rate?

Definitely
Probably
Maybe
Probably not
Definitely not
Don't know

3.9 SHOWCARD You mentioned having [INSERT ANSWER TO 3.4A] time
available prior to taking out your (INSERT PRODUCT). What sort of information
sources did you use, if any, to help you in your decision on different types of
loans or credit to use, or about particular providers?

Informal - from family, friends, partner or similar

Information from the loan/credit provider | ended up using
Information from a number of other different loan/credit providers
Professional advice (for example from an independent financial adviser,
Citizens Advice Bureau, etc)

Newspaper advertisements

TV advertisements

Material that arrived through the post

The internet

Billboard posters

Other (please specify)

Can’t remember

No sources used



3.8 SHOWCARD. Thinking generally, how much information, if any, would you
say you used to help make your decision on different types of loans or credit, or
about particular providers, when taking out your (INSERT PRODUCT)?

A great deal

A fair amount
Not very much
None at all
Can’t remember

(3.10 NOT ASKED OF THOSE SAYING 'NONE AT ALL" AT 3.8)

3.10 Did you concentrate mainly on deciding between different types of loans or
credit products to use, or mainly on choosing the best type of deal or provider
on (INSERT PRODUCT)? PROBE WITH CODES BELOW

Best type of loan/credit product

Best deal on this type of loan/credit product
Concentrated on both equally

Can’t remember

3.13 - 3.14, ASK IN TURN FOR (ITEMS LOOPED FROM 3.1)

E. Payday loan

M. Log book loan

L. Mobile phone loan by text

F. An item of value pledged to a pawn broker in return for a loan

I. Home collected credit

G. Rent to buy or hire purchase agreement

J. Loan from a credit union

A. Personal loan from a provider that specialises in lending to those who
have impaired credit histories or have been refused loans from other
providers (3.2bb "YES')



D. Retail store card (FILTERED ON THOSE ANSWERING CODES F,G,H at
question 3.2¢)

N. Main credit card you use for paying off only part of the balance each
month (FILTERED ON THOSE ANSWERING CODES F,G,H at question
3.2c)

3.13 SHOWCARD: Thinking about your (INSERT PRODUCT). Looking back, are
you confident that you chose the right type of loan or credit agreement for you,
given your needs at the time? Please pick which of these, if any, best applies.

| am confident | found the best option for me

I am confident | found a good option for me, if not necessarily the best
No - | am not confident that | found a good option for me

Don’t know

3.14 SHOWCARD: And thinking about the (INSERT PRODUCT) that you chose,
are you confident that you chose the right supplier of this type of loan or credit
agreement?

| am confident | found the best supplier for me

I am confident | found a good supplier for me, if not necessarily the best
No - | am not confident that | found a good supplier for me

Don’t know

ASK ALL WHO HOLD ONE OR MORE OF THE PRODUCTS A-N AT 3.1

3.7 SHOWCARD Thinking generally now about loans and credit products, to
what extent do you agree or disagree with the following? READ OUT
STATEMENTS

A. For interest rates (APRs) — generally the lower the rate the better
C. Interest rates are important on all forms of credit
D. Generally | find loans and credit agreements complex and confusing



E. | find it hard to know what’s best for me when it comes to loans and
credit agreements

F. If | want something | will often buy it on credit and think about how |
will repay the money later

Agree strongly

Tend to agree

Neither agree nor disagree
Tend to disagree

Disagree strongly

Don’t know



B Appendix b — omnibus methodology overview
Methodology
B.1 Capibus was launched in 1992 and was the first omnibus of its kind to

use ‘computer assisted personal interviewing’ (CAPI) to administer the
questionnaire. This approach instantly improved the quality and accuracy
of the information collected and has become a quality standard in the
omnibus industry worldwide.

How are people selected?

B.2

B.3

B.4

B.5

B.6

Capibus provides a high quality sample of adults aged 15 +,
representative of the population at a national and regional level. In this
respect it is ideal for reporting what the population at large feels about
current issues or certain products.

Capibus uses a two stage random location design to select respondents
to take part in the weekly survey. The two stages are as follows:

i) Stage one - selection of primary sampling units.

The first stage is to define primary sampling units which will be fixed for
at least one year. A total of 145 Local Authorities are randomly selected
from our stratified groupings with probability of selection proportional to
size. This ensures that the most populated areas in Britain are always
represented in the sample.

i) Stage two - selection of secondary sampling units.

The second stage of sampling happens every week on Capibus. At this
stage, one output area (OA) is randomly selected from each Local
Authority, this then becomes the secondary sampling unit.

An Output Area (OA) is a very small area made up of between 60 to 100
addresses. Although we could just choose 145 OAs each week
completely at random and set our interviewer quotas for sex, age,
working status and social grade - a common approach for ensuring a



B.7

B.8

sample is nationally representative - we use the MOSAIC
geodemographic system in the selection process.

Adopting this approach helps to eliminate any possible bias in the sample
caused by interviewing people all with the same background. Using
MOSAIC allows us to select OA’s with differing profiles such that we
can be sure we are interviewing a broad cross-section of the public,
since clearly even people of the same age and working status may have
a different viewpoint depending on their background.

Because the sampling process is repeated every week, the Capibus
sample is matched wave on wave, making it ideal for taking successive
measurements on the same issue.

Geography

B.9

The standard regions, which are defined at county level by the
Department of the Environment are used for the Capibus — see map
below:

I4

Yorks. &
Humberside



The interviewing process

B.10

The Capibus questionnaire is collected by the interviewers via modem
and is downloaded onto their laptop computer. The computer controls
which questions are asked, depending on the respondent’s particular
circumstances, and will rephrase questions to respond to previous
answers. This makes the questionnaire ‘intelligent’ allowing the
interviewing process to be more interactive, in turn this allows for more
complex questionnaire design and provides more accurate and insightful
research findings.

How many people are interviewed?

B.11

Capibus speaks to 2,000 adults every week of the year (excluding
Christmas and Easter) such that each year more than 100,000 people
take part in the survey.

This ensures the findings for the nation as a whole are statistically
accurate to +/- 1 percentage point, so even a seemingly small shift in
the results from one month to the next could signify a real change in
public attitudes.

Reporting

B.13

All information collected on Capibus is weighted to correct for any minor
deficiencies or bias in the sample. Capibus uses a ‘rim weighting’ system
which weights to NRS defined profiles for age, social grade, region,
tenure, ethnicity and working status - within sex. Rim weighting is
superior to the more common system of ‘cell weighting” since it is far
less likely to distort the data.



