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1.1

Introduction

This is a report on Australia’s second national survey into the financial literacy levels of
adult Australians. The first national survey was conducted in 2002. The 2002 survey
set a benchmark for ongoing measurement of financial literacy across the adult
population.

In 2005 the survey of 3,500 adult Australians has been repeated. Most of the
qguestions asked in 2002 have been asked again and some new questions have been
added.

Survey findings confirm that we are a financially literate society, but that certain groups
have particular challenges that need to be addressed and that certain financial skills,
services and products are not as well understood or utilised as they should ideally be.
As in the 2002 survey, differences of understanding were found both between
population groups and between financial products. For example, those with a lower
level of formal education had lower levels of financial literacy and all population groups
found superannuation issues more difficult than basic banking.

The project was commissioned by ANZ, conducted by ACNielsen Research and
overseen by a Steering Committee.’

1.2 The Survey

1.2.1 What is financial literacy?

356

Financial literacy is about enabling people to make informed and confident decisions
regarding all aspects of their budgeting, spending and saving and their use of financial
products and services, from everyday banking through to borrowing, investing and
planning for the future.

This report adopts the following definition of financial literacy:

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

Financial literacy has become an increasingly important requirement for functioning in
modern society and trends in work patterns, demography and service delivery suggest
that it will become even more important in the years ahead.

' Membership of the Steering Committee changed slightly over the course of the project. Those involved
at any stage included Jane Nash (Head of Government & Regulatory Affairs, ANZ); Delia Rickard
(Deputy Executive Director, Consumer Protection, ASIC); Carolyn Bond (Manager, Consumer Credit
Legal Service Victoria and Chair of the Australian Consumers’ Federation of Australia); Catherine
Wolthuizen (then Financial Services Policy Officer, Australian Consumers’ Association) and Andrew
Jenkinson (Market Research Manager, ANZ).

2 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).

@CNielsen
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Improvements in financial literacy can not only support social inclusion, but also
enhance the contribution that the financial services sector makes to the nation’s
wellbeing.

1.2.2 Survey Methodology

The survey involved a telephone survey of over 3,500 randomly selected people aged
18 and over across Australia. The achieved sample matched the age, sex and area
characteristics of the Australian population very closely.

The survey was conducted from 21 April to 3 July 2005 and provided an updated
snapshot of financial literacy across population segments and financial skills, products
and services. As in 2002, core questions were asked of all respondents, while other
questions were asked of particular sub-groups or other relevant people. Knowledge
was tested against an individual’s needs and circumstances rather than the entire
array of financial products and services, some of which they will neither use nor need.
For example, only those under 65 employed with superannuation were asked specific
questions about superannuation.

In interpreting survey responses, the same measure of individual financial literacy that
was developed and used in the 2002 survey was used. It is based on an average of
responses to relevant questions, each of which had a scale from -2 to +2.
Respondents were then assigned to one of five financial literacy quintiles (20% of the
population) according to their average financial literacy score.

1.3 Key Findings

Below are highlights of what the Steering Committee and ACNielsen Research
considered to be some of the most important results. A comparison of 2005 results
with 2002 results confirms our belief that raising general financial literacy levels is a
long-term project.

1.3.1 Overall Findings

The survey results show that most Australians have a reasonable level of financial
literacy.

Some of the positive results from the survey were:

e The high level of banking inclusion in Australia, as compared with some other
countries®, with 97% of the consumers surveyed having an everyday banking
account — the same level as in 2002;

356
% In the UK 6%-9% of individuals were estimated to be ‘unbanked’ (‘Access to Current Accounts — a
Report to the British Bankers’ Association’, Elaine Kempson and Clare Whyley, BBA, August 1998 and in
the US the estimate is 9.7% of households, the Federal Reserve Board, Capital Connections, Vol3, No.2,
Spring 2001).
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eighty four per cent (84%) felt ‘'well informed' when making financial decisions,
up from 80% in 2002;

substantially more people knew how to use and used newer payment methods
in 2005: usage of electronic channels rose markedly with the strongest rises in
Internet banking (from 28% to 40%), BPay (from 36% to 46%) and Direct Debit
(from 50% to 60%); and

there was a good understanding of some of the basics of superannuation, with
97% of people surveyed knowing that their employers were required to make
superannuation contributions on their behalf - unchanged from 2002 - while
92% understood they can make additional superannuation contributions (91%
in 2002).

Consumers also seemed to have a good appreciation of some of their responsibilities,

with:

ninety four per cent (94%) understanding the importance of making honest and
complete disclosure of their needs and circumstances — up from ninety-one per
cent (91%) in 2002; and

eighty-eight per cent (88%) appreciating the importance of PIN security and the
ramifications of breaching it — a similar level to 2002 when it was eighty nine
per cent (89%).

While the overall results of the survey tell a positive story, the main focus for policy
makers, educators, financial institutions and consumer groups, among others, must
inevitably continue to be on the problem areas. These are discussed below in relation
to differences in financial literacy between population groups, as well as in relation to
different financial skills, products and services.

1.3.2 How different groups performed

As in the 2002 survey, one of the clearest findings from the survey was the strong
correlation between financial literacy and socio-economic status. The lowest levels of
financial literacy were associated with:

@CNielsen

those having lower education (Year 10 or less);

those not working for a range of reasons or in unskilled work;
those with lower incomes (household incomes under $20,000) ;
those with lower savings levels (under $5,000);

single people; and

people at both extremes of the age profile (18—24 year olds and those aged 70
years and over).

Page 8 of 356
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1.3.3 Mathematical Ability

The survey found that the population as a whole had reasonably good mathematical
skills, but in 2005 fewer people gave correct answers for five out of the six questions
with the multiplication question posing a particular challenge as it did in 2002. The
mathematical ability of those in the lowest quintile for financial literacy was markedly
below that of other quintiles. For example, fifty per cent of those in the lowest quintile
were unable to calculate fifty per cent of $1400.

1.3.4 Understanding of Investment Fundamentals

Findings were very similar to those in 2002. On the positive side, most people (85%)
knew that high returns generally meant high risk. However, many people did not apply
the concept when presented with specific scenarios.

For example, when faced with an investment advertised as having a return ‘well above
market rates at no risk’, 47% would have made some level of investment — the same
result as in 2002. This result brings to mind the millions of dollars Australians lose
through investment scams each year.*

The survey found a mixed level of knowledge of other investment basics. For
example:

e ninety three per cent of respondents with investments (91% in 2002)
recognised the importance of diversification to some extent, although only 49%
considered it very important (51% in 2002);

e just over one third of adult Australians with investments did not understand that
good investments can have short-term fluctuations in market value (37% in
2002).

1.3.5 Planning for Retirement

In 2002 we found that:

o overall, respondents understood the basics of superannuation and
recognised its importance;

¢ a little over one third of people had worked out how much they needed to
save for their retirement; and

e only 56% of those with superannuation were aware that it is taxed at a lower
rate than other investments.

These findings have not changed. In 2005, however, it appears that some people
have become a little more realistic about how comfortably their superannuation will
provide for them in retirement. In 2002, 37% of people under 65 with superannuation

356

* See for example International Cold Calling Investment Scams, Australian Securities and Investment
Commission.

@CNielsen
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expected to live ‘about as comfortably as they are living now’ and in 2005 this fell to
34%. Also, in 2002, 37% expected to live ‘less comfortably than now but getting by
okay’ and in 2005 this rose to 40%.

Choice of superannuation fund was introduced in 2005 and became available from 1
July. The conduct of this survey coincided in part with a campaign to raise awareness
of the introduction of choice in superannuation. Fifty five percent of people were
aware of its introduction.

Most people, 77%, understood that the best indication of the performance of a
superannuation fund from the options provided was “return minus fees”. But, over
40% of people could not suggest any of the types of things that people do, such as
choosing a fund with high fees and charges that result in the final value of their
superannuation being reduced. While 37% sensibly suggested they would take fees
and charges into account many people were not clear on the factors they should take
into account. For example, 20% said they would consider the short-term performance
of the fund which is not a good guide to future performance.

1.3.6 Understanding of Financial Records

The survey tested the extent to which people read and retain statements and the
things they look for in their statements. The results varied.

Around 90% of people said they received and read their bank account statements and
their credit or store card statements. Seventy six per cent of people said they received
and read their superannuation account statements. Of those who did not read their
superannuation statements, 39% said it was that they “couldn’t be bothered” and 29%
said they found them “too difficult” to understand.

For those who read their bank account and credit or store card statements the most
common thing they looked for was that “everything is correct”. In the case of bank
accounts, one third checked the account fees. On superannuation statements, the
most common thing looked for was the value of the investment (44%). Around one
third looked at the performance of the fund.

1.3.7 Consumer Awareness

1.3.7.1 Payment Methods

Having a working knowledge of the different ways in which goods and services can be
paid for, and their strengths and weaknesses, is an essential element of good money
management.

In 2002, the survey found a high level of familiarity with cash and common payment
methods such as ATMs, cheques, EFTPOS and credit cards. Fewer people knew how
to use newer payment methods such as Internet banking, BPay and direct debit.

In 2005, substantially more people know how to use and have used newer payment
methods. Usage of electronic channels rose markedly with the strongest rises in
Internet banking (from 28% to 40%), BPay (from 36% to 46%) and Direct Debit (from
50% to 60%).

Page 10 of 356
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1.3.7.2

1.3.7.3

@CNielsen

Fees and Charges

Fees and charges impact on the cost of conducting financial transactions, owning
financial products and the returns that can be expected from investment.

Eighty per cent of people took steps to minimise their bank fees and charges. A range
of approaches were taken with the most common being to keep the number of bank
account transactions within the account’s fee-free threshold and where people could,
paying off the balance on their credit card in full each month so as not to incur interest
charges.

Sixty per cent of people with investments did not recognise that an adviser who works
only for fees was more likely to offer impartial advice than advisers who work for
commissions. This question was not asked in this survey in 2002 but the issue was
explored in the qualitative stage of the research. Findings from the qualitative
research in 2002 indicated a lack of understanding of how commissions operate and
the potential for conflicts of interest.

Resolving Disputes

The best known external dispute resolution scheme in Australia is the Banking and
Financial Services Ombudsman Scheme. Thirty-five per cent of consumers said they
would go to the banking ombudsman if they had a problem with a banking product, up
from 21% in 2002. Just under 20% of people could not suggest anywhere to go if they
had a problem with a banking product.

Similarly, around 20% of consumers with a problem with an insurance product could
not suggest anywhere to go for help, down from around a quarter in 2002. For help
with a problem relating to a financial planner or adviser, around a quarter of people
could not suggest anywhere to go, a similar level to 2002. For help with a problem
relating to superannuation and managed funds, as in 2002, around one third of
consumers could not suggest anywhere to go.

Licensed financial service providers in Australia are required by law to offer their
customers access to an independent external dispute resolution scheme. Where a
consumer has a problem, the financial institution is generally required to tell them
about the external dispute resolution scheme(s) available, where it does not resolve a
complaint to the customer's satisfaction. This should be kept in mind in interpreting
some of the findings in this section of the survey.

More concerning is the finding that, as in 2002, around 40% of consumers said they
were 'not very confident' or 'not at all confident' about their ability to make an effective
complaint against a bank or financial institution.
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1.3.8 Behavioural Issues

1.3.8.1

1.3.8.2

356

Budgeting, saving and comfort with debt

Attitudes towards saving and budgeting were unchanged from the 2002 survey. In
both surveys two thirds of people (67%) tried to save regularly, if they possibly could
and just over three quarters of people (76%) kept an eye on expenses. In both
surveys, 11% of people said there was “no point in trying to save as there’s never
enough money” and around one quarter have problems setting aside money for major
financial outlays.

Almost three quarters of people are comfortable with the level of debt they carry and
80% said they felt in control of their general financial situation. A sizeable proportion
(17%) said they fluctuate between being ‘in control’ and ‘out of control’ and a very
small proportion (3%) said the felt out of control either most or all of the time. Asked
specifically about whether they felt out of control with their borrowing and credit card
generally, seven per cent agreed, unchanged since 2002.

Shopping Around

In 2002, the survey found that people shop around most for major items such as loans
(46%), insurance (51%), mortgages (56%) and investments (56%), and less in
choosing a financial specialist (24%), superannuation product (23%)° or bank account
(33%).

In 2005, the level of reported shopping around was generally lower. People shopped
around most for investments (49%), mortgages® (48%) and insurance (42%).
Shopping around was less for loans (39%), bank accounts (27%) and financial
planners (25%). Twenty seven per cent said they shopped around when arranging a
new superannuation fund, but this is not comparable with the 2002 figure as this time
the question was asked only of those who had been able to choose.

Reasons for not shopping around varied, but the most common responses as in 2002
were:

o ‘“happy with current provider”; and
o ‘“just going with what was recommended by a financial expert”.

In the case of choosing a financial planner, however, the key factor appeared to be a
recommendation from a friend or family member, with one third saying they “went with
what was recommended by a friend or family member”.

® The low proportion of shopping around for superannuation products was due, at least in part, to lack of
ability for many people to exercise choice of superannuation provider.

® Increased usage of mortgage brokers makes interpretation of responses to this question difficult as

some respondents may see mortgage brokers as doing their shopping for them and therefore regard it

as shopping around while others may not see it that way.

@CNielsen
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1.3.8.3 Consumer Education and Information

The survey sought unprompted responses from consumers about whether they would
like further education or information in relation to their finances, on what topics and
how they would prefer to receive it.

Over half of consumers said they would like further education or information on
financial matters. Those who wanted further education were younger, aged up to 34
and the most frequently mentioned topics were investing and superannuation, each
mentioned by around a third of people.

The preferred way to receive information was through the Internet for all topics
mentioned as being of interest.

1.4 The Way Forward

Since the release of the first national survey into the financial literacy of adult
Australians in May 2003, financial literacy has received considerable attention. In
particular, the Australian Government has established a Financial Literacy Foundation
with the goals:

¢ To raise and measure awareness of financial literacy and its benefits;

e To provide consumers and stakeholders with well-organised and accessible
information to enable them to link to financial literacy information and
resources; and

e To raise financial literacy levels in the Australian community’.

The survey released in 2003 raised a range of issues for financial institutions,
governments, educators and the community sector. The 2005 survey confirms that
raising the financial literacy levels of Australians is a long-term endeavour. The key
issues identified in 2003 remain a challenge, particularly the difficulties confronting
those groups whose social functioning is impeded by low levels of financial literacy.

It is also hoped that provision of robust statistical data on a broad range of issues will
help with the development of more effective targeting of strategies to improve the
financial literacy of consumers, especially those groups identified as having difficulties.

356
” Australian Government, Financial Literacy Foundation,
www.understandingmoney.gov.au/about/about.asp
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2 IntroductiontotheReport

2.1 Background

Australian consumers need to be able to access and use financial products and
services in order to manage their day to day finances, build assets and provide for
their retirement. A key challenge consumers face in doing this is the increased
complexity of financial products and services, following financial system deregulation,
development and uptake of new ways of delivering financial services, and changes to
laws that affect financial services, particularly in superannuation.

To operate effectively in today’s financial system consumers must have a level of
financial literacy sufficient to deal with the level of complexity and volume of
information associated with a modern, competitive system.

In 2002, ANZ pioneered Australia’s first national survey of adult financial literacy in
order to better understand these issues. The research had three objectives:

e To better understand the needs of customers;

e To respond to those needs in the way products and services are developed
and in the way ANZ communicates with customers; and

e To help inform public policy, particularly as it relates to low literacy
segments.

The research outcome highlighted that many Australians have a good foundation of
basic skills, but it was clear that certain socio-economic groups faced challenges. As
a result, ANZ committed to three actions in order to improve Australian financial
literacy:

e To update the financial literacy research every two years to provide on-going
measurement;

e To integrate the learnings from the survey into ANZ business operations;
and

e To invest in community partnerships to deliver adult learning programs that
will support those sections of the community who will benefit the most from
increased financial literacy.

Following the 2002 study, a number of government and private sector groups
undertook further research relating to the study of financial literacy.

In 2004, the Minister for Revenue and Assistant Treasurer, Senator Helen Coonan,
appointed the Consumer and Financial Literacy Taskforce to develop the first ever
national strategy for consumer financial literacy. Many financial institutions have also
launched initiatives aimed at improving literacy levels. The Financial Literacy
Taskforce recommended the establishment of the Financial Literacy Foundation,
which was established by the Federal Government and launched in June 2005.

In 2005, ANZ returned to update the landmark financial literacy research of 2002,
providing the first tracking data focused on financial literacy published in Australia.

Page 14 of 356
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There were two primary phases to the 2005 study:

e Follow-up of the large-scale quantitative study focusing on financial literacy
undertaken in 2002; and

¢ Qualitative investigation of personal debt focusing on the reasons people get
into financial difficulty with their borrowings.

2.2 Definition of Financial Literacy

This report uses the definition of financial literacy developed by the National
Foundation for Educational Research (NFER) in the UK.

Financial literacy is:

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

The Steering Committee for both the 2002 and the 2005 studies adopted this definition
of financial literacy.

2.3 Research Objectives

The research objectives of the 2005 study are:

e To monitor how financial literacy levels have changed since the 2002
benchmark study;

o To better understand the extent of financial difficulty particularly for those
with borrowings; and

e To continue to help inform public policy, particularly as it relates to low
financial literacy segments.

2.4 Steering Committee and Research team

Both the quantitative and qualitative phases of the 2005 research were overseen by a
Steering Committee.

The Steering Committee membership changed during the course of the project and
consisted of:

¢ Jane Nash (Head of Government & Regulatory Affairs, ANZ);

356
® Schagen, S. “The Evaluation of NatWest Face 2 Face With Finance”, NFER, 1997.
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e Delia Rickard (Regional Commissioner & Deputy Executive Director,
Consumer Protection & International, Australian Securities & Investments
Commission);

e Carolyn Bond (Manager, Consumer Credit Legal Service; Chair, Consumer
Federation of Australia);

o Catherine Wolthuizen (then Financial Services Policy Officer, Australian
Consumers’ Association); and

¢ Andrew Jenkinson (Market Research Manager, ANZ).
The research team consisted of

e Dr Richard Sandlant (Director, ACNielsen Customised Research — Financial
Services)

e Alastair Harris (Senior Manager, ACNielsen Customised Research —
Financial Services)

e Nick Barker (Associate Director, ACNielsen Customised Research —
Financial Services)

2.5 Research Design

Given that this was a repeat measurement of an existing study, and that comparative
data was required, the methodology and survey materials employed were kept as
consistent as possible. However, there were some differences which are detailed
below.

The first round of ANZ Financial Literacy research in 2002 was comprised of a
quantitative phase (n=3,500) conducted by telephone interview and a qualitative
phase (face to face interviews; n=200) in order to examine those topics that could not
be properly tested over the phone. A number of self-appraisal questions were asked
which were then tested in the qualitative phase.

Improving adult financial literacy levels is a long-term task and the expectation was
that there would be little change between the 2002 survey and the 2005 survey. It was
therefore decided not to repeat the original qualitative stage in 2005 but instead to
undertake a new qualitative investigation into why some people get into financial
difficulty, including the role played by financial literacy.

A number of additional questions were also included in the 2005 study, focusing on
attitudes and behaviour with respect to superannuation, retirement income products,
and issues surrounding borrowings and financial control. For the full list of questions,
please refer to Appendix 1 - Questionnaire.

Page 16 of 356
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The diagram below illustrates where this quantitative report fits in to the overall 2005
financial literacy project outline.

Project Outline

Refine

Financial Literacy

Quantitative Survey Detailed Report

Recruit amongst
‘personal debt’ groups

Steering
Committee

Understanding Personal

Debt & Financial Difficulty Detailed Report

Qualitative Research

Presentation of Summary
Key Findings Report
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2.5.1 Financial Literacy Framework

In order to benefit from prior research, a framework of adult financial literacy skills and
knowledge for the UK, developed by the UK’s Adult Financial Literacy Advisery Group,
was revised in 2002 into a draft framework for Australia.

The framework was organised into 4 main sections:
o Mathematic literacy
e Financial understanding
e Financial competence
¢ Financial responsibility
Two broad levels of financial literacy were incorporated into the framework:

o Basic Requirement: the minimum essential level of literacy needed (eg.
Being able to perform simple mathematical calculations);

o Advanced Competence (eg. Being able to understand compound interest).

The original framework is reproduced for reference in Appendix 3. The framework
informs the questions and analysis approach taken in this research report.

2.5.2 Target Population

The target population for this study was all Australians aged 18 years and over.

2.5.3 Interviewing Methodology

Interviews were conducted over the telephone using CATI (Computer Assisted
Telephone Interviewing). Interviewing was conducted from 21 April 2005 — 3 July
2005 during evenings and weekends. The average questionnaire length was 28
minutes.

Page 18 of 356
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The random sample of 3,513 Australians for this study was sourced from Electronic

White Pages (EWP), as had been the case in 2002.

Sample was stratified by state and within state by capital city / non-capital city. The
sample sizes for each stratum were in proportion to the population. The large total
sample size for this research ensured that sample sizes were large enough at a state
level and in proportion with the population.

The sample breakdown from the 2005 study by state and region is shown below.

Sample

@CNielsen

Capital Non- Total Proportion
City capital Sample of Total
Sample City (n) Sample
(n) Sample (%)
(n)
NSW/ACT 682 513 1195 34%
VvIC 649 242 891 25%
QLD 308 355 663 19%
SA/NT 204 116 320 9%
WA 254 94 348 10%
TAS 42 54 96 3%
Total Sample (n) 2139 1374 3513
Proportion of Total 61% 39%
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2.5.5 Analysis Approach

In order to provide clear and consistent analysis of the large quantity of information
presented in this report, the following approach was used:

356

Each Chapter has a summary section which provides an outline of the main
findings;

In each Section, charts are provided showing the main findings and
providing comparison with the 2002 results (where comparable);

The commentary first highlights the overall findings, then notes the degree
of change (where comparable) from the 2002 study;

The commentary then examines the implications for the lowest financial
literacy groups, and (in most cases) by commentary on the highest financial
literacy groups;

The objective throughout was to clearly identify the demographic groups
which were significantly above and below average in the various measures
of financial literacy in the report;

In order to highlight demographic groups which were significantly above
and below average, tables are included which show only those
demographic variables which were significantly different at the 99%
confidence level®. Further detail regarding the confidence testing is
included in Appendix 4; and

In order to understand the distribution of financial literacy throughout the
adult population, an overall measure of financial literacy for all respondents
was used (see next section).

% In the 2002 study, demographic variables were shown and commented on at the 95% confidence level.

@CNielsen
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2.6 Financial Literacy Quintiles

In order to understand the distribution of financial literacy throughout the adult
population, an overall measure of financial literacy for all respondents was required. In
order to achieve this, each respondent’s answers to a list of questions designed to test
financial literacy were allocated a value between +2 and -2.

The list of questions is documented in Appendix 1.

As not all respondents were asked the same number of questions, each respondent’s
score was averaged over the number of questions he/she was asked. The process

was as follows:

e Respondents accumulated a total score based on the question scores.

e Each respondent’s total score was multiplied by 100,000 and divided by the
number of scored questions they were asked. (Due to the randomisation process
as well as the normal effects of question sequencing, not all respondents were
asked the same number of scored questions; therefore this averaging process was

needed to adjust for that.)

The respondents were then assigned to a financial literacy Quintile'®. The Quintiles

were as follows:

Quintile Groupings

Level of Financial Literacy

Average Survey Response

Level 1
Level2
Level 3

Level 4

Level 5

Lowest

Highest

20%
20%
20%
20%

20%

Base: all respondents (n=3513)

356

'%In the 2002 study a similar methodology was used to produce financial literacy deciles. Further
analysis showed that the distinctions between the different levels of financial literacy were more clearly
demonstrated by combining the deciles into quintiles (splitting the population into five equal groups of

20% each).

@CNielsen
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2.6.1 Overview of Financial Literacy Quintiles

The largest difference between the Quintiles was between the two extremes, the

lowest level of financial literacy (Quintile level 1) and the highest degree of financial
literacy (Quintile level 5).

Quintile Summary

Demographic

Most likely (Quintiles)

@CNielsen

1 2 3 4 5
20% 20% 20% 20% 20%
Gender Female (25%) Male (24%)
Age 18-24 years old 35-44 years
(33%) & 70 (25%) & 45-59
years + (37%) years (24%)
Employment Not working Full time (23%) |Full time (24%) &
(31%) Self employed
(30%)
Life stage Single living Couple children
alone (26%) at home (24%)
Education Primary/ some Degree (25%) [Degree (29%)
secondary
(43%) & Passed
year 10 (28%)
Work status Semi skilled Semi skilled Professional Professional
(34%), (27%) (26%) (27%) & Owner/
Unskilled (38%) execs inc small
& No occupation business (33%)
(46%)
Home ownership Renting
(27%)
Personal income Less than $50k |Less than $50k or more  |$50k or more
(25%), less than |$50k (23%), (26%), $50k-  |(30%),$70k or
$20k (31%) less than $69k (25%), |more (36%)
$20k (25%), $70k or more
(28%)
Household income Less than $20k $100k or more |$100k or more
(37%) (24%), $60- (30%)
$99k (25%)
Savings Less than $100k|Less than $100K or more |$100K or more
(25%), less than [$100k (23%) (32%), $250k or
$5k (34%) (23%), less more (36%)
than $5k
(26%)
Home value Less than $175k $300-499k $300-499k (23%),
(29%) (23%) $500k or more
(29%)
Mortgage debt $250k or more |$250k or more
(27%) (30%)
Non mortgage debt Less than $500k
(24%)
Level of control Out of control
alll most of the
time (33%) &
Fluctuates b/w
in and out of
control (29%)
Page 22 of 356
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Quintile Summary

Demographic

Least likely (Quintiles)

$50-$69k per
year (9%), $70k
or more (6%)

more (11%)

1 2 3 4 5
20% 20% 20% 20% 20%
Gender Male (16%) Female (16%)
Age 35-44 years 18-24 years 18-24 years
(16%) & 45-59 (13%) % 70+ [(10%)
years (14%) years (12%)
Language Other language
(13%)
Employment Working (15%), Not working Casual (11%)
full time (12%) (16%)
Life stage Couple children Single live in
at home (16%) shared HH (13%)
& Single parent
(12%)
Education Degree (10%) |Degree Primary/ some
(16%) secondary (7%) &
passed year10
(13%)
Work status Professional Professional Semi skilled Semi skilled
(11%), semi (15%) & (13%) (10%) & Unskilled
professional owner execs (8%)
(13%) & other  |inc small
white collar business
(15%) (10%)
Home ownership Paying off (13%) Renting (14%)
Personal income $50k or more  [$50k or Less than $50k |Less than $50k
per year (8%), |more per (16%), less (15%), less than
$35-$49k per  |year (15%), than $20k per [$20k per year
year (15%), $70k or year (14%) (12%)

(11%), $250k or
more (4%)

Household income $100k or more  [$66-99 Less than $100k
per year (10%), |(16%) per year (17%),
$60- $99k (10%) less than $20k

(9%)

Savings $100k or more $100k or Less than $5k |Less than $5k
(9%), $50k- more (14%), (14%) (9%),
$249Kk (12%),  [$250k or
$250k or more |more (12%)

(7%)

Home value $300k- $499k  |$500k or Less than $175k
(13%), $500k or [more (15%) (10%)
more (13%)

Mortgage debt $50k- $249k

Non mortgage debt

$10- $99K
(13%)

Level of control

Out of control all/
most of the time
(8%) & Fluctuates
b/w in and out of
control (12%)

@CNielsen
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2.6.1.1 Quintile Level One

Quintile level one, the lowest level of financial literacy, had the following demographic
characteristics:

@CNielsen

Gender: More likely to be female (25%), less likely to be male (16%). Closer
examination of the data showed that the underlying cause was more likely to
be lower levels of education and income, rather than gender.

Age: More likely to be younger (18 to 24 years: 33%) or older (aged 70+ years:
37%). Less likely to be aged 35 to 44 (16%) or 45 to 59 years (14%).

Education: More likely to have lower levels of education (primary/some
secondary: 43%). Less likely to have a degree (10%).

Life Stage: Less likely to be in a couple with children at home (16%).
Languages: No significant association.

Work status: More likely to have no occupation (46%) or to be unskilled (38%),
semi-skilled (34%), or not working (31%). Less likely to be working (15%) or
full time (12%). Less likely to be professional (11%) or semi-professional
(13%) or other white collar (15%).

Income and savings: More likely to have lower personal income (less than
$20K: 31% and less than $50K: 25%), lower household income (less than
$20K: 37%) and lower savings excluding the home (less than $5K: 34% and
less than $100K: 25%). More likely to have low levels of non-mortgage debt
(less than $500k: 24%).

Home Ownership: More likely to be renting (27%) and less likely to be paying
off (13%). More likely to have a lower home value (less than $175K: 29%).
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Financial Literacy Quintile One
20% of people belong to Quintile One (lowest level of financial literacy)

Demographic Least likely to belong to Quintile One | Most likely to belong to Quintile One
Gender Male 16% |Female 25%
Age 35 — 44 years 16% |18 — 24 years 33%

45 — 59 years 14% |70 years + 37%
Education Degree 10% |Primary/some secondary 43%
Passed year 10 28%
Employment status  [working 15% [Not Working 31%
Full-time 12%
Life stage Couple — Children at home 16%
Work status Professional 11% |Semi skilled 34%
Semi professional 13% [Unskilled 38%
Other white collar 15% |No occupation 46%
House ownership Paying off 13% [Renting 27%
Personal Income $50k or more 8% |Less than $50k 25%
$35-$49k per year 15% |Less than $20k 31%
$50 - $69k per year 9%
$70k or more per year 6%
Household Income  |$60 - $99k per year 10% |Less than $20k 37%
$100k or more per year 10%
Savings Excl. home |$100K or more 9% |Less than $100K 25%
$50-249K 12% |Less than $5K 34%
$250K or more 7%
Home Value $300-490K 13% |Less than $175K 29%
$500K or more 13%
Mortgage debt $50-249K 11%
$250K or more 4%
Non- Mortgage debt |$10-99K 13% |Less than $500 24%
$100K or more 15%
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2.6.1.2 Quintile Level Two

Quintile level two, the second-lowest level of financial literacy, had the following
demographic characteristics:

e Gender: No significant association.

e Age: No significant association.

e Education: Less likely to have a degree (16%).

o Life Stage: No significant association.

e Languages: No significant association.

e Work status: More likely to be semi-skilled (27%) and less likely to be
professional (15%) or owners / executive including small business (10%).

e Income and savings: More likely to have lower personal income (less than
$20K: 25% and less than $50K: 23%) and lower savings excluding the home

(less than $5K: 26% and less than $100K: 23%).

Less likely to have high

savings excluding the home ($100K or more: 14% and $250K or more: 12%)
and/or high household income ($60-$99K per year: 16%).

e Home Ownership: More likely to be renting (27%) and less likely to be paying
off (13%). Less likely to have high home value ($500K or more: 15%).

@CNielsen

Financial Literacy Quintile Two
20% of people belong to Quintile Two
Demographic Least likely to belong to Quintile Two | Most likely to belong to Quintile Two
Education Degree 16%
Work status Professional 15% |Semi skilled 27%
Owners/Execs inc. Small business | 10%
House ownership Paying off 13% |Renting 27%
Personal Income $50k or more 15% |Less than $50k 23%
$70k or more per year 11% |Less than $20k 25%
Household Income  |$60 - $99k per year 16%
Savings Excl. home [|$100K or more 14% |Less than $100K 23%
$250K or more 12% |Less than $5K 26%
Home Value $500K or more 15%
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2.6.1.3 Quintile Level Three

Quintile level three, the middle level of financial literacy, had the following
demographic characteristics:

e Gender: No significant association.

e Age: No significant association.

o Education: No significant association.

o Life Stage: No significant association.

e Languages: No significant association.

e Employment / Work status: Less likely to be not working (16%).
e Income and savings: No significant association.

¢ Home Ownership: No significant association.

Financial Literacy Quintile Three
20% of people belong to Quintile Three

Demographic Least likely to belong to Quintile Three | Most likely to belong to Quintile Three

Employment status  [Not working [16% |

Page 27 of 356
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2.6.1.4 Quintile Level Four

Quintile level four, the second-highest level of financial literacy, had the following
demographic characteristics:

Gender: No significant association.

Age: Less likely to be younger (18 to 24 years: 13%) or older (aged 70+ years:
12%).

Education: More likely to have a degree (25%).
Life Stage: No significant association.
Languages: No significant association.

Work status: More likely to be full-time (23%) and professional (26%). Less
likely to be semi-skilled (13%).

Income and savings: More likely to have higher personal income ($50-$69K:
25% and $70K or more: 28%), higher household income ($60-$99K per year:
25% and $100K or more per year: 24%) and higher savings excluding the
home ($50-$249K: 24%).

Home Ownership: More likely to have higher home value ($300-$490K: 23%)
and higher mortgage debt ($250K or more: 27%).

Financial Literacy Quintile Four
20% of people belong to Quintile Four

Demographic Least likely to belong to Quintile Four | Most likely to belong to Quintile Four

Age 18-24 years 13%

70 years + 12%
Education Degree 25%
Employment status Full Time 23%
Work status Semi Skilled 13% |Professional 26%
Personal Income Less than $50k 16% |$50-69K 25%
Less than $20k 14% |$70K or more 28%
Household Income $60 - $99k per year 25%
$100k or more per year 24%
Savings Excl. home |Less than $5K 14% |$100K or more 23%
$50-249K 24%
Home Value $300-490K 23%
Mortgage debt $250K or more 27%

@CNielsen
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2.6.1.5 Quintile Level Five

Quintile level five, the highest level of financial literacy, had the following demographic
characteristics:

@CNielsen

Gender: More likely to be male (24%) and less likely to be female (16%).

Age: More likely to be aged 35 to 44 years (25%) and 45 to 59 years (24%).
Less likely to be younger (18 to 24 years: 10%).

Education: More likely to have a degree (29%). Less likely to only have lower
levels of education (primary/some secondary: 7%).

Life Stage: More likely to be in a couple with children at home (24%). Less
likely to be single living in a shared household (13%) or a single parent (12%).

Languages: Less likely to speak a language other than English in the home
(13%).

Employment / Work status: More likely to be full-time (24%) or self-employed
(30%) and professional (27%) or an owner executive including small business
(33%). Less likely to be casual (11%), semi-skilled (10%) or unskilled (8%).

Income and savings: More likely to have higher personal income ($50K or
more: 30% and $70K or more: 36%), higher household income ($100K or more
per year: 30%) and higher savings excluding the home ($100K or more: 32%
and $250K or more: 36%).

Home Ownership: Less likely to be renting (14%) or have low home value (less

than $175K: 10%). More likely to have higher home value ($500K or more:
29%) and higher mortgage debt ($250K or more: 30%).
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Financial Literacy Quintile Five
20% of people belong to Quintile Five (highest level of financial literacy)

Demographic Least likely to belong to Quintile Five | Most likely to belong to Quintile Five
Gender Female 16% |Male 24%
Age 18 — 24 years 10% (35 — 44 years 25%

45 — 59 years 24%
Language Other Languages 13%
Education Primary/some secondary 7% |Degree 29%
Passed year 10 13%
Employment status  [Casual 11% (Full-time 24%
Self-employed 30%
Life stage Single living in shared Household | 13% [Couple — Children at home 24%
Single Parent 12%
Work status Semi skilled 10% (Professional 27%
Unskilled 8% [Owners/Execs inc. Small Business | 33%
House ownership Renting 14%
Personal Income Less than $50k 15% |$50k or more 30%
Less than $20k 12% |$70k or more per year 36%
Household Income  |Less than $100K 17% |$100k or more per year 30%
Less than $20k 9%
Savings Excl. home |Less than $100K 14% |$100K or more 32%
Less than $5K 9% |$250K or more 36%
Home Value Less than $175K 10% [$300-490K 24%
$500K or more 29%
Mortgage debt $250K or more 30%
Page 30 of 356
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2.6.1.6 Summary of Demographics by Quintile

The following table summarises the key demographic groups over-represented in the
lowest and highest Quintiles.

Demographic Summary for all Financial Literacy Quintiles
Due to rounding percentages may not add up to 100% Quintiles
Total of sample 1 2 3 4 5
Demographic % % % % % %
Male 49 39 45 49 54 59
GENDER Female 51 61 55 51 46 41
18-24 13 21 17 11 8 7
25-34 18 15 16 20 22 18
35-44 18 14 17 19 19 23
45-59 27 18 28 29 28 33
60-69 13 13 12 13 15 12
AGE 70+ 11 19 11 8 7 8
Australia 80 78 81 80 79 83
BIRTH PLACE |Elsewhere 20 18 13 18 16 12
Aboriginal/Torres Strait Islander 2 3 1 2 2 2
ORIGIN Other 98 96 99 98 98 98
English Only 90 86 88 91 91 94
LANGUAGE Other Languages 10 11 9 6 7 6
Primary/Some Secondary 10 20 10 7 7 4
Tech/Commercial/TAFE 11 9 14 14 14 13
Passed Year 10 15 21 17 15 13 10
Passed Year 11 8 9 8 8 8 7
Finished Year 12 16 19 19 17 13 14
Some Tertiary/Diploma 6 7 10 10 11 12
Degree or Higher 32 13 22 28 35 39
Other 1 * * 1 * 1
EDUCATION Refused/Can't say 1 2 * 1 *
Working 65 48 63 73 70 71
Not Working 35 52 36 28 30 29
Full-time 40 24 37 44 47 48
Part-Time 12 11 14 15 11 10
EMPLOYMENT [Casual 7 8 8 9 5 4
STATUS/ WORK |Freelance * 1 0 0 0 1
STATUS Self Employed 6 4 4 5 7 )
Single-Living Alone 22 27 25 19 19 19
Single-Live in shared Household 11 14 13 11 10 7
Single Parent 7 9 8 7 8 4
Couple-Children at home 30 23 28 30 35 37
Couple-No Children at home 28 23 25 31 28 32
HOUSEHOLD Other 1 2 1 1 1 *
STRUCTURE/ LIFE [Can't Say : -
STAGE Refused 1 1 * * 1
Professional 25 14 19 26 34 35
Owners/Execs incl. Small Business 5 4 2 4 6 8
Sales 6 8 5 7 5 5
Semi-Professional 8 5 8 9 9 11
Other White Collar 11 8 10 12 12 12
Skilled 20 18 24 23 20 16
Semi-Skilled 11 18 15 9 7 6
Unskilled 8 14 9 6 5 3
Farm Owner 2 3 3 2 1 2
Farm Worker 1 1 2 0 0 0
No Occupation 2 5 2 1 1 2
OCCUPATION __ [Refused 1 2 g G 0
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Demographic Summary for all Financial Literacy Quintiles
Due to rounding percentages may not add up to 100% Total of sample Quintiles
% 1 2 3 4 5
Own Outright 42 45 39 40 40 46
Paying Off 33 21 32 36 38 37
Renting 24 31 28 22 21 16
Other 1 1 1 1 * *
HOME OWNERSHIP|Refused 1 1 v 1 7
Less than $20k 22 34 28 19 17 13
b20k-$34k 17 16 19 19 17 14
b35k-$49k 15 11 16 16 16 16
p50k-$69k 14 6 13 17 19 18
70k or more 14 3 8 13 20 26
ANNUAL PERSON [Can't Say 9 18 9 7 4 4
INCOME Refused 9 11 7 8 8 9
Less than $20k 10 19 14 8 8 5
b20k-$34k 11 12 13 11 9 8
p35k-$59k 16 15 19 17 18 16
60k-$99k 21 10 20 23 27 25
ANNUAL $100k or more 20 7 15 20 25 31
HOUSEHOLD Can't Say 13 27 15 12 6 6
INCOME Refused 9 10 6 9 8 9
B Less than $5k 21 37 27 17 15 10
5k-$49k 28 24 30 30 28 24
b50k-$249k 19 11 17 22 25 24
$250k or more 16 5 9 15 20 29
SAVINGS (Excl. Can't Say 7 12 6 6 4 3
Home) Refused 9 10 8 9 8 10
Less than $175k 10 15 12 10 6 3
175k-$299k 25 25 24 25 24 23
$300k-$499k 34 23 35 31 39 38
$500k or more 25 16 19 28 26 32
Can't Say 6 16 7 4 3 3
HOME VALUE Refused 2 3 2 3 1 >
Less than $50k 15 16 16 13 15 16
50k-$249k 29 16 25 33 33 36
5250k or more 10 2 9 12 14 17
Can't Say 3 6 3 2 2 1
Refused 4 6 5 3 2 2
MORTGAGE DEBT [No Response 39 54 44 35 34 28
Less than $500 44 51 45 39 40 42
$500-$10k 26 22 27 29 30 25
510k-$99k 15 10 16 17 17 19
100k or more 6 3 4 6 7 8
NON-MORTGAGE [Can't Say 3 8 2 3 1 1
DEBT Refused 5 6 5 5 5 4

@CNielsen

Page 32 of 356

Slin
o



N

i

2.6.2 Demographic Analysis of Financial Literacy Quintiles

A number of demographic characteristics were significantly different by financial
literacy Quintile.

For example, people aged under 25 or over 70 years were more likely to belong to the
lowest financial literacy Quintiles (level 1 to 2) whereas those aged between 45 and 70
years were more likely to belong to the highest financial literacy Quintiles (level 4 to 5).

In addition, single people were more likely to be in the lowest financial literacy
Quintiles (level 1 to 2) whereas those living as part of a couple were more likely to
belong to the highest financial literacy Quintiles (level 4 to 5).

Also, females were more likely to be in the lowest financial literacy Quintiles (level 1 to
2) whereas males were more likely to belong to the highest financial literacy Quintiles
(level 4 to 5). Closer examination of the data showed that the underlying cause was
more likely to be lower levels of education and income, rather than gender.

The following sections examine demographic differences in greater detail for
education, income, savings and debt.

2.6.2.1 Financial Literacy Quintiles: Education

Education Indicators

45

Percentages

Level 1 Level 2 Level 3 Level 4 Level 5

Quintiles
—&— Primary/Some Secondary —#—Tech/Commercial/TAFE Passed Year 10 Passed Year 11
=¥ Finished Year 12 —— Some Tertiary/Diploma  —+—Degree or Higher —— Other/ Refused

Those with the lowest level of financial literacy (Quintile level 1) were more likely to
have a lower level of education (e.g. 20% of those in Quintile level 1 were educated to
primary/some secondary level, compared to 4% of those in Quintile level 5). An even
stronger relationship is observed for Degree or higher (Quintile level 1: 13% versus
(Quintile level 5: 39%).
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2.6.2.2 Financial Literacy Quintiles: Average Gross Personal Income

Average Gross Personal Income

40

Percentage

Level 1 Level 2 Level 3 Level 4 Level 5

Quintiles

| —#—Less than $20k —8— $20k-$34k $35k-$49k $50k-$69Kk —¥— $70k or more —e— Can't Say —— Refused |

Those with the lowest level of financial literacy (Quintile level 1) were more likely to
have lower levels of Personal income (e.g. 34% of those in Quintile level 1 had annual
personal income less than $20K, compared to 13% of those in Quintile level 5).

2.6.2.3 Financial Literacy Quintiles: Average Gross Household Income

Average Gross Household Income

35

Percentage

Level 1 Level 2 Level 3 Level 4 Level 5

Quintiles

—&—Less than $20k —#— $20k-$34k $35k-$59k $60k-$99k —*—$100k or more —e— Can't Say —— Refused
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Those with the lowest level of financial literacy (Quintile level 1) were more likely to
have lower levels of Household income (e.g. 19% of those in Quintile level 1 had
annual Household income less than $20K, compared to 5% of those in Quintile level
5).

2.6.2.4 Financial Literacy Quintiles: Total Savings

Total Savings (Excluding home )

40

Percentages

Level 1 Level 2 Level 3 Level 4 Level 5

Quintiles

‘—0— Less than $5k —#— $5k-$49k $50k-$249k $250k or more —— Can't Say —e— Refused ‘

Those with the lowest level of total level of financial literacy (Quintile level 1) were
more likely to have lower levels of total savings (e.g. 37% of those in Quintile level 1
had savings excluding the home of less than $5K, compared to 10% of those in
Quintile level 5).
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2.7 Structure of this Report

The report structure is as follows:

@CNielsen

Section 1 — Executive Summary.
Section 2 — Introduction.

Section 3 — Understanding & Use of Payment Methods. This section
examines the level of understanding and usage of various methods of
financial payment. The understanding and use of payment methods is
central to the ability of consumers to make informed judgements and make
effective decisions regarding the use and management of their money.

Section 4 — Basic Financial Services. This section investigates usage of a
variety of financial products and services.

Section 5 — Understanding Financial Products & Services. This section
investigates a number of categories of financial understanding, covering
investment fundamentals, bad credit ratings, and various product
characteristics related to joint loans, mortgage and insurance products.
Other aspects of financial understanding that are examined include Internet
banking risk and the ability to read and understand financial statements.
Low financial competence across these categories of financial understanding
is likely to make it more difficult for consumers to access and use the
financial system. In particular, lack of understanding of investment
fundamentals leaves consumers at risk of poor decision-making when
providing for their retirement.

Section 6 — Retirement Planning. This section investigates a number of
categories of financial understanding relating to retirement planning,
superannuation, and retirement income products. Low financial competence
across the categories of financial understanding tested is likely to make it
more difficult for consumers to plan and save effectively for their retirement.

Section 7 — Shopping Around. This section investigates how much
consumers shopped around for a new product or service. Given the large
number of financial services providers, product variants, and the frequency
with which new products are introduced to the market, shopping around is a
complex activity demanding both time and a relatively high level of financial
literacy.

Section 8 — Savings, Expenses & Personal Debt. This section investigates
financial competence from the perspective of household financial
responsibility, consumer management of savings and expenses, and
experience with personal debt and “feeling out of control”.

Section 9 — Financial Information & Advice. This section investigates
financial competence from the perspective of access to and use of financial
information sources.

Section 10 — Consumer Rights & Responsibilities. This section reports on
the level of consumer understanding with respect to rights and
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responsibilities, as well as the level of consumer confidence in making
effective complaints. A high level of knowledge amongst consumers of their
rights and responsibilities and confidence in bringing a complaint are
important to effective functioning of a competitive financial services market.

Section 11 — Mathematic Literacy. This section reports on the findings of
testing respondents’ ability to answer basic mathematic questions. The
ability to perform simple mathematic calculations is an essential building
block to being able to manage day-to-day finances effectively. It plays an
important role in the ability of a person to understand and use financial
products and services.

Appendices.
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3 Understanding & Use of Payment Methods

This section investigates the level of understanding and use of various methods of
financial payment'’. The understanding and use of payment methods is central to the
ability of consumers to make informed judgements and effective decisions regarding the
use and management of their money.

Consumers with greater knowledge of, and access to, the payments system are more
likely to achieve efficient and cost-effective payments for goods and services.
Conversely, consumers without that knowledge may be disadvantaged in terms of cost
and personal convenience.

Key Findings

e Groups more likely to be below average in terms of understanding and usage of
payment methods included older age groups (particularly 70+), persons with a low
level of education (most often to the level of primary/some secondary education),
farm owners, and younger age groups (18 to 24 years) for Credit Cards and
Cheques.

e The second most widely understood method of payment was ATMs (92% -
unchanged from the 2002 survey), although usage grew strongly by 5%. The
largest change between surveys occurred in Internet Banking: knowledge of how to
use Internet Banking rose 10% and usage rose 12%. Knowledge of how to use
BPAY and Direct Debit also rose 8% and 5% respectively and usage of both grew
by 10%. Usage of Credit Cards increased between the survey periods, while usage
of Cheques declined. Lay-bys, Money Orders and Store Cards saw no change in
knowledge of how to use them and no significant change in usage.

356
" The survey results provide information on the proportion of respondents who used a payment method,
but do not provide information on the number of transactions. It is possible that the former could decline,
while the latter increased.
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The table below provides a summary of the proportion of respondents in 2002 and
2005 who knew how to use and used the specified payment methods.

Which of the following payment methods do you, yourself use?

Know how to
Payment Method use Uses

Total Total Total Total

2002 2005 2002 2005

(3548) | (3513) | (3548) | (3513)

% % % %

Cash 100 99 96 95
ATM 91 92 73 78
EFTPOS 89 90 71 74
Credit card 89 92 64 68
Direct Debit 78 83 50 60
BPAY 60 68 36 46
Cheques 91 90 46 44
Internet banking 52 62 28 40
Loans from Financial institutions 71 72 35 36
Telephone banking 68 71 36 36
Laybys 83 83 27 27
Money orders 82 82 20 21
Store Cards 71 71 15 16
Total Respondents 2002 (n=3548); 2005 (n=3513)
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3.1 Cash

Almost all respondents knew how to use Cash as a method of payment and 95% said
that they did so. This is unchanged from the 2002 study.

100 +

96 95

80 -

60 -

40 -

20 4

Knows How to Use Cash Uses Cash

002002 W 2005

Base: Total respondents 2002 (n=3548), 2005 (n=3513)
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3.2 ATMs

Ninety-two percent of people surveyed knew how to use ATMs as a method of
payment and over three-quarters used this method. The growth in usage from 73% in
2002 to 78% in 2005 is significant.

100 -
80 -
73
60 -
40
20 -
0
Knows How to Use ATMs Uses ATMs
02002 W 2005
Base: Total respondents 2002 (n=3548), 2005 (n=3513)
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Usage of ATMs decreased as age increased (18-24: 93%; 70+: 46%). Farm owners
(41%) who may have access problems and those with a low level of education
(primary/some secondary: 62%) were less likely to use ATMs. Those from the lowest
level of financial literacy (Quintile level 1: 71%) were also less likely to use ATMs.

Usage was most prevalent amongst those in full-time (86%) or casual employment
(87%) and earning more than $60,000 in household income (84%) or renting (86%).

Q5 Which of the following payment methods do you, yourself, use?
ATMs (Automatic Teller Machines)
78% of people use ATMs
Demographic Least likely to use ATMs Most likely to use ATMs
Age 60 — 69 years 66% |18 — 24 years 93%
70 years + 46% (25 — 34 years 90%
35 — 44 years 85%
Education Primary/some secondary 62% |Degree 84%
Passed Year 10 73%
Employment Status |[Not working 69% |Working 84%
Self employed 69% [Full-time 86%
Casual 87%
Life stage Single — Living alone 71% |Single — Live in shared HH 88%
Couple — No Children at home 73% |Single parent 88%
Couple — Children at home 84%
Home ownership Paying off 84%
Work status Farm owner 41%
House ownership  [Own outright 70% [Renting 86%
Personal Income $50 - $69k per year 85%
Household Income |Less than $20k 68% |$60 - $99k per year 84%
$100k or more per year 85%
Mortgage debt $50 - $249k 85%
Non-Mortgage debt |Less than $500 74% ($500 - $10k 85%
$10 — 99k or more 86%
Quintile group Level 1 71% [Level 5 84%
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3.3 EFTPOS

Ninety percent of respondents knew how to use EFTPOS and almost three-quarters of
respondents used this method for purchases (74%). The growth in usage from 71% in
2002 to 74% in 2005 is significant.

100 +
80 -
71
60 -

40 -

20 +

Knows How to Use EFTPOS Uses EFTPOS

002002 ®2005

Base: Total respondents 2002 (n=3548), 2005 (n=3513)
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As in 2002, those less likely to use EFTPOS were mainly older people (70+: 34%) and
those with a low level of education (primary/some secondary: 55%). In addition, only
43% of farm owners used EFTPOS. Those from the lowest level of financial literacy
(Quintile level 1: 67%) were also less likely to use EFTPOS.

Those who were more likely to use EFTPOS were younger, aged below 44 years
(88%), and more likely to be in employment (82%) and, particularly, casual work
(87%). They were more likely to have a degree (84%) and to have household income
more than $60,000 (82%).

@CNielsen

Q5 Which of the following payment methods do you, yourself, use?
EFTPOS (Electronic Funds Transfer at Point Of Sale)
74% of people use EFTPOS
Demographic Least likely to use EFTPOS Most likely to use EFTPOS
Gender Male 71% |Female 78%
18 - 24 years 93%
- 0,
Age ?8 S:r;/iars gi"? 25 - 34 years 88%
y ® |35 - 44 years 84%
Education Primary/some secondary 55% [Degree 80%
Working 82%
. Full-time 83%
0,
Employment Status [Not working 60% Part-time 83%
Casual 87%
. - Single - Live in shared HH 84%
- 0,
Life stage Couple - No Chicren athome | 7% [SIndl parent 83%
P ° |Couple - Children at home 82%
Work Status Farm owner 43%
. . Paying off 84%
0,
House ownership  |Own outright 62% Renting 83%
House home o, 960 - $99k per year 82%
income Less than $20k per year 59% $100k or more per year 82%
ﬁz\é:r;gs Excl. $250k or more 68% |Less than $5k 80%
Less than $50k 84%
Mortgage debt $50 - $249k 83%
$250k or more 83%
$500 - $10k 83%
Non-Mortgage Debt [Less than $500 66% $10 - 99K or more 85%
Quintile Level 1 67% |Level 4 80%
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3.4 Credit Cards

Ninety-two percent of respondents were aware of how to use Credit Cards, a
significant increase on the 89% in 2002. Usage also grew significantly, from 64% in
2002 to 68% in 2005™.

100 -
80 -
64
60 -

40 -

20 +

Knows How to Use Credit Cards Uses Credit Cards

002002 ®2005

Base: Total respondents 2002 (n=3548), 2005 (n=3513)

356
12 According to the Australian Payments Clearing Association, the number of credit cards and
multifunction cards has more than doubled in the past decade, from 9.1 million in 1994 to 21.8 million in
2004.

See http://www.apca.com.au/Public/apcal1_live.nsf/WebPageDisplay/Stats Customer.
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The unemployed (38%) and unskilled labourers (42%) were less likely to be Credit
Card users. Younger age groups, who are less likely to have access to Credit Cards,
were also less likely to use Credit Cards. Those from the lowest level of financial
literacy (Quintile level 1: 47%) were also less likely to use Credit Cards.

Those who used Credit Cards were more likely to earn over $60,000 in household
income (80%). People with a degree, or working in a professional occupation, were
more likely to use Credit Cards (83%).

Q5 Which of the following payment methods do you, yourself, use?
Credit Cards
68% of people use Credit Cards
Demographic Least likely to use Credit Cards Most likely to use Credit Cards
Age 18 — 24 years 40% (35 — 44 years 77%
70 years + 59% |45 — 59 years 77%
Origin Aboriginal/Torres Strait Islander 46%
Education Primary/some secondary 48% |Degree 83%
Employment status [Not working 57% |Working 74%
Casual 52% |Full-time 79%
Self employed 81%
Life stage Single — Live in shared HH 53% [Couple — Children at home 74%
Single parent 55% |Couple — No Children at home 76%
Work status Semi-Skilled 55% |Professional 83%
Unskilled 42% |Other white collar 77%
No occupation 38%
House ownership  [Renting 54% |Paying off 77%
Personal Income  |Less than $20k per year 51% [$50 - $69k per year 84%
$70k or more per year 91%
Household Income |Less than $20k 48% |$60 - $99k per year 80%
$20 - $34k per year 58% [$100k or more per year 83%
Savings Excl. home [Less than $5k 45% [$50 - $249k 79%
$250k or more 85%
Home Value $300 - $490k 78%
$500k or more 80%
Mortgage debt $50 - $249k 79%
$250k or more 88%
Non- Mortgage Less than $500 57% |$500 - $10k 80%
debt $10 — 99k or more 76%
$100k or more 82%
Quintile Level 1 47% |Level 4 76%
Level 5 81%
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3.5 Direct Debit

There was a significant increase in the proportion of survey respondents knowing how
to use and using Direct Debit as a form of payment for purchases when compared to
the previous survey. Awareness increased by 5 percentage points from 78% in 2002
to 83% in 2005. Usage increased from 50% in 2002 to 60% in 2005.

100 -

80 -

60

40

20 +

78

Knows How to Use Direct Debit

02002 2005

Base: Total respondents 2002 (n=3548), 2005 (n=3513)
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Those least likely to use Direct Debit were farm owners (32%), as well as older
respondents (70+: 35%), and respondents with a lower level of education
(primary/some secondary: 44%). Those from the lowest level of financial literacy
(Quintile level 1: 48%) were also less likely to use Direct Debits.

Direct Debit usage was highest amongst respondents who were between 25 to 44
years (69%), mortgage holders (69%) and those with a high mortgage debt (76% of
those with $250K+).

N

Q5 Which of the following payment methods do you, yourself, use?

Direct Debit
60% of people use Direct Debit
Demographic Least likely to use Direct Debit Most likely to use Direct Debit
Age 60 - 69 years 48% |25 - 34 years 68%
70 years + 35% |35 -44 years 69%
Education Primary/some secondary 44% |[Degree 66%
Employment Not working 49% |Working 65%
Full-time 68%
Life stage Single - Living alone 52% |Couple - Children at home 66%
Work status Semi-Skilled 51% |Professional 65%
Farm owner 32%

House ownership  [Own outright 50% |Paying off 69%
Personal Income  |Less than $20k per year 51% |$35 - $49k per year 68%
$50 - $69k per year 68%
Household Income |Less than $20k per year 44% |($60 - $99k per year 69%
$100k or more per year 66%
Mortgage debt $50 - $249k 70%
$250k or more 76%
Non Mortgage debt |Less than $500 51% [$500 - $10k 68%
$10 - 99k or more 68%
$100k or more 72%
Quintiles Level 1 48% |Level 4 69%
Level 5 66%
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3.6 BPAY

Since 2002 there has been significant growth in both people knowing how to use
BPAY (60% to 68%) and BPAY usage (10 percentage point increase from 36% to

46%).

100 -

80 -

60 -

40 - 36

20 -

0
Knows How to Use BPAY Uses BPAY
002002 W 2005
Base: Total respondents 2002 (n=3548), 2005 (n=3513)
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Those least likely to use BPAY were farm owners (18%), older persons (60-69: 33%;
70+: 17%), and those with a low level of education (primary/some secondary: 23%).
Those from the lowest level of financial literacy (Quintile level 1: 27% and Quintile level
2: 40%) were also less likely to use BPAY.

i

Q5 Which of the following payment methods do you, yourself, use?

46% of people use BPAY

Demographic

Least likely to use BPAY

Most likely to use BPAY

Age 60 — 69 years 33% |25 — 34 years 60%
70 years + 17% |35 — 44 years 57%
Geography Non Capital 41%
Education Primary/some secondary 23% |Degree 63%
Passed Year 10 37%
Passed Year 11 36%
Employment status [Not working 33% (Working 53%
Full-time 57%
Life stage Single — Living alone 37% [Couple — Children at home 55%
Work status Semi-Skilled 35% |Professional 59%
Unskilled 30%
Farm owner 18%
No occupation 23%
Home ownership  [Own outright 36% |Paying off 57%
Personal Income  |Less than $20k per year 33% |$50 - $69k per year 57%
$70k or more per year 65%
Household Income |Less than $20k per year 27% |$60 - $99k per year 56%
$20 - $34k per year 36% |$100k or more per year 64%
House value Less than $175k 31% [$500k or more 52%
Mortgage debt $50 - $249k 58%
$250k or more 70%
Non Mortgage debt [Less than $500 36% [$500 - $10k 54%
$10 — 99k or more 59%
$100k or more 57%
Quintile Level 1 27% |Level 4 58%
Level 2 40% [Level 5 58%
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3.7 Cheques

Nine out of ten surveyed respondents knew how to use Cheques, however less than
half used Cheques (44%). Usage of Cheques had declined in contrast to electronic
payment methods, such as ATMs, EFTPOS, Credit Cards, Direct Debit, BPAY and
Internet Banking, where usage had grown.

100 -
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Knows How to Use Cheques Uses Cheques
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Base: Total respondents 2002 (n=3548), 2005 (n=3513)
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Younger respondents, particularly those aged 18-24 (12%), were the least likely to use
Cheques, as were persons who were single and living in a shared household (19%),
those in casual employment (24%) and those renting (24%). Those from the lowest
level of financial literacy (Quintile level 1: 33%) were also less likely to use Cheques.

Those who used Cheques for purchases were most likely to be over 45 years old, with
the most frequent users being farm owners (85%) and the self employed (74%).

@CNielsen

Q5 Which of the following payment methods do you, yourself, use?
CHEQUES
44% of people use Cheques
Demographic Least likely to use Cheques Most likely to use Cheques
Age 18 - 24 years 12% |45 - 59 years 57%
25 - 34 years 24% |60 - 69 years 60%
70 years + 58%
Language Other languages 36%
Education Degree 50%
Employment Status [Full-time 40% |Self employed 74%
Casual 24%
Life stage Single - Live in shared HH 19% |Couple - Children at home 49%
Single parent 31% |Couple - No Children at home 50%
Work status Semi-Skilled 34% |Professional 52%
Unskilled 27% |Owners/Execs inc Small 64%
No occupation 26% |Businesses
Farm owner 85%
House ownership  [Renting 24% [Own outright 56%
Personal income |Less than $20k per year 36% |$70k or more per year 58%
Household income $100k or more per year 50%
Savings excl. home |Less than $5k 27% |$50 - $249k 51%
$5 - $49k 36% |$250k or more 67%
House value $300 - $490k 50%
$500k or more 61%
Mortgage debt $250k or more 56%
Non Mortgage debt $100k or more 61%
Quintile Level 1 33% [Level 5 55%
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3.8 Internet Banking

There have been significant increases in awareness and usage of Internet Banking
with 40% of respondents now conducting their Banking over the Internet, as compared
with 28% in 2002.
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Those least likely to use this payment method were the older respondents (18% aged
60 to 69 years and 7% aged 70+) and those with a low level of education (11%
amongst those with primary/some secondary and 26% amongst those who completed
year 10). Those from the lowest levels of financial literacy (Quintile level 1: 24% and
Quintile level 2: 32%) were also less likely to use Internet Banking.

The proportion of persons using Internet Banking increased as education levels
increased (respondents who passed Year 10: 26%, with a tertiary diploma: 50%, with
a university degree: 61%) and as household income increased (respondents with a
household income of less than $20-$34k: 23%; $35-$59k: 37%; $60-$99k: 53%; and
$100k or more: 64%). Respondents with mortgage debt of $250,000 or more were the
most likely group to use Internet Banking (73%).

N

Q5 Which of the following payment methods do you, yourself, use?

Internet Banking

40% of people use Internet Banking

Demographic Least likely to use Internet Banking Most likely to use Internet Banking
Age 60 — 69 years 18% (25 — 34 years 58%
70 years + 7% |35 — 44 years 53%
Geography Non-Capital 33% |Outside Australia 49%
Capital city 45%
Education Primary/some secondary 11% |Some tertiary / diploma 50%
Passed Year 10 26% |Degree 61%
Passed Year 11 29%
Employment status [Not working 22% |Working 51%
Full-time 55%
Self employed 50%
Life stage Single — Living alone 25% (Single — Live in shared HH 51%
Couple — Children at home 51%
Work status Semi-Skilled 25% |Professional 54%
Unskilled 23%
Farm owner 18%
Home ownership  [Own outright 28% |Paying off 54%
Personal income  |Less than $20k per year 28% |$50 - $69k per year 55%
$20 - $34k per year 33% [$70k or more per year 64%
Household income |Less than $20k per year 16% |$60 - $99k per year 53%
$20 - $34k per year 23% [$100k or more per year 64%
Savings excl. home |Less than $5k 35% [$250k or more 49%
Home value Less than $175k 22% |$500k or more 53%
$175 - $299k 34%
Mortgage debt $50 - $249k 52%
$250k or more 73%
Non Mortgage debt |Less than $500 30% [$500 - $10k 48%
$10 — 99k or more 52%
$100k or more 57%
Quintile Level 1 24% [Level 4 51%
Level 2 32% |Level 5 55%
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3.9 Loans from a Financial Institution

Just over a third of respondents (36%) said they have (non-mortgage) loans from a
financial institution, in line with the proportion recorded in 2002 (35%).
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Those less likely to use loans were older persons (70+: 5%), persons with no
occupation (10%) and persons with low household income. Those from the lowest
level of financial literacy (Quintile level 1: 23%) were also less likely to use loans.

Usage of loans was higher amongst those with a higher mortgage debt ($250K+:
78%). Over half (53%) of couples with children at home held a loan. Incidence was

also higher as income rose (57% of those with personal income over $70K).

i

Q5 Which of the following payment methods do you, yourself, use?

Loans from a financial institution

36% of people use loans from a financial institution

Demographic

Least likely to use loans from a

financial institution

Most likely to use loans from a

financial institution

@CNielsen

Age 18 - 24 years 25% |25 - 34 years 51%

60 - 69 years 11% |35 - 44 years 53%

70 years + 5% |45 -59 years 44%

Education Primary/some secondary 16% |Degree 45%

Employment status |Not working 15% |Working 48%

Full-time 53%

Self employed 54%

Life stage Single - Living alone 24% |Couple - Children at home 53%
Single - Live in shared HH 26%

Work status Semi-Skilled 27% |Professional 44%
Unskilled 26%
No occupation 10%

Home ownership  |[Own outright 20% |Paying off 62%
Renting 31%

Personal income  |Less than $20k per year 20% |($35 - $49k per year 43%

$50 - $69k per year 53%

$70k or more per year 57%

Household income |Less than $20k per year 12% |$60 - $99k per year 52%

$20 - $34k per year 24% |$100k or more per year 52%

Savings excl. home |Less than $5k 29% |[$50 - $249k 42%

Mortgage debt $50 - $249k 67%

$250k or more 78%

Quintile Level 1 23% |Level 4 42%

Level 5 45%
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3.10 Telephone Banking

While awareness of Telephone Banking increased significantly from 68% in 2002 to
71% in 2005, usage remained steady at 36% over the same period.
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Usage of Telephone Banking was

lowest amongst those aged 70+

ANE

(14%),

respondents with primary/some secondary education (19%), and those with no
occupation (19%). Those with household income of less than $20K also displayed low
usage (21%). Those from the lowest level of financial literacy (Quintile level 1: 23%)
were also less likely to use Telephone Banking.

Usage of Telephone Banking was more likely among the young to middle age groups
(25-44: 46%), those with non-mortgage debt of over $100K (47%), and those in
professional (41%) or semi-professional occupations (42%).
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Q5 Which of the following payment methods do you, yourself, use?
Telephone Banking

36% of people use Telephone Banking
Demographic Least likely to use Telephone Banking | Most likely to use Telephone Banking
Age 60 — 69 years 26% |25 — 34 years a7%
70 years + 14% |35 — 44 years 45%
Education Primary/some secondary 19% |Degree 45%
Employment status [Not working 27% |Working 41%
Full-time 44%
Life stage Single — Living alone 28% |Couple — Children at home 42%
Work status Unskilled 24% |Professional 41%
No occupation 19% |Semi — professional 42%
Home ownership  |Own outright 30% |Paying off 43%
Personal income  [Less than $20k per year 28% ($35 - $49k per year 42%
$50 - $69k per year 45%
$70k or more per year 45%
Household income |Less than $20k 21% |$60 - $99k 43%
$100k or more 46%
Savings excl. home |Less than $5k 29% |$250k or more 43%
Home value Less than $175k 24% |$500k or more 42%
Mortgage debt $50 - $249k 46%
$250k or more 46%
Non Mortgage debt [Less than $500 30% |$500 - $10k 43%
$100k or more 47%
Quintile Level 1 23% [Level 4 42%
Level 5 45%
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3.11 Laybys

There has been no change since the 2002 survey in the level of Layby awareness and
usage with 27% of respondents having used Layby.
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Usage of Laybys was strongest amongst females (35%), young people (34% of those
under 44 years) and those who had children; especially single parents (50%). Those
from the lowest level of financial literacy (Quintile level 1: 35%) were also more likely

to use Laybys.

Those on lower incomes and with low savings were more likely to use Laybys. In
terms of occupation, Layby users were most likely to be working part-time (35%), 38%
worked casually, 33% were semi-skilled and 44% unskilled.

@CNielsen

Q5 Which of the following payment methods do you, yourself, use?
Laybys
27% of people use Laybys
Demographic Least likely to use Laybys Most likely to use Laybys
Gender Male 18% |Female 35%
Age 45 - 59 years 22% |18 - 24 years 36%
60 - 69 years 18% |25 - 34 years 33%
70 years + 12% |35 - 44 years 34%
Geography Outside Australia 20%
Education Degree 18%
Employment status [Self employed 17% |Part-time 35%
Casual 38%
Life stage Single - Living alone 20% |Single parent 50%
Couple - No Children at home 18% |Couple - Children at home 33%
Work status Professional 19% |Semi-Skilled 33%
Farm owner 4% |Unskilled 44%
Home ownership  |Own outright 17% |Paying off 31%
Renting 37%
Personal income  [$70k or more per year 14% |Less than $20k per year 35%
Household income [$100k or more 16%
Savings excl. home |$250k or more 12% |Less than $5k 40%
Home value $300 - $490k 22%
$500k or more 16%
Mortgage debt Less than $50k 37%
Non mortgage debt |Less than $500 22% |$500 - $10k 34%
Quintile Level 5 20% |Level 1 35%
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3.12 Money Orders

While the majority of respondents knew how to use Money Orders (82%), relatively
few did so (21%). This was the same as it had been in 2002.
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Base: Total respondents 2002 (n=3548), 2005 (n=3513)

Those who used Money Orders tended to be from the lowest financial literacy quintile
(29%). Above average users of Money Orders were single parents (31%) and
Aboriginal or Torres Strait Islanders (35%). Those from the lowest level of financial
literacy (Quintile level 1: 29%) were also more likely to use Money Orders.

Q5 Which of the following payment methods do you, yourself, use?
Money Orders
21% of people use Money Orders
Demographic Least likely to use Money Orders Most likely to use Money Orders

Gender Male 17% |Female 24%
Age 25 — 34 years 27%
Origin Aboriginal / Torres Strait Islander [ 35%
Employment Self employed 12%
Life stage Couple — No Children at home 15% |Single parent 31%
Savings excl. home |$250k or more 11% |Less than $5k 26%
Home value $300 - $490k 16%

$500k or more 11%
Mortgage debt $250k or more 13%
Non mortgage debt [$100k or more 13%
Quintile Level 5 16% |Level 1 29%
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3.13 Store Cards

Most Australians were aware of how to use Store Cards (71%), although few used
them (16%). There had been no change in the period between the 2002 study and the

2005 study.
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There was a bias towards females in terms of Store Card usage (19% compared to
13% usage amongst males), those with more savings ($250K+: 21%), and a high
home value ($500K+: 21%).

Q5 Which of the following payment methods do you, yourself, use?

Store Cards

16% of people use Store Cards

Demographic Least likely to use Store Cards Most likely to use Store Cards
Gender Male 13% |Female 19%
Age 18 — 24 years 6%

25 — 34 years 11%
Life stage Single — Live in shared HH 7%
Non mortgage debt |Less than $500 13%
Savings excl. home $250k or more 21%
Home value $500k or more 21%
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4 _Basic Financial Services

This section investigates usage of a variety of financial products and services'. In
order to use financial products and services, consumers must have a sufficient level of
awareness and understanding. Consumers with a lower level of financial literacy will
be less likely to use some financial products and services.

Key Findings

While a very high proportion of respondents held an ordinary or everyday bank
account, the level of usage of financial products and services varied by degree of
financial literacy.

356

Overall, no change since the study of 2002 with the most commonly held products
or services being everyday accounts and superannuation. Patterns observed in
2002 across age groups remained consistent, with younger age groups being more
likely to have loans, and older age groups being more likely to have investments.

Those below the average for usage of investments included the lowest level of
financial literacy (Quintile level 1), those with no specified occupation, earning
lower household income and with a lower level of education.

Those below the average for usage of a mortgage (whether for the home or an
investment property) included the lowest level of financial literacy (Quintile level 1),
those who were either very young or very old, and those with lower household
income levels.

Those below the average for usage of loans included the lowest level of financial
literacy (Quintile level 1), older age groups, respondents with low household
income, and persons not working or giving no occupation.

The key groups which were below average on product ownership in 2002
remained broadly unchanged in 2005 — in particular:

o Those with lower incomes
o Those with lower levels of savings
o Non-workers

The proportion of respondents with superannuation has grown from 71% in 2002 to
74% in 2005 and the proportion of respondents with shares has declined from 44%
in 2002 to 40% in 2005. Both of these changes are significant at the 99%
confidence level; however there has been no significant change in the proportion
of respondents with other investments.

3 1n 2002, ownership of products and services was determined to be a more relevant measure for the
study than awareness. The 2005 study also measured ownership, enabling comparisons to be made
with 2002. However, it is acknowledged that ownership does not necessarily link to financial literacy.

@CNielsen
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e The proportion of respondents in 2005 with a home mortgage (29%) was
significantly lower (at the 99% confidence level) than in 2002 (32%).

e For most loan types there was no significant change. But for a Personal Loan
(decline from 18% in 2002 to 14% in 2005) and a Lease or Hire Purchase
Agreement (decline from 11% in 2002 to 9% in 2005) the change was significant at
the 99% confidence level.
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The table below provides a summary of the proportion of respondents in 2002 and
2005 who have themselves or jointly with someone else financial products and

services.

Which of the following do you have yourself or jointly with someone?

Financial product or service Total 2002 Total 2005
(3548) (3513)
% %
An ordinary or everyday account 97 97
Investments
Superannuation Funds 71 74
Shares 44 40
Managed Funds 29 27
Term Deposits 24 22
Investment property 18 19
Retirement Income Stream n/a 10
Insurance™
House or Contents 75% 80*
Comprehensive n/a 79*
Private Health 57% 58*
Life 33% 37*
Income Protection n/a 12
Insurance - Other n/a 5
Mortgage
Mortgage on your own home 32 29
Mortgage on an investment property 10 1
Loans
Personal Loan 18 14
Line of Credit or Overdraft 14 12
Lease or Hire Purchase Agreement 11 9
Home Equity Loan 8 9
Margin Loan 2 2
Reverse Mortgage n/a 1

Base: Total

respondents 2002 (n=3548)

Base: Total respondents 2005 (n=3513)
*Base: Total respondents 2005 (n=1413) telephone survey conducted 19th-20th November 2005

356

1 Percentages shown represent the proportion of respondents in the total sample with the relevant
insurance product. Insurance figures for 2002 are not shown Care must be taken with claimed insurance
holdings (particularly vehicle-related) as some consumers may have misunderstood the question and its

applicability to their situation.
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4.1 Bank Account

There has been no change since the study of 2002 in the high number (97%) of
respondents who held ordinary or everyday bank accounts with a bank, building
society or credit union.

Financial Products - Bank Account
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Base: Total respondents 2002 (n=3548), 2005 (n=3513)

The group comparatively less likely to hold ordinary or everyday bank accounts was
Aboriginal and Torres Strait Islanders (90%).

Q7 Which of the following do you have yourself or jointly with someone?

An ordinary or everyday account with a bank, building society or credit union

97% of people have an ordinary or everyday account with a bank, building society or
credit union (either themselves or jointly with someone else)

Demographic Least likely to have an ordinary or Most likely to have an ordinary or
everyday account everyday account
Origin Aboriginal / Torres Strait Islander | 90%
Quintile Level 1 95%
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4.2 Investments

Overall, in 2005 88% of respondents held some sort of investment including
superannuation. (An investment includes either a term deposit, shares, a managed
investment, an investment property, a retirement income stream product such as an
annuity or pension or superannuation).

The proportion of respondents with superannuation has grown from 71% in 2002 to
74% in 2005 while the proportion of respondents with shares has declined from 44% in
2002 to 40% in 2005. Both of these changes are significant, however there has been
no significant change in the proportion of respondents with other investments.

Financial Products - Investments

100 -

Superannuation Shares Managed Term Deposits  An Investment (N/A 2002)
or Roll-over fund Investments Property Retirement
other than Income Stream
Superannuation Product such as
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Those least likely to hold investments were persons who stated their work status as
“no occupation” (47%), earning lower household income (less than $20K per year:
65%) and with a lower level of education (primary/some secondary: 69%). Those from
the lowest level of financial literacy (Quintile level 1: 75%) were also less likely to hold
investments.

Respondents working full time (97%) and with higher personal incomes ($70K or more
per year: 98%) and higher savings excluding the home ($250K or more: 98%) were
most likely to hold investments.

= 3
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Q7 Which of the following do you have yourself or jointly with someone?
Investments/pension (total)
88% of people have an investment or pension (either themselves or jointly with someone
else)
Demographic Least likely to have an investment or | Most likely to have an investment or
pension pension
Age 18 - 24 years 82% (25 - 34 years 92%
70 years + 80% |35 - 44 years 92%
Education Primary/some secondary 69% |Degree 95%
Employment status |Not working 76% |Working 94%
Full-time 97%
Part-time 93%
Life stage Single - Living alone 83% |Couple - Children at home 92%
Work status Semi-Skilled 82% |Professional 95%
Unskilled 71%
No occupation 47%
Home ownership  [Renting 82% |Paying off 92%
Personal income  |Less than $20k per year 72% |$20 - $34k per year 92%
$35 - $49k per year 96%
$50 - $69k per year 96%
$70k or more per year 98%
Household income |Less than $20k per year 65% |$35 - $59k per year 92%
$20 - $34k per year 82% ($60 - $99k per year 96%
$100k or more per year 96%
Savings excl. home |Less than $5k 72% |$50 - $249k 97%
$250k or more 98%
Home value Less than $175k 77% [$300 - $490k 93%
$500k or more 93%
Mortgage debt $50 - $249k 94%
$250k or more 99%
Non mortgage debt $100k or more 95%
Quintile Level 1 75% |Level 3 92%
Level 5 95%
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Around three-quarters of respondents overall had at least one superannuation fund.
The level of superannuation holders was significantly higher than that observed in

2002 (74% in 2005 versus 71% in 2002).

Those without superannuation were more likely to have no occupation (32%), a low
level of education (primary/some secondary: 36%) and a lower level of household
income (<$20K: 36%). Those from the lowest level of financial literacy (Quintile level
1: 54%) were also less likely to have a superannuation fund.

Those with superannuation were more likely to be working full time (93%), have a
higher level of education (degree: 86%) and higher level of household income

(>$100K: 90%).

@CNielsen

Q7 Which of the following do you have yourself or jointly with someone?
Superannuation fund
74% of people have a Superannuation fund (either themselves or jointly with someone else)
Demographic Least likely to have a Superannuation | Most likely to have a Superannuation
fund fund
Gender Female 70% [Male 77%
Age 60 - 69 years 57% |25 - 34 years 86%
70 years + 24% (35 - 44 years 88%
45 - 59 years 81%
Education Primary/some secondary 36% |Degree 86%
Employment status [Not working 45% |Working 89%
Full-time 93%
Part-time 88%
Casual 82%
Life stage Single - Living alone 60% [Couple - Children at home 86%
Work status Unskilled 59% |Professional 85%
Farm owner 40%
No occupation 32%
Home ownership  [Own outright 65% [Paying off 87%
Personal income Less than $20k per year 50% |$35 - $49k per year 90%
$50 - $69k per year 91%
$70k or more per year 90%
Household income [Less than $20k per year 36% |$35 - $59k per year 83%
$20 - $34k per year 61% |$60 - $99k per year 90%
$100k or more per year 90%
Savings excl. home |Less than $5k 61% |$50 - $249k 84%
$250k or more 85%
Home value Less than $175k 55% [$300 - $490k 79%
Mortgage debt $50 - $249k 88%
$250k or more 90%
Non Mortgage debt |Less than $500 65% |$500 - $10k 82%
$10 - 99k or more 85%
$100k or more 85%
Quintiles Level 1 54% |Level 3 79%
Level 4 81%
Level 5 84%
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4.2.2 Number of Superannuation Funds

Of those with superannuation, the majority (59%) had one superannuation fund,
around one-quarter had two superannuation funds, and 14% had three or more
superannuation funds. Older superannuation investors (approaching or already in
retirement) were more likely to have investments in only one fund.

Number of Superannuation Funds
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The table below identifies the demographic segments that are most likely to own one,
two, three and four or more superannuation funds respectively. For example, those
over 70 years of age (88%) are most likely to only have one superannuation fund. In
comparison 10% of 25-34 year olds are significantly more likely to hold four or more

superannuation funds.

N

or rollover funds do you have?

Q8 You said that you have superannuation. Approximately how many superannuation

Demographic

Most likely (Number of superannuation funds)

1 2 3 4 or more Can’t Say
59% 26% 8% 6% 2%
Age 70 years 25-34 years
(88%) (10%)
Where born Outside Australia
(5%)
Language Other language
(7%)
Employment Not working
(70%)
Life stage Single live in a
share HH (5%)
Personal income $70k per year
or more
(34%)
Household income $100k or
more per
year (33%)
Non mortgage debt $10K-99k or
more (9%)
Quintiles Level 1 (7%)
Level of control Out of control
all/ most of the
time (15%)
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4.2.3 Types of Superannuation Fund

In 2005, over a quarter (27%) of respondents who had superannuation said that they

invested in a corporate or employer fund.

Consumer understanding regarding different fund types has resulted in a degree of
over-stating of corporate or employer funds (27%) and a degree of under-stating for
retail funds (7%) and industry funds (21%) primarily because employer funds can also

be classified as industry funds or retail funds.

Likewise, self-managed superannuation fund (14%) is likely to be subject to a degree
of over-claim due to some respondents believing mistakenly that the ability to select
investment choices within their fund means they are managing their fund.

One in five (21%) superannuation investors could not say in which type of fund they

had their money invested.

Superannuation Funds - Contribution

Corporate or Employer fund 27
Industry fund 21
Public Sector 15
Self-managed superannuation fund 14
Retail 7

Retirement Savings Account (RSA) 5
private fund - bank/insurance (incl AMP/ING) | 1

Other |1
7—
Can't Say 21
0 20 40 80 100
Base: Total respondents with superannuation (n=2629)
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Q9 And to which of the following fund types do you or your employer currently contribute to?

Demographic

Most likely (to have a fund type)

Self Managed | Industry fund | Corporation Retail Public Retirement
superannuation 21% or employer 7% Sector Savings
fund fund 15% Account
14% 27% 5%
Age 45-59 years 35-44 years 45-59 years
(18%), (33%) (20%),
Origin Aboriginal/
Torres Strait
Islander
(17%)
Education Tech/ Degree Passed year
Commercial/TA (24%) 10 (11%)
FE (28%)
Work status Self employed  |Full time (26%) |Working
(35%) (31%), Full
time (34%)
Employment Owner/ execs inc Professional |Sales (24%) Professional
small business (33%) (22%)
(37%)
Personal income $50k or more per $50k or more $50k or more
year (18%), $70k per year per year
or more (21%) (33%), $70k (20%), $50k-
or more $69k (23%)
(36%)
Household income 100k or more per 100k or more
year (19%) per year
(33%)
Savings $100k or more $250k or
(20%), $250k or more (20%)
more (24%)
Home value $500k or more $300k-$499k
(23%) (20%)
Mortgage debt $250k or $50-$249k
more (43%) (20%)
Non mortgage debt $100k or more
(22%)
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In 2005, over a quarter (27%) of respondents who had superannuation said that they
invested in a corporate or employer fund.

These persons were more likely to be working full time (34%), professional (33%), with
higher income (both personal — 36% and household — 33%), and aged 35-44 years old

(33%).

Q9 And to which of the following fund types do you or your employer currently
contribute to?

Corporate or employer fund

27% of people with superannuation have a Corporate or Employer fund

Demographic

Least likely to have a Corporate or

Most likely to have a Corporate or

Employer fund Employer fund

Age 60 - 69 years 17% (35 - 44 years 33%
70 years + 4%

Employment Not working 13% [Working 31%

Full-time 34%

Work status Unskilled 17% |Professional 33%
Home ownership  [Own outright 22%

Personal income  [Less than $20k per year 18% |$70k or more per year 36%

Household income |[Less than $20k per year 16% |$100k or more per year 33%

4.2.3.2 Industry Fund

Twenty-one percent of respondents said they invested in an industry fund. This was
most common amongst those who had TAFE qualifications. Respondents least likely
to have their money invested in an industry fund were those aged over 70 (2%).

to?

Q9 And to which of the following fund types do you or your employer currently contribute

Industry fund

21% of people with superannuation have an Industry fund

Demographic

Least likely to have an Industry fund

Most likely to have an Industry fund

@CNielsen

Age 70 years + 2%
Education Tech / Commercial/TAFE 28%
Employment Not working 11% [Full-time 26%

Self employed 11%

Personal income  [Less than $20k per year 15%

Non mortgage debt [Less than $500 17%

Quintile Level 1 15%
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4.2.3.3 Public Sector Fund

Fifteen percent of respondents had money invested in a public sector superannuation
fund. This was more prevalent amongst those who held a degree (24%) and less so
amongst those employed in sales (5%) or aged 18-24 (5%). Those from the lowest
level of financial literacy (Quintile level 1: 9%) were less likely to have money invested
in a public sector superannuation fund.

Q9 And to which of the following fund types do you or your employer currently
contribute to?
Public sector
15% of people with superannuation have a Public Sector fund
Demographic Least likely to have a Public Sector fund Most likely to have a Public Sector
fund

Age 18 - 24 years 5% [45 - 59 years 20%
Education Passed Year 11 6% |Degree 24%

Employment Not working 10%
Work status Sales 5% |Professional 22%

Semi-Skilled 7%

Unskilled 6%

Home ownership  [Renting 10%
Personal income  [Less than $20k per year 8% |$50 - $69k 23%

Household income [$20 - $34k per year 8%
Saving excl. home |Less than $5k 10% [$250k or more 20%
Home value $300 - $490k 20%
Mortgage debt $50 - $249k 20%

Quintile Level 1 9%
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4.2.3.4 Self-Managed Fund

Whilst 14% of respondents had self-managed superannuation funds, this was higher
for the self-employed and for owners and managers of small businesses (35% and

37% respectively). This was lowest for younger persons (18-24 years: 5%).

Q9 And to which of the following fund types do you or your employer currently
contribute to?

Self-managed superannuation fund

14% of people with superannuation have a Self-managed superannuation fund

Demographic Least likely to have a Self-managed Most likely to have a Self-managed
superannuation fund superannuation fund
Age 18 - 24 years 5% |45 -59 years 18%
25 - 34 years 9%
Employment Part-time 8% |Self-employed 35%
Work status Owners/Execs inc Small 37%
Businesses
Personal income $70k or more per year 21%
Household income $100k or more per year 19%
Savings excl. home |$5 - $49k 9% |$250k or more 24%
Home value $500k or more 23%
Non mortgage debt $100k or more 22%

4.2.3.5 Retirement Savings Account (RSA)

Aboriginal/Torres Strait Islanders were more likely (17%) than any other group to
contribute to a Retirement Savings Account (RSA), compared to the average (5%).

Q9 And to which of the following fund types do you or your employer currently
contribute to?

Retirement savings account (RSA)

5% of people with superannuation have a Retirement savings account

Demographic Least likely to have a retirement savings Most likely to have a retirement

account savings account
Origin Aboriginal / Torres Strait Islander| 17%
Education Passed Year 10 11%
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4.2.4 Shares
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The proportion of respondents in 2005 with shares (40%) was significantly lower (at
the 99% confidence level) than in 2002 (44%).

As in 2002, the groups least likely to have shares tended to have low savings (less
than $5K: 16%) and were younger (18-24: 18%), having less capacity for discretionary
expenditure. Those from the lowest level of financial literacy (Quintile level 1: 23%)
were also less likely to have shares.

Those with shares were more likely to have savings of over $250K (69%) and high
personal income ($70K or more per year: 64%).
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Q7 Which of the following do you have yourself or jointly with someone?
Shares
40% of people have Shares (either themselves or jointly with someone else)
Demographic Least likely to have Shares Most likely to have Shares
Age 18 - 24 years 18% |45 - 59 years 47%
25 - 34 years 32% |60 - 69 years 47%
State Qld 33% |NSW 45%
Education Primary/some secondary 28% |Degree 50%
Employment Casual 24% |Full-time 44%
Self employed 51%
Life stage Single - Live in shared HH 23% |Couple - Children at home 45%
Single parent 25% |Couple - No Children at home 48%
Work status Semi-Skilled 29% |Professional 52%
Unskilled 17% |Owners/Execs inc Small 51%
No occupation 18% |Businesses
Home ownership  [Renting 19% |Own outright 50%
Personal income  |Less than $20k per year 24% |$50 - $69k per year 46%
$70k or more per year 64%
Household income ($20 - $34k per year 30% |$100k or more per year 55%
Less than $20k per year 21%
Savings excl. home |Less than $5k 16% |$50 - $249k 50%
$5 - $49k 33% |$250k or more 69%
Home value Less than $175k 24% |$300 - $490k 49%
$500k or more 62%
Mortgage debt $250k or more 58%
Non Mortgage debt $100k or more 56%
Quintile Level 1 23% |Level 4 47%
Level 2 33% |Level 5 54%
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4.2.5 Managed Funds
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The proportion of respondents with Managed Funds in 2005 (27%) remained
statistically unchanged from 2002 (29%).

Respondents least likely to have managed investments had savings of less than $5K
(9%). Those from the lowest level of financial literacy (Quintile level 1: 16%) were also
less likely to have managed funds other than superannuation.

Those most likely to have a managed fund were those who had savings of over $250K
(52%) and income of over $70K (47%).
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Q7 Which of the following do you have yourself or jointly with someone?
Managed investments other than superannuation
27% of people have Managed Investments other than Superannuation (either themselves
or jointly with someone else)
Demographic Least likely to have Managed Most likely to have Managed
Investments other than Investments other than
Superannuation Superannuation

Age 18 — 24 years 12% |60 — 69 years 34%
25 — 34 years 21%

Education Degree 35%

Employment Casual 17%

Life stage Single — Live in shared HH 15% |Couple — No Children at home 34%
Single parent 17%

Work status Semi-Skilled 17% |Professional 35%
Unskilled 14% |Owners/Execs inc Small 39%
No occupation 12% |Businesses

Home ownership  [Renting 13% |Own outright 38%

Personal Income [Less than $20k per year 15% |$70k or more per year 47%

Household income ([Less than $20k per year 14% [$100k or more per year 37%
$20 - $34k per year 19%

Savings excl. home |Less than $5k 9% |$50 - $249k 33%
$5 - $49k 20% |$250k or more 52%

Home value $300 - $490k 32%

$500k or more 42%

Mortgage debt $50 - $249k 19% |$250k or more 38%

Non mortgage debt $100k or more 41%

Quintile Level 1 16% |Level 5 37%
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4.2.6 Term Deposits

The proportion of respondents holding Term Deposits in 2005 (22%) did not
significantly change from 2002 (24%).

Younger respondents (18-24 years: 10%) and those who had savings excluding the
home of less than $5K (9%) were least likely to have money in term deposits.

Older respondents (70+ years: 41%) with higher savings ($250K or more: 36%) were
more likely to use term deposits.

Q7 Which of the following do you have yourself or jointly with someone?
Term Deposits
22% of people have a Term Deposit (either themselves or jointly with someone else)
Demographic Least likely to have a Term Deposit Most likely to have a Term Deposit
Age 18 - 24 years 10% |60 - 69 years 35%
25 - 34 years 14% (70 years + 41%
35 - 44 years 16%
Employment Working 19% |Not working 29%
Full-time 18% |Self employed 33%
Casual 10%
Life stage Single parent 14% |[Couple - No Children at home 29%
Work status Unskilled 14% |Farm owner 43%
Home ownership  [Paying off 11% |Own outright 36%
Renting 13%
Savings excl. home |Less than $5k 9% |$50 - $249k 30%
$250k or more 36%
Mortgage debt Less than $50k 12%
$50 - $249k 12%
$250k or more 14%
Home value $500k or more 31%
Non Mortgage debt [$500 - $10k 17% |Less than $500 28%
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4.2.7 Investment Property
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Investment Property owners (19% in 2005, 18% in 2002) were less likely to be
younger (18-24 years: 5%), unskilled (5%), with low savings (less than $5K excluding
home: 6%) and low personal income (less than $20K per year: 9%).

Not surprisingly, Investment Property owners were more likely to have high mortgage
debt ($250K or more: 57%). They were more likely to have higher personal income
($70K or more per year: 40%) and savings ($250K or more: 49%).

Q7 Which of the following do you have yourself or jointly with someone?
An investment property
19% of people have an Investment property (either themselves or jointly with someone else)
Demographic Least likely to have an investment Most likely to have an investment
property property
Gender Female 16%
Age 18 - 24 years 5% |45 -59 years 26%
70 years + 12%
Education Degree 26%
Employment Not working 13% [Working 22%
Full-time 23%
Self employed 38%
Life stage Single - Living alone 13% |Couple - Children at home 24%
Single - Live in shared HH 11%
Single parent 12%
Work status Semi-Skilled 12% |Professional 25%
Unskilled 5% [Owners/Execs inc Small 33%
Businesses
Home ownership  [Renting 8% |Own outright 23%
Personal income  [Less than $20k per year 9% [$70k or more per year 40%
$20 - $34k 12%
Household income [Less than $20k per year 7% |$100k or more per year 34%
$20 - $34k per year 9%
Savings excl. home |Less than $5k 6% [$250k or more 49%
$5 - $49k 9%
Home value Less than $175k 11% |$500k or more 36%
$175 - $299k 14%
Mortgage debt Less than $50k 10% |$250k or more 57%
Non mortgage debt [Less than $500 15% |$100k or more 52%
Quintile Level 1 11% |Level 5 25%
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4.2.8 Retirement Income Stream

Those with a Retirement Income Stream (10%) such as an annuity or pension were
likely to earn less than $34K per year (less than $20K per year: 17% and between
$20K and $34K per year: 15%) and those not working (21%).

Q7 Which of the following do you have yourself or jointly with someone?
Retirement income stream product such as an annuity or pension
10% of people have a Retirement Income Stream Product such as an annuity or pension
(either themselves or jointly with someone else)
Demographic Least likely to have a Retirement Most likely to have a Retirement
Income Stream product such as an [Income Stream product such as an
Annuity or Pension Annuity or Pension

Education Some tertiary / diploma 4% |Primary/some secondary 18%

Employment Working 4% |Not working 21%
Full-time 3%
Part-time 5%
Casual 3%

Life stage Single - Live in shared HH 3% |[Single - Living alone 18%
Single parent 4% |Couple - No Children at home 13%
Couple - Children at home 5%

Home ownership  [Paying off 4% |Own outright 16%
Renting 6%

Personal income  [$50 - $69k per year 5%

Household income [$35 - $59k per year 6% |Less than $20k per year 17%
$60 - $99k per year 5% |$20 - $34k per year 15%
$100k or more per year 6%

Savings excl. home |$5 - $49k 7% [$250k or more 15%

Mortgage debt $50 - $249k 5%
$250k or more 4%

Non mortgage debt Less than $500 14%
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Respondents who indicated that they had a Retirement Income Stream Product were
asked which Retirement Income Stream Product features best matched the product
(or products) that they had.

The majority of respondents who had a Retirement Income Stream such as an annuity
or pension claimed that their product provided a set income for the rest of their lives
(41%). This group tended to have lower income and savings. The next most common
product feature cited was to have a regular income ‘until the money runs out’ (17%).

Retirement Income Stream Product Feature

A set income that you receive for the rest of your life 41
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 17
market

Some other type 14

A set income that you receive for a term that is based on your life 1
expectancy

A set income that you receive for a term that is based on your life 9
expectancy that is linked to the investment market,

A set income that you receive for a specified term (e.g. 10 years) 8

Can't say/Refused 9

0 20 40 60 80 100

Base: Total respondents with Retirement Income Stream (n=325)
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4.3 Insurance

Respondents were asked which insurance products they had themselves or jointly with
someone else'®.

e Around four in five (82%) stated that they had or jointly had house or contents
insurance; this is significantly higher than the 75% reported in 2002.

e Nearly four in five (79%) stated that they had or jointly had comprehensive
vehicle insurance.

e Private health insurance was held or jointly held by 60% which is slightly above
the reported figure in 2002 of 57%.

e Thirty-five percent identified that they had or jointly had some form of life
insurance; this is slightly higher than the 33% reported in 2002. In all likelihood,
however, most consumers who have superannuation will have life insurance
but will have failed to recognise that fact.

Financial Products - Insurance

100 -

House or Contents Insurance Comprehensive Vehicle Private Health Insurance Life Insurance.
Insurance (N/A 2002)

| m2002 02005 |

Base: Total respondents 2005 (n=1413) nationally representative telephone survey conducted 19™-20™
November 2005; 2002 Total respondents (n=3548)

356
' For this chart only, insurance penetration figures for 2005 are sourced from a separate nationally
representative telephone survey (n=1413) conducted by ACNielsen in November 2005, as the original
figures were not comparable to the figures in 2002. The most likely reason is likely to be changes in the
question i.e. inclusion of an instruction to ask non-holders of comprehensive vehicle insurance whether
they had third party insurance. A methodological note is available in Appendix 5.
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4.3.1 Income Protection Insurance

Twelve percent of respondents had income protection insurance.
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The group least likely to have income protection insurance included those with lower
household income (less than $20K: 1%), lower personal income (less than $20K: 4%),
and persons not working (3%). Respondents who fell in the lower literacy levels

(Quintile level 1: 5%) were also less likely to hold income protection insurance.

Income protection insurance was highest amongst the self employed (29%) and high

personal income earners ($70K or more: 29%).
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Q7 Which of the following do you have yourself or jointly with someone?
Income protection insurance
12% of people have Income Protection Insurance (either themselves or jointly with someone else)
Demographic Least likely to have Income Protection | Most likely to have Income Protection
Insurance Insurance
Gender Female 9% |Male 16%
Age 18 — 24 years 7% |25 — 34 years 17%
60 — 69 years 4% |35 —44 years 21%
Geography W. Aus 20%
Education Primary/some secondary 5%
Employment Not working 3% |Working 18%
Full-time 20%
Self employed 29%
Life stage Single — Living alone 8% |Couple — Children at home 19%
Work status Semi-Skilled 7%
Unskilled 7%
Home ownership |Own outright 7% |Paying off 21%
Personal income |[Less than $20k 4% |$50 - $69k 19%
$20 - $34k 8% |$70k or more 29%
Household Less than $20k per year 1% |$60 - $99k per year 17%
income $20 - $34k per year 5% [$100k or more per year 23%
Savings excl. Less than $5k 6% |$50 - $249k 19%
home
Home value $500k or more 16%
Mortgage debt $50 - $249k 21%
$250k or more 28%
Non mortgage Less than $500 8% |$10 — 99k 18%
debt $100k or more 28%
Quintile Level 1 5% |Level 4 17%
Level 5 17%
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4.4 Mortgage

The proportion of respondents in 2005 with a home mortgage (29%) was significantly
lower than in 2002 (32%). The proportion of respondents with a mortgage on an
investment property in 2005 (11%) remained statistically unchanged from 2002 (10%).

These findings are consistent with the cooling of the residential property market in the
period since 2002.

Overall, the demographic pattern remained consistent with that observed in 2002.
People less likely to have a mortgage (whether for the home or an investment
property) were either very young or very old, and tended to have lower household
income levels.

Financial Products - Mortgage

100 1
80 -
60 -

40 |
32

20 A
10 1

I N

A Mortgage for your own home A Mortgage on an Investment Property

| o200 w2005 |

Base: Total respondents 2002 (n=3548), 2005 (n=3513)

ANZ Survey of Adult Financial Literacy in Australia, November 2005 Page 85 of 356

@CNielsen



i

4.4.1 Mortgage for Your Own Home

The proportion of respondents in 2005 with a home mortgage (29%) was significantly
lower than in 2002 (32%).

Those less likely to have a home mortgage were (as in 2002) more likely to be either
in the younger or older age groups (the younger segment, of course, are less likely to
have sufficient income to take on a mortgage; while the older segment are most likely
to have paid off their mortgage), and have low household income (less than $20K per
year: 9%). People who could not state an occupation (5%) were also less likely to
have a home mortgage. Respondents who fell in the lower financial literacy level
(Quintile level 1: 16%) were also less likely to have a home mortgage.

Home mortgage holders tended to be aged 35-44 (52%), had partners and children at
home (49%), and had higher personal income ($70K+: 51%).

N
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Q7 Which of the following do you have yourself or jointly with someone?
A Mortgage for your own home
29% of people have a Mortgage for their own home (either themselves or jointly with someone else)
Demographic Least likely to have a Mortgage Most likely to have a Mortgage
Age 18 — 24 years 8% |25 — 34 years 38%
60 — 69 years 8% |[35—44 years 52%
70 years + 2% |45 —59 years 38%
Languages Other languages 22%
Education Primary/some secondary 15% |Degree 35%
Employment Not working 13% |Working 38%
Full-time 42%
Self employed 44%
Life stage Single — Living alone 18% |Couple — Children at home 49%
Single — Live in shared HH 10%
Couple — No Children at home 25%
Work status Semi-Skilled 21% |Professional 36%
Unskilled 19%
No occupation 5%
Personal income  [Less than $20k per year 17% [$50 - $69k per year 44%
$70k or more per year 51%
Household income |[Less than $20k per year 9% |[$60 - $99k per year 45%
$20 - $34k per year 16% |$100k or more per year 1%
Savings excl. home |Less than $5k 20% |$50 - $249k 37%
Home value $175 - $299k 46%
$300 - $490k 41%
$500k or more 36%
Non mortgage debt [Less than $500 20% [$500 - $10k 36%
$10 — 99k 36%
$100k or more 53%
Quintile Level 1 16% |Level 4 34%
Level 5 37%
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4.4.2 Mortgage on an Investment Property
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Eleven percent of the population had a mortgage on an investment property, not

significantly different from the 10% recorded in 2002.

Respondents who were less likely to have an investment property mortgage were
those in unskilled work (1%), those whose household income was less than $20K per
year (1%) and those who were either young (18 to 24: 2%) or older (70 years +: 2%).
Respondents from the lowest level of financial literacy (Quintile level 1: 4%) were also

less likely to hold an investment property mortgage.

Those most likely to have an investment property mortgage had savings of $250K+
(28%), were self-employed (23%), had a personal income of $70K or more a year
(25%), and had a degree (17%).
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Q7 Which of the following do you have yourself or jointly with someone?
A Mortgage on an investment property
11% of people have a Mortgage on an Investment property — either themselves or jointly with
someone else
Demographic Least likely to have a Mortgage on an | Most likely to have a Mortgage on an
Investment property Investment property
Age 18 - 24 years 2% |35 -44 years 15%
60 - 69 years 5% |45 - 59 years 16%
70 years + 2%
Education Primary/some secondary 3% |Degree 17%
Not working 4%
Employment Working 14%
Full-time 15%
Self employed 23%
Life stage Single - Living alone 6% |Couple - Children at home 15%
Single - Live in shared HH 6%
Work status Semi-Skilled 6% |Professional 16%
Unskilled 1%
Home ownership  [Renting 5% |Paying off 15%
Personal income  |Less than $20k per year 3% |$50 - $69k per year 16%
$20 - $34k per year 6% |$70k or more per year 25%
Household income |Less than $20k per year 1% |$60 - $99k per year 14%
$20 - $34k per year 2% |$100k or more per year 22%
Savings excl. home |Less than $5k 2% |$250k or more 28%
$5 - $49k 6%
Home value $500k or more 20%
Non mortgage debt |Less than $500 6% |$100k or more 40%
Quintile Level 1 4% |Level 5 15%
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4.5 Loans

Overall, the proportion of respondents in 2005 with a loan (other than a mortgage) of
some type was 34%. (A loan includes a home equity loan, a reverse mortgage,
personal loan, loan by line of credit or overdraft, a margin loan (which is a loan solely
to purchase shares or managed investments) and a lease or hire purchase
agreement).

Compared to 2002, for most loan types there was no significant change other than for
a Personal Loan (decline from 18% in 2002 to 14% in 2005) and a Lease or Hire
Purchase Agreement (decline from 11% in 2002 to 9% in 2005) where the change was
significant.

It is believed that growing credit card usage with lower interest rates may be a cause
of the decline in Personal Loan usage, with many institutions no longer offering loans
for amounts of less than $5,000.

Financial Products - Loans

100 ~

80 1

60 -

40 A

20 14 14
12 1M g 8 9
2 2 1
0 - N
A Personal Loan A Loan by line of A Lease or Hire A Home Equity A "Margin" Loan A Reverse
credit or overdraft Purchase Loan which is a loan Mortgage
Agreement solely to purchase

Shares or Managed
Investments

| o200z B 2005

Base: Total respondents 2002 (n=3548), 2005 (n=3513)
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Those least likely to have any loan from a financial institution were older age groups
(70 years+: 7%), respondents with low household income (less than $20K per year),
and persons not working (16%) or giving no occupation (16%). Respondents with the
lowest financial literacy (Quintile level 1: 24%) were also less likely to have loans.

Those most likely to have a loan were families with children at home (45%), as well as
respondents who had higher personal income ($70K+: 56%), those who were working
(43%) and those who were self employed (52%).
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Q7 Which of the following do you have yourself or jointly with someone?
Loans (total)
34% of people have a loan of some type, other than a mortgage (either themselves or jointly with
someone else)

Demographic Least likely to have a loan of some type [Most likely to have a loan of some type
Gender Female 30% |Male 38%
Age 60 - 69 years 15% |25 - 34 years 42%

70 years + 7% |35 - 44 years 46%

45 - 59 years 41%

Geography Qld 39%
Education Primary/some secondary 23%

Employment Not working 16% |Working 43%

Full-time 47%

Self employed 52%

Life stage Single - Living alone 27% |Couple - Children at home 45%
Work status No occupation 16%

Home ownership  [Own outright 21% |Paying off 49%

Personal income  [Less than $20k per year 21% |$50 - $69k per year 44%

$70k or more per year 56%

Household income |[Less than $20k per year 15% |$60 - $99k per year 45%

$20 - $34k per year 24% |$100k or more per year 48%

Savings excl. home $250k or more 42%

Home value $500k or more 39%

Mortgage debt $50 - $249k 50%

$250k or more 65%

Non mortgage debt [Less than $500 15% |$500 - $10k 40%

$10 - 99k or more 65%

$100k or more 64%

Quintile Level 1 24% |Level 5 41%
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4.5.1 Personal Loan

The proportion of respondents in 2005 with a personal loan (14%) was significantly
lower (at the 99% confidence level) than in 2002 (18%).

Those least likely to have a personal loan included older respondents (70 years +:
2%), persons not working (6%), and those with lower household income (less than
$20K per year: 6%).

Groups more likely to have a personal loan included those aged 25-34 years (23%),
those renting (22%) and those in full-time employment (22%).

Q7 Which of the following do you have yourself or jointly with someone?
A personal loan
14% of people have a Personal Loan (either themselves or jointly with someone else)
Demographic Least likely to have a Personal Loan Most likely to have a Personal Loan

Age 60 - 69 years 4% |25 - 34 years 23%
70 years + 2%

Geography Qld 18%

Employment Not working 6% |Working 18%

Full-time 22%

Life stage Single - Live in shared HH 19%

Home ownership  [Own outright 7% |Renting 22%

Personal income  [Less than $20k per year 9% |$35 - $49k per year 20%

$50 - $69k per year 18%

Household income |[Less than $20k per year 6% |$60 - $99k per year 19%
Savings excl. home |$250k or more 9%
Home value $300 - $490k 9%
$500k or more 9%

Non mortgage debt [Less than $500 3% |$10-99k 37%
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4.5.2 Line of Credit or Overdraft
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Twelve percent of respondents had a line of credit or overdraft in 2005, not
significantly different from 2002 (14%).

Older respondents (70 years +: 3%) were less likely to have a line of credit or
overdraft, as were younger respondents (18 to 24: 4%). Respondents from the lowest
level of financial literacy (Quintile level 1: 7%) were also less likely to have a loan by
line of credit or overdraft.

Those more likely were those who had personal income of $70K or more (25%), as
well as those who were self employed (28%) and farm owners (31%).

Q7 Which of the following do you have yourself or jointly with someone?

A loan by line of credit or overdraft

someone else)

12% of people have a loan by line of credit or overdraft (either themselves or jointly with

Demographic

Least likely to have a loan by line of

credit or overdraft

Most likely to have a loan by line of

credit or overdraft

Age 18 — 24 years 4% (35— 44 years 20%
60 — 69 years 7% |45 —59 years 18%
70 years + 3%
Education Primary/some secondary 7%
Employment Not working 6% |Working 16%
Full-time 17%
Self employed 28%
Life stage Single — Live in shared HH 5% |Couple — Children at home 19%
Work status Farm owner 31%
Home ownership  [Own outright 9% |Paying off 19%
Renting 9%
Personal income  [Less than $20k per year 7% |$70k or more per year 25%
Household income |[Less than $20k per year 6% |$60 - $99k per year 17%
$20 - $34k per year 7% |$100k or more per year 20%
Savings excl. home |Less than $5k 9% [$250k or more 19%
Home value $500k or more 18%
Mortgage debt $50 - $249k 19%
$250k or more 28%
Non mortgage debt [Less than $500 6% |$10 — 99k or more 20%
$100k or more 33%
Quintile Level 1 7% |Level 5 17%
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4.5.3 Lease or Hire Purchase Agreement
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The proportion of respondents in 2005 with a lease or hire purchase agreement (9%)
was significantly lower (at the 99% confidence level) than in 2002 (11%).

Respondents aged 70 years + (1%) were the least likely to have a lease or hire
purchase agreement.

Those more likely were the self employed (25%) and those with a mortgage debt of
$250K or more (22%).

Q7 Which of the following do you have yourself or jointly with someone?

A lease or hire purchase agreement

else)

9% of people have a lease or hire purchase agreement (either themselves or jointly with someone

Demographic

Least likely to have a lease or hire

purchase agreement

Most likely to have a lease or hire

purchase agreement

@CNielsen

Age 60 - 69 years 4% |25 - 34 years 13%
70 years + 1%

Employment Not working 5% |Working 12%
Self employed 25%

Life stage Couple - Children at home 13%
Home ownership  [Own outright 4% |Paying off 13%
Renting 13%

Personal income $70k or more per year 18%
Household income $100k or more per year 15%
Home value $500k or more 13%
Mortgage debt $50 - $249k 13%
$250k or more 22%

Non mortgage debt |Less than $500 4% [$10 - 99k 19%
$100k or more 21%
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4.5.4 Home Equity Loan
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Nine percent of respondents had a home equity loan'™ in 2005, not significantly
different from 2002 (8%).

Those most likely to have a home equity loan were in the highest financial literacy
level. They included small business owners (19%) and those with savings excluding
the home over $250K (19%).

Q7 Which of the following do you have yourself or jointly with someone?

A home equity loan

9% of people have a Home Equity Loan (either themselves or jointly with someone else)

Demographic

Least likely to have a Home Equity Loan

Most likely to have a Home Equity

Loan
Gender Female 6% |Male 12%
Age 18 - 24 years 1% |35 -44 years 15%
60 - 69 years 4% |45 - 59 years 14%
70 years + 1%
Employment Not working 4% |Working 12%
Full-time 13%
Self employed 17%
Life stage Single - Living alone 5% |Couple - Children at home 16%
Single - Live in shared HH 3%
Work status Owners/Execs inc Small 19%
Businesses
Personal income Less than $20k per year 4%
Household income [Less than $20k per year 2% |$60 - $99k per year 13%
$100k or more per year 17%
Savings excl. home |Less than $5k 5% [$250k or more 19%
$5 - $49k 6%
Home value $300 - $490k 12%
$500k or more 15%
Non mortgage debt [Less than $500 5% |$10 - 99k 14%
$100k or more 25%
Quintile Level 1 5% |[Level 5 14%

356

'® A Home Equity Loan is typically a line of credit secured by a registered first mortgage over the
person's property. A Home equity loan allows the person the flexibility to turn the equity in their property

into a ready source of funds up to an approved limit.
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4.5.5 Reverse Mortgage

Respondents were asked if they had a reverse mortgage'’ for the first time in 2005.
One percent of respondents had a reverse mortgage in 2005 (no comparison available
with 2002).

A reverse mortgage was most common with respondents who have a large non-
mortgage debt ($100k or more: 4%). Other groups that showed higher than average
ownership of reverse mortgage were those with higher income (personal income $70K
or more: 3% and household income over $100K: 3%). We suspect that high levels of
non-mortgage debt and income could be directly related to the reverse mortgage.

Q7 Which of the following do you have yourself or jointly with someone?
A Reverse Mortgage
1% of people have a reverse mortgage (either themselves or jointly with someone else)
Demographic |Least likely to have a reverse mortgage| Most likely to have reverse mortgage

Employment Self employed 3%
Home ownership Paying off 2%
Personal income $70k or more per year 3%

$50k or more per year 2%
Household $100k or more per year 3%
income
Saving excl. $250k or more 3%
home
Home value $500k or more 3%
Mortgage debt $250k or more 3%
Non mortgage $100k or more 4%
debt

356
' Reverse Mortgages typically enable homeowners to convert the equity in their homes into tax-free
income without having to sell the home. Interest charged on the reverse mortgage is capitalized back
onto the loan, instead of being paid by the borrower each month. The loan is repaid at the point when
the homeowner no longer occupies the home as the principal residence, sells the home or passes away.
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5 Understanding Financial Products & Services

This section investigates a number of categories of financial understanding, covering
investment fundamentals, bad credit ratings, and various product characteristics
related to joint loans, mortgage and insurance products. Other aspects of financial
understanding that are examined include Internet banking risk and the ability to read
and understand financial statements.

Low financial competence across these categories of financial understanding is likely
to make it more difficult for consumers to access and use the financial system. In
particular, lack of understanding of investment fundamentals leaves consumers at risk
of poor decision-making when providing for their retirement.

Key Findings

Overall, consumers with a lower level of financial literacy were significantly less likely
to understand financial concepts, product characteristics, responsibilities and risks,
and to access and use financial statements within the categories tested.

e Those with the lowest level of financial literacy were significantly less likely to
understand fundamental investment concepts. These included: (1) being least
likely to agree with the statement that “an investment with high return is likely to
have a higher than average risks”; (2) being least likely to state that “short-term
fluctuations in market value can be expected, even with good investments”; (3)
being less likely to consider an investment advertising a return “well above market
rate and no risk” to be too good to be true and not invest; and (4) being less likely
to think that diversity was important when investing over 5 years or more.

e It is not surprising that the lowest literacy group has a low understanding of
investment fundamentals, but it is somewhat surprising that only 47% of the total
sample correctly identified that an investment with a high return and no risk was
likely to be “too good to be true”. A large percentage of the population understand,
in theory, the relationship between risk and return and yet, nearly half would still be
prepared to invest in something that they ought to have recognised was too good
to be true.

e This is important because, in the broader context, consumers are increasingly
being asked to be responsible for their own retirement. The research shows that a
sizeable group of people do not understand what a good investment is. Around a
quarter of the sample thought that investments that fluctuated in value were not
good, or that investments that were good always increased in value. On top of this
a further 10% could not say.

o Asked to identify the cause of a bad credit rating, the majority of respondents
(61%) correctly stated: “being more than 60 days late with the minimum payment
on a credit card”. However, quite a large proportion (39%) did not answer the
question correctly. Moreover, in a separate question almost a third of respondents
could not think of any information that would influence their credit standing. A bad
credit rating can affect the ability of an individual to borrow and so can limit their
ability to build assets. Those with low levels of financial literacy (Quintile level 1)
were even less likely to understand the determinants of a bad credit rating.

ANZ Survey of Adult Financial Literacy in Australia, November 2005 Page 95 of 356

@CNielsen



i

@CNielsen

Sixty-seven percent of people surveyed recognised correctly that they would be
liable for any debt incurred on a secondary credit card on their credit card account,
a figure which is eight percentage points lower than when measured in 2002
(75%). Persons in the lowest financial literacy group (Quintile level 1) were the
least likely to correctly recognise this fact.

The group with the least awareness of the responsibilities of joint card holders was
the lowest literacy group. Similarly, this group was less likely to correctly identify
that both people in a joint account are responsible for repayment of the entire loan.

The majority of consumers understand the relative disadvantages of a fixed
interest rate on their mortgage. Persons with low financial literacy (Quintile level 1)
were the least likely to perceive being locked in as a disadvantage. Most
respondents said they would not take any actions with their mortgages when
advised of an upcoming increase in the interest rate. Thirty-five percent of
respondents would simply pay it and 28% stated they would do nothing (effectively
the same thing). The lowest financial literacy Quintile (level 1) were no more likely
than other consumers to simply pay when advised of an upcoming increase.

In general, awareness that an insurance company could refuse a claim based on
inaccuracies in disclosure was low. Only fifty-one percent of those who had
insurance answered correctly. Those with the lowest level of financial literacy
(Quintile level 1: 30%) were more likely to be in this group.

In general, the majority (78%) of consumers were aware of risks associated with
banking on the Internet and the maijority were able to suggest ways to minimise
risk. Those with the lowest level of financial literacy (Quintile level 1) were least
likely to be in this group.

The majority of respondents received and read their bank account statements
(88%), credit card or store card statements (86%), and superannuation statements
(76%). Consumers with the lowest level of financial literacy (Quintile level 1) were
less likely to report that they received financial statements, such as bank account
statements, credit card or store card statements, and superannuation statements.
Sixteen percent of respondents overall did not read their superannuation
statements, and the main reasons they gave for this were that they “couldn’t be
bothered” (39%) and that they were “too difficult to understand” (29%). Whereas
77% of the group with the highest level of financial literacy (Quintile level 5) said
that they found understanding an annual statement for their superannuation fund
“easy or very easy”, for Quintile level 1 the figure was 39%.
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5.1 Investment Fundamentals

5.1.1 Investment Risk and Return

When asked whether the statement ‘an investment with a high return is likely to have
higher than average risks’ was true or false, the vast majority (89%) of respondents
with managed investments or insurance correctly recognised that with high return,

there is a likely higher risk. This is significantly higher than that recorded in 2002
(85%).

High Return = High Risk

2005
(n=3113)

2002
(n=3293)

0 20 40 60 80 100
B TRUE B FALSE B Can't say

Base: All respondents with managed investments or insurance 2002 (n=3293), 2005 (n=3113)

K‘((( . ANZ Survey of Adult Financial Literacy in Australia, November 2005 Page 97 of 356
@Cl\helsen

= 3



i

Those least likely to agree with the statement “an investment with high return is likely
to have higher than average risks” were those with the lowest literacy (Quintile level 1:
74%), as well as those who had savings less than $5k (81%), and those with a
younger profile (18-24 years: 81%).

Those most likely to agree with the statement were those categorized in the highest
level of financial literacy (Quintile level 5: 97%), as well as those who had savings of

$250K or more (95%).

Q60 An investment with a high return is likely to have higher then average risks?
(TRUE/FALSE)

TRUE

89% of people who have either a managed investment or insurance correctly believe that an
investment with a high return is likely to have higher than average risks

Demographic

Least likely to correctly believe that an
investment with a high return is likely to
have higher than average risks

Most likely to correctly believe that an
investment with a high return is likely
to have higher than average risks

@CNielsen

Gender Female 85% Male 92%
Age 18 - 24 years 81%
Language Other languages 84%

Education Primary/some secondary 83% Degree 93%

Employment Casual 84% Full-time 92%
Life status Single - Live in shared HH 81%
Single parent 82%

Work status Unskilled 81% Professional 92%
Home ownership  [Renting 85%

Personal income $35 - $49k per year 92%

$50 - $69k per year 94%

$70k or more per year 92%

Household income |[Less than $20k per year 84% $100K or more 92%

Saving excl. home |[Less than $5k 81% $50 - $249k 93%

$250k or more 95%

Mortgage debt $250k or more 94%

Quintile Level 1 74% Level 4 96%

Level 5 97%
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5.1.2 High Return and No Risk

All respondents with investments or insurance were asked:

“Which one of the following would you recommend for an investment advertised as
having a return well above market rates and no risk?

e Consider it ‘too good to be true’ and not invest
e Invest lightly to see how it goes before investing more heavily
¢ Invest heavily to maximise your return”.

Around half (49%) of the respondents appropriately reported that they would consider
it ‘too good to be true’ and not invest, i.e. the “correct” response. The proportion of
people who gave this response was not significantly different from the 46% recorded in
2002.

A similar proportion (46%), however, would make some level of investment: 43%
would invest lightly to see how it went before investing more heavily, and a further 3%
said they would invest heavily to maximise their return. While the approach of ‘testing’
a product before committing to it may often be a sensible approach, this is not the
case with investment products. Many scams are perpetrated by initially providing
investors with high returns in order to encourage them to increase their level of

investment.
High Return with No Riskl
2005
(n=3113) 49 43
2002
(n=3293) e e

0 20 40 60 80 100
B Consider it too good to be true and not invest

M Invest lightly to see how it goes before investing more heavily
M Invest heavily to maximise your return
O Can't say

Base: All respondents with managed investments or insurance 2002 (n=3293), 2005 (n=3113)
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Those who were less likely to consider an investment advertising “a return well above
market rate and no risk” to be too good to be true and not invest, were more likely to
be younger (18 to 24 years: 29%), 25 to 34 year olds (41%), and those who speak a
language other than English at home (37%). This group also included those with the
lowest level of financial literacy (Quintile level 1: 36%).

Those who were more likely to appropriately understand the relationship between risk
and return were those in the highest level of financial literacy (Quintile level 5: 68%),
as well as those with savings of $250K or more (60%) and aged 70 years + (62%).

Q62 Which one of the following would you recommend for an investment advertising as
having a return well above market rate and no risk?
Consider it too good to be true and not invest
49% of people (with either a managed investment or insurance) would correctly consider
an investment advertising as having a return well above market rate and no risk as too
good to be true, and would not invest
Demographic Least likely to invest in an investment | Most likely to invest in an investment
that is advertised as having a return well | that is advertised as having a return
above market rate and no risk well above market rate and no risk
Age 18 - 24 years 29% 60 - 69 years 57%
25 - 34 years 41% 70 years + 62%
Language Other languages 37%
Education Degree 58%
Employment Casual 39%
Life stage Single - Live in shared HH 38%
Work status Professional 58%
Home ownership  |Renting 38% Own outright 55%
Personal income $70k or more per year 58%
Saving excl. home |Less than $5k 41% $250k or more 60%
Quintile Level 1 36% Level 5 68%
Level 2 42%
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Q62 Which one of the following would you recommend for an investment advertising as
having a return well above market rate and no risk?

Most likely

Demographic

Most at risk,

Invest heavily to
maximise your return
(4%)

Middle risk,

Invest Lightly to see how it
goes before investing more
heavily (44%)

Not at risk,

Consider it too good to be
true and not invest

(47%)

Age 18-24 years (65%), 25-34 60-69 years (57%), 70+
years (51%) years (60%)

Language Other language (8%)

Education Finished year 12 (51%) Degree (55%)

Life stage Single living in a shared [Single parent (56%)

HH (7%)

Work status

Professional (55%)

Home ownership

Renting (52%)

Own outright (54%)

Personal income

$50k or more (53%), $70k or
more (58%)

Saving excl. home

Less than $100k (48%), less
than $5k (52%)

$100k or more (56%),
$250k or more (61%)

Home value $300-$499k (53%)
Mortgage debt Less than $50k (53%)
Quintile Quintile 2 (50%) Quintile 5 (66%)

Level of control

Fluctuates between in and out
of control (50%)
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As stated, close to half of the respondents (43%) answered that they would “invest
lightly to see how it goes before investing more heavily”. These respondents were
more likely to be in younger age groups (18 to 24: 65%), as well as those who were

single parents

(54%).

N

Those who spoke a language other than English at the home (8%) were most likely to

answer that they would “invest heavily to maximise their return” (to recap, the

comparative figure across all respondents with managed investments or insurance

was just 4%).

Q62 Which one of the following would you recommend for an investment advertising as
having a return well above market rate and no risk?

Invest lightly to see how it goes before investing more heavily

43% of people (would either a managed investment or insurance) would invest lightly where an
investment was advertised as having a return well above market rate and no risk

Demographic

Least likely to invest lightly where an
investment was advertised as having a
return well above market rate and no risk

Most likely to invest lightly where an
investment was advertised as having a
return well above market rate and no

risk
Age 60 - 69 years 34% 18 - 24 years 65%
70 years + 25% 25 - 34 years 51%
Education Degree 37%
Life stage Single parent 54%
Employment status |Not working 37%
Work status Professional 35%
Home ownership  |Own outright 37% Renting 52%
Household income [$70k or more per year 35%
Saving excl. home |$100k or more 37% Less than $5k 52%
$250k or more 33%
Home value $500k or more 37%
Quintiles Level 5 32% Level 2 50%
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5.1.3 Market Fluctuations

All respondents with investments or insurance were asked:

“Which one of the following is the most accurate statement about fluctuations in
market values:

¢ Investments that fluctuate in value are not good in the long term
e (Good investments are always increasing in value

o Short-term fluctuations in market value can be expected, even with good
investments”.

Two in three (66%) respondents correctly suggested “short-term fluctuations in market
value can be expected, even with good investments” to be the most accurate
statement about fluctuations in market values. This is marginally above that recorded
in 2002 (63%).

Only 5% incorrectly believed that “investments that fluctuate in value are not good in
the long term”, however a further 21% incorrectly thought that the most accurate
statement about fluctuations in market values was that “good investments are always
increasing in value”. A further 8%, meanwhile, could not say.

Market Fluctuations

2005
(n=3113)

2002
(n=3293)

0 20 40 60 80 100
M Investments that fluctuate in value are not good in the long term

B Good investments are always increasing in value

W Short-term fluctuations in market value can be expected, even with good investments

@ Can't say

Base: All respondents with managed investments or insurance 2002 (n=3293), 2005 (n=3113)
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Those who were most likely to understand the impact of market fluctuations were
those in the highest two literacy levels (Quintile level 5: 89% and Quintile level 4:
81%), as well as those with a high level of education (degree: 82%).

Those in the lowest level of financial literacy (Quintile Level 1: 36%), as well as those
with lower levels of education (primary/some secondary: 43%) and those in unskilled
work (47%), were the least likely to recognise that short-term fluctuations in market
value can be expected, even with good investments.

N

Q61 Which one of the following is the most accurate statement about fluctuations in

market values?

Short-term fluctuations in market value can be expected, even with good investments
66% of people (with either a managed investment or insurance) correctly believe that short-term
fluctuations in market value can be expected, even with good investments

Demographic | Least likely to correctly believe that |Most likely to correctly believe that

short-term fluctuations in market short-term fluctuations in market
value can be expected, even with value can be expected, even with
good investments good investments
Age 70 years + 46% 45 - 59 years 71%
Language Other languages 56%
Education Primary/some secondary 43% Some tertiary / diploma 75%
Passed Year 10 53% Degree 82%
Employment Not working 58% Working 71%
Full-time 72%
Life stage Single - Living alone 60% Couple - Children at home 72%
Work status Sales 48% Professional 79%
Semi-Skilled 57%
Unskilled 47%
Home ownership Paying off 71%
Personal income  [Less than $20k per year 57% $50 - $69k per year 74%
$70k or more per year 79%
Household income |[Less than $20k per year per year |51% $60 - $99k per year 75%
$100k or more per year 76%
Saving excl. home |Less than $5k 54% $50 - $249k 1%
$250k or more 79%
Home value Less than $175k 55% $500k or more 74%
Mortgage debt $50 - $249k 73%
$250k or more 77%
Quintile Level 1 36% Level 4 81%
Level 2 53% Level 5 89%
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5.1.4 Importance of Diversity

Respondents were asked to think about the importance of diversity when investing
over five years or more. Seventy-nine percent said that diversity was either very
important or quite important, indicating that the majority recognised the importance of
investment diversification. This figure is unchanged from 2002.

|Importance of Diversificationl

2005
(n=2058)
2002
(n=2187)
0 20 40 60 80 100
W Very important W Quite important @ Of some importance @ Not at all important OCan't say

Base: All respondents who have investments 2002 (n=2187) 2005 (n=2058)
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Those who were least likely to think that diversity was important when investing over 5
years or more were younger respondents (18 to 24: 30%) as well as 25 to 34 year olds
(41%). Those who were single living in a shared household (35%) were also in this
group. The group with the lowest level of financial literacy (Quintile level 1: 36%) were
also less likely to consider diversification very important.

Conversely, those in the highest level of financial literacy (Quintile level 5: 65%) and
those between 60 and 69 years old (59%) were the most likely to think that diversity
was important.

Q65 Thinking about investing over five years or more, how important do you consider
diversification of your funds across different types of investments?

Very important

or more

49% of people with investments believe that it is very important to consider diversification of
funds across different types of investments when thinking about investing over five years

Demographic

Least likely to believe that it is very
important to consider diversification of
funds across different types of
investments when thinking about
investing over five years or more

Most likely to believe that it is very
important to consider diversification of
funds across different types of
investments when thinking about
investing over five years or more

Age 18 - 24 years 30% 60 — 69 years 59%
25 - 34 years 41%

Education Finished year 12 41%

Life stage Single - Live in shared HH 35%

Saving excl. home |Less than $5k 39% $250k or more 57%

Home value $500k or more 57%

Quintile Level 1 36% Level 5 65%
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5.2 Bad Credit Rating

Respondents were asked:

“Thinking about debts and borrowing money, which one of a list of causes was most
likely to give someone a bad credit rating?”

The majority (61%) correctly perceived that the most likely cause of a bad credit rating
was “being more than 60 days late with the minimum payment on a credit card”.

A significant proportion (20%) stated causes, which, while possible under some
circumstances, were much less likely to lead to a bad credit rating. Over one in ten
(11%) perceived that a cause of a bad credit rating was taking out a second mortgage
to buy your own home and 9% perceived borrowing from an organisation other than a
bank could be a cause of a bad credit rating.

A further 7% incorrectly thought that asking the bank for an increased overdraft
affected your credit rating. Twelve percent couldn’t say.

Factors Affecting Credit Rating

Being more than 60 days late with the minimum 61
payment on a credit card
Taking out a second mortgage to buy your own
home

Borrowing from an organisation other than a
bank

Can't say

o
9
o
Asking the bank for an increased overdraft 7
N
e
0

Base: 50% of total respondents (n=1756)
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Those in the lowest level of financial literacy (Quintile level 1: 36%) and those aged 70
+ (32%) were least likely to correctly respond that being more than 60 days late with
the minimum payment on a credit card would be most likely to give someone a bad

credit rating.

Respondents who were categorized in the highest two levels of literacy (Quintile level
5: 93% and Quintile level 4: 80%) were the most likely to answer this way.

Q91 Thinking about debts and borrowing money, which one of the following is most
likely to give someone a bad credit rating?

Being more than 60 days late with the minimum payment on a credit card

Of the range of alternatives presented, 61% of people believed that being more than 60 days late with|
the minimum payment on a credit card was most likely to give someone a bad credit rating

Demographic Least likely to believe that being more | Most likely to believe that being more
than 60 days late with the minimum than 60 days late with the minimum
payment on a credit card was most likely| payment on a credit card was most
to give someone a bad credit rating — of | likely to give someone a bad credit
the range of alternatives presented rating — of the range of alternatives
presented
Age 70 years + 32% |25 - 34 years 71%
35 - 44 years 71%
State S. Aus 47%
Education Primary/some secondary 46% [Degree 70%
Employment Not working 47% |Working 68%
Full-time 72%
Life stage Single - Living alone 53%
Work status Semi-Skilled 51%
No occupation 26%
Home ownership  [Own outright 54% |Paying off 68%
Personal income  [Less than $20k per year 53% |$70k or more per year 78%
Household income [Less than $20k per year 47% |$60 - $99k per year 71%
$100k or more per year 72%
Mortgage debt $50 - $249k 70%
Non mortgage debt [Less than $500 53% |$10 - 99k 74%
Quintile Level 1 36% |Level 4 80%
Level 2 53% |Level 5 93%
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When asked what sort of information is collected to determine your credit rating,
respondents incorrectly believed that a wide variety of sources were used. While all of
the responses below may be taken into account by a lender when assessing a credit
application, the factors permitted to be recorded by a credit reporting agency are
limited (for example, a credit reporting agency is not permitted to record a consumer’s
income).

A person’s credit rating is determined by whether the person has defaulted on credit or
a loan, and 29% correctly identified this. Some respondents, however, were unclear
or incorrect; for example, 22% thought that details of late payment were taken into
consideration, while 14% thought that a person’s income or salary were taken into
consideration. Sixteen percent, meanwhile, thought that their credit record/financial
history/previous borrowing was taken into consideration (this, however, would only be
the case if they had defaulted). Almost a third of respondents could not think of any
information that would influence credit standing.

Information Determining Credit Rating

Repayment defaults

Late payments - any time period

Credit record/financial history/previous borrowing
Income/salary/financial turnover

Liabilities/details of debts - hp/rent/bill payments/credit card
Loan or credit refusals

Assets - real estate/investments/life insurance

Late payments -3 months or more

Employment/employment history

Can't Say / No idea

0 20 40 60 80 100

Base: 50% of total respondents (n=1756)
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Those from the lowest level of financial literacy (Quintile level 1: 14%) were among the
least likely to state that repayment defaults were collected to determine your credit
rating. A very low percentage (3%) was also recorded for those who stated they had
no occupation.

In the higher literacy levels less than half correctly identified repayment defaults as a
determinant of your credit rating. For Quintile level 5 the figure was 46% and for levels
3 and 4 it was 37%.

Q92 As far as you are aware, what sort of information is collected to determine your
credit rating?
Repayment defaults
29% of people believe that information on repayment faults is collected to determine a person’s
credit rating
Demographic |Least likely to believe that information on| Most likely to believe that information
repayment faults is collected to on repayment faults is collected to
determine a person’s credit rating determine a person’s credit rating
Age 18 - 24 years 17%
70 years + 16%
Education Primary/some secondary 17% |Degree 38%
Employment Not working 23% |Full-time 35%
Work status Semi-Skilled 17% |Professional 38%
No occupation 3%
Home ownership Paying off 36%
Savings excl. home |Less than $5k 21%
Personal income $50 - $69k per year 43%
Mortgage debt $50 - $249Kk per year 40%
Quintile Level 1 14% |Level 3 37%
Level 4 37%
Level 5 46%
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For those who couldn’t say what sort of information is collected to determine your
credit rating those with the lowest literacy (Quintile level 1: 57%) as well as those who
had lower levels of education (primary/some secondary: 54%) had significantly higher

than average responses.

Those with the lowest responses were from the highest levels of literacy (Quintile level

5: 10% and Quintile level 4: 15%).

credit rating?

Q92 As far as you are aware, what sort of information is collected to determine your

Can’t Say

rating

29% of people were unable to say what sort of information is collected to determine their credit

Demographic

Least likely to not be able to say what
sort of information is collected to

determine their credit rating

Most likely to not be able to say what

sort of information is collected to
determine their credit rating

Age 25-34 year 20% |70+ years 58%
35-44 years 21%
Education Primary /some secondary 54%
Employment Working 21% [Not working 47%
Full time 18%
Part time 21%
Life stage Couple children at home 24% |Single living alone 39%
Work Status Professional 17% |Semi skilled 44%
Unskilled 48%
No Occupation 79%
Home ownership  [Paying off 18% [Own outright 38%
Personal income  [$50k or more per year 16% |Less than $20k per year 43%
$35-$49k per year 17%
$50k- $69k per year 17%
$70k or more per year 15%
Household income [$100k or more per year 19% |Less than $20k per year 48%
$60-$99k per year 19%
Savings (excl $50-$249k 20% (Less than $5k 40%
home)
Mortgage $50-$249k 16%
$250k or more 16%
Non mortgage debt [$500-$10k 19% |Less than $500 39%
$10-$99k or more 19%
Quintiles Level 4 15% |Level 1 57%
Level 5 10%
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5.3 Debt on Secondary Credit Card

Respondents were asked the following:

“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?

e You are not responsible for any debt the other person incurs on the card —

they are

e You and the other person are each responsible for half the total debt on the

card

¢ You are only responsible for debt incurred on the card by the other person

if they are less than 18 years old

e You are entirely responsible for any debt the other person incurs on the

card.

Seventy-three percent of people surveyed recognised correctly that they would be
liable for any debt incurred on a secondary credit card on their credit card account, a

figure which is two percentage points lower than when measured in 2002 (75%).

| Additional) Credit Card Responsibility|

2005
(n=2303)

60 80 100

N
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0 20 40
M You are not responsible for any debt the other person incurs on the card - they are
B You and the other person are each responsible for half the total debt on the card
@ You are only responsible for debt incurred on the card by the other person if they are less than 18 years old
@ You are entirely responsible for any debt the other person incurs on the card
OCan't say

Base: Respondents with a credit card and insurance or investment 2002 (n=2224), 2005 (n=2303)
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The groups with least awareness of the responsibilities of card holders were both
younger (18-24 years: 69%) and older (70+ years: 59%). They were also more likely
to have no occupation (36%), lower income (personal income less than $20K per year:
65%) and a lower level of education (primary/some secondary: 56%). The lowest
financial literacy groups (Quintile level 1: 35% and Quintile level 2: 56%) were more
likely to be in this category.

Conversely, the highest awareness of the responsibility of card holders included those
with high levels of personal income ($70K or more per year: 86%) and higher levels of
education (degree: 81%). This included the highest financial literacy groups (Quintile
level 4: 86% and Quintile level 5: 97%).

Additional groups which were more likely to understand the responsibilities of card

holders included persons whose level of control was described as being “out of control
all / most of the time” (84%).
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Q63 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?
You are entirely responsible for any debt the other person incurs on the card
73% of people (with a credit card and insurance or investment) correctly believe that the primary
holder of a credit card is entirely responsible for any debt incurred by another person on the card
Demographic Least likely to correctly believe that the | Most likely to correctly believe that the
primary holder of a credit card is entirely primary holder of a credit card is
responsible for any debt incurred by entirely responsible for any debt
another person on the card incurred by another person on the
card
Age 18 - 24 years 69% |35 - 44 years 78%
70 years + 59%
Language Other languages 65%
Education Primary/some secondary 56% |Degree 81%
Passed Year 10 64%
Employment Not working 66% |Full-time 78%
Life stage Single living alone 66% |Couple - Children at home 78%
Work status Semi-Skilled 63% |Professional 80%
Unskilled 56% |Other white collar 78%
No occupation 36% |Semi professional 78%
Farm owner 65%
Sales 66%
Home ownership Paying off 78%
Personal income  [Less than $20k per year 65% |$70k or more per year 86%
Less than $50k 69% |$50k or more 80%
Household income [$35-$59k per year 68% |$60 - $99k per year 78%
Less than $20k per year 59% |$100k or more per year 81%
Saving excl. home $250k or more 80%
Home value Less than $175k 64% [$500k or more 78%
Mortgage debt $50 - $249k 78%
$250k or more 86%
Non mortgage debt [Less than $500 69% [$10 - 99k 82%
Quintile Level 1 35% |Level 4 86%
Level 2 56% |Level 5 97%
Level of control Out of control all / most of the 84%
time
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5.4 Repayment on a Joint Loan Account

In a situation where two people jointly take out a loan, 76% of respondents with
managed investments or insurance correctly identified that both people are
responsible for repayment of the entire loan.

The percentage who correctly answered this question (76%) is significantly lower than
the 81% recorded in 2002.

Joint Account Responsibility

2005
(n=3113)

2002
(n=3293)

0 20 40 60 80 100

B Each person is responsible for repayment of half the loan

B Both persons are responsible for repayment of the entire loan

@ Only one person must be responsible for repayment of the entire loan

@ The older of the two persons is responsible for repayment of the entire loan
O Can't say

Base: Respondents with managed investments or insurance 2002 (n=3293), 2005 (n=3113)
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Those most likely to respond correctly were those with high levels of personal income
($70k or more per year: 85%), those with medium or large mortgages ($50-249K: 85%
and $250k or more: 85%), and those with high levels of literacy (Quintile level 4: 86%
and Quintile level 5: 97%).

The lowest levels of correct responses were those amongst farm owners (54%), as
well as those 70 years + (56%) and those in the lowest levels of financial literacy
(Quintile level 1: 46% and Quintile level 2: 68%).

describes the responsibility for repayment of the loan?

Q64 If two people jointly take out a loan, which one of the following most accurately

Both persons are responsible for repayment of the entire loan

76% of people correctly believe that both persons are responsible for repayment of the entire loan if
two people jointly take out a loan

Demographic

Least likely to correctly believe that both
persons are responsible for repayment
of the entire loan if two people jointly

take out a loan

Most likely to correctly believe that

both persons are responsible for

repayment of the entire loan if two

people jointly take out a loan

Age 70 years + 56% 35 - 44 years 81%
45 - 59 years 80%
Education Primary/some secondary 61% Degree 81%
Employment Not working 69% Full-time 81%
Life stage Single - Living alone 67% Couple - Children at home 83%
Single - Live in shared HH 69%
Work status Farm owner 54% Professional 81%
Home ownership  [Own outright 71% Paying off 83%
Personal income Less than $20k per year 70% $70k or more per year 85%
Household income [Less than $20k per year 63% $60 - $99k per year 83%
$100k or more per year 82%
Savings excl. home |Less than $5k 70% $250k or more 83%
Home value Less than $175k 66%  [$300 - $490k 80%
Mortgage debt $50 - $249k 85%
$250k or more 85%
Non mortgage debt [Less than $500 70% $10 - 99k or more 82%
Quintile Level 1 46% Level 4 86%
Level 2 68% Level 5 97%
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5.5 Mortgage Products

5.5.1 Mortgage Interest Rate Increase

Respondents who have a mortgage on their own home or an investment property were
asked what they would do when advised of an upcoming increase in their mortgage
interest rate.

Thirty-five percent would simply pay it and 28% stated they would do nothing
(effectively the same thing).

A small proportion (27%) would seek to renegotiate or change their mortgage product.
Eleven percent would change the loan structure, 10% would switch to a cheaper
lender, and 6% would discuss the increase with their mortgage provider.

A further 9% of respondents who have a mortgage, however, couldn’t say what action
they would take when advised of an upcoming increase in their interest rate.

Action Upon Mortgage Increase

Pay it

Wouldn't do anything

Change loan structure e.g. from variable to fixed or split loan
Switch to cheaper lender

Discuss increase with mortgage provider

Forego something in order to pay it

Put the property up for sale

Extend loan period

Don't Know / Can't say

Other

60 80 100

Base: All respondents who have a mortgage (n=1319)
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5.5.2 Fixed Rate Disadvantages

Nearly three in four (72%) respondents who are considering a mortgage in the next 12
months knew that one of the disadvantages of a fixed interest loan is that the rate is
locked in even if variable interest rates go down.

Nearly one in five (17%), however, couldn’t say what the disadvantages of a fixed
interest loan were.

Awareness of Fixed Interest Disadvantages

Locked in/stay the same when
: ] 72
variable interest rates go down

Fee for early termination ] 5

Fixed interest higher than variable ]3

Can't say 17

Other 9

0 20 40 60 80 100

Base: Total respondents considering a mortgage in the next 12 months (n=288)

Respondents in Quintile 1, the lowest level of financial literacy, were least likely to
respond that “you are locked into the rate even if the variable rate goes down” (48%).

N

Q80 As far as you know, what are the disadvantages of fixed interest loans, compared
with variable interest loans?

Locked in/stay the same when variable interest rates go down

72% of people considering taking a mortgage in the next 12 months understand that a disadvantage
of fixed interest loans compared with variable interest loans is that the rate is locked in, or stays the
same if the variable interest rate goes down

Demographic Least likely to understand that with a Most likely to understand that with a
fixed interest loan the rate stays the fixed interest loan the rate stays the
same, even when the variable rate goes same, even when the variable rate
down goes down
Quintile Level 1 | 48% |
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5.6 Insurance Products

5.6.1 Claim Refusal

Respondents with insurance were asked whether they were aware that their insurance
company could refuse their claim because when they took out or renewed the policy
they did not accurately answer some specific questions asked by the insurer that were
relevant to the loss.

In general, awareness that an insurance company could refuse a claim based on
inaccuracies in disclosure was low. Only fifty-one percent of those who had insurance
answered correctly.

Whether Insurance Claim Can Be Refused

100 ~

80 -

60 -

40 1

51

20 ~

= Yes ENo O Can't say

Base: Total respondents with insurance (n=2892)

ANZ Survey of Adult Financial Literacy in Australia, November 2005 Page 119 of 356

@CNielsen



N

i
)

Those with the lowest levels of awareness that a claim could be refused because of
inaccuracies in disclosure were more likely to be older (70+ years: 26%), those in
unskilled work (36%), and those whose household income was less than $20k per
year (36%). Those with the lowest level of financial literacy (Quintile level 1: 30%)
were also in this group.

Those with high levels of awareness were those with highest levels of literacy (Quintile
level 5: 69%), those whose personal income was $70k or more per year (64%) and

those with a mortgage debt of $250k or more (61%).

Q59 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?

YES

51% of people correctly believe that an insurance company can refuse a claim when a person takes
out or renews a policy and does not accurately answer some specific questions asked by the insurer

that were relevant to the loss.

@CNielsen

Demographic Least likely to correctly believe that an | Most likely to correctly believe that an
insurance company can refuse a claim |[insurance company can refuse a claim
when a person takes out or renews a when a person takes out or renews a
policy and does accurately answer some| policy and does accurately answer
specific questions asked by the insurer | some specific questions asked by the
that were relevant to the loss insurer that were relevant to the loss
Age 70 years + 26% 25 - 34 years 58%
Education Primary/some secondary 40% Degree 58%
Passed Year 10 43%
Employment Not working 41% Working 56%
Full-time 59%
Work status Unskilled 36% Professional 59%
Home ownership Paying off 58%
Personal income Less than $20k per year 44% $70k or more per year 64%
Household income [Less than $20k per year 36% $60 - $99k per year 57%
$100k or more per year 59%
Savings excl. home |Less than $5k 43% $250k or more 59%
Mortgage debt $50 - $249k 61%
$250k or more 61%
Non mortgage debt $10 - 99k 59%
Quintile Level 1 30% Level 4 59%
Level 2 40% Level 5 69%
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5.6.2 Cooling Off Period

Respondents were asked whether they were aware that there was a cooling off period
after taking out a new house and contents insurance policy during which time they
could cancel the policy and have their premium fully refunded.

Two-thirds (65%) of respondents knew that there is a cooling off period after taking out
home and contents insurance — significantly lower for 18-24 year olds (54%).

|Coo|ing Off Periodl

100 ~
80 1

13

60 -

40 -

20 -

‘ I1Yes HNo OCan't say

Base: 50% of total respondents (n=1756)
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5.7 Internet Banking Risk

Respondents were asked if they thought there were risks associated with banking on
the Internet. The majority (78%) said that there were.

Risks Associated with Internet Bankingl

Can't say
2%

NG risks Associated
with Internet
Banking
20%

Base: Total respondents who use or know how to use internet banking (n=2187)

Over half of respondents who see risks associated with internet banking noted key
logging by hackers (59%) as the biggest risk associated with Internet banking,
followed by unsecured sites (27%) and credit card fraud (19%).
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Risks Associated with Internet Bankingl

Key logging - hackers
Unsecured sites

Credit card fraud

lack of security/access to personal details/privacy issues
Email scams

Phishing

Viruses

Easy to make mistakes
Money laundering
Can't Say

Other

80 100
Base: Total respondents who see risks associated with internet banking (n=854)

Two-thirds (66%) of respondents who see risks associated with internet banking said
that they were aware of ways to minimize the risks associated with Internet banking.

Those in the lowest level of financial literacy (Quintile level 1: 48%) and those with a
lower level of education (Year 10 level: 47%) were least likely to be aware of ways to
minimize the risks.

Those categorized in the highest level of financial literacy (Quintile level 5) were more
likely to be aware of ways to minimize the risks (77%).
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Aware of How to Minimise Risk of Internet Bankingl

Can't say
3%

ot aware of how to
minimise risks
associated with
Internet Banking
31%

Base: Total respondents who see risks associated with internet banking (n=854)

Q53 Are you aware of any ways in which these risks can be minimised?

YES

66% of people who believe that there are risks associated with Internet banking, consider that they
do know how these risks can be minimalised

Demographic Least likely to know how to minimalise | Most likely to know how to minimalise
the risks the risks
Geography Non Capital 57%
Education Passed Year 10 47% |[Degree 76%
Work status Professional 75%
Quintile Level 1 48% (Level 5 7%
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Four methods were most commonly cited to minimise risks associated with Internet
Banking: using a firewall (32%), keeping anti-virus software up to date (27%),
changing passwords regularly (23%), and ensuring that the bank has a secure site

and/or good security measures in place.

How to Minimise Risks Associated with Internet Banking

Firewall

|32

Keep anti-virus software up to date

|27

Change password regularly

|23

Ensure bank has a secure site/has good security measures in place

|19

Don't use links in emails to financial institution websites
Vigilance with passwords/codes/details/pin nos |
Check for viruses i
Don't open suspect files |

cocol_

Check all transactions/information carefully
Always close browser |
Only use a safe/secure computer - home/work not public one i
Don't use public computers/public internet access |
Use a credit card with small limit on it i
Can't say i
Other |

20 40

Base: Total respondents who are aware of ways in which internet banking risks can be minimised (n=563)
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5.8 Reading and Understanding Financial Statements

The ability to read and understand financial statements is important for consumers to
enable them to make effective financial decisions.

Respondents were asked whether they received three types of financial statements:
e Bank account statements,
e Credit card or store card statements,
e Superannuation statements.

Those who did receive statements were then asked a number of further questions (but
not all questions were asked for all types of financial statement). Questions that were
asked are indicated by a tick (v') in the table below, by statement type.

Questions asked of respondents who Type of financial statements
received financial statements
Bank account | Credit card or | Superannuation
store card

Did you read these at all? v v v
What do you generally look for? v v v
[IF DON'T READ] Why do you not read them? v v v
For how long do you keep them? x v v
Would you find understanding an annual statement x x v
easy or difficult?

Consumers with the lowest level of financial literacy (Quintile level 1) were less likely
to report that they received financial statements, such as bank statements, credit card
or store card statements, and superannuation statements.

This group were also less likely (74%) than the average (84%) to read superannuation
statements. Whereas 77% of the group with the highest level of financial literacy
(Quintile level 5) said they found understanding an annual statement for their
superannuation fund “easy or very easy”, for Quintile level 1 the figure was 39%.
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5.8.1 Bank Account Statements

Ninety-seven percent of respondents said they received bank account statements,
with the majority (88%) of bank customers receiving and reading their bank account
statements. In 2002, 92% said that they received and read their bank account
statements.

Those aged 70+ were least likely to say they receive bank statements (83% versus an
average of 97%)'®, whereas 18-24 year olds were least likely to read their statements
(84% versus average of 92%).

|Received and/or Read Bank Statementsl

100 ~

80 1

60 1

40

20 A

Bank Statement
‘ M Received & Read M Received & NOT Read BNOT Received

Base: 50% of all respondents with ordinary bank account (n=1702)

356
'® This is likely explained, at least in part, by a higher incidence of holding of passbook accounts
amongst older persons.
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Q34 Do you receive bank account statements?

YES

97% of people with an ordinary bank account believe that they receive bank account statements

Demographic

Least likely to believe that they receive
bank account statements

Most likely to believe that they receive
bank account statements

Age 70 years + 83% |45 -59 years 99%
Education Primary/some secondary 91% |Degree 99%
Employment Not working 92% [Working 99%

Full-time 99%
Life stage Couple - Children at home 99%
Home ownership  [Own outright 94% |Paying off 99%
Household income $60 - $99k 100%
Savings excl home $250k or more 100%
Non mortgage debt $500 - $10k 99%
Quintile Level 1 92%

Q35 Do you read these at all?

YES

92% to people who believe they receive bank account statements read them

Demographic

statement

Least likely to read their bank account

Most likely to read their bank account
statement

Age

18 - 24 years

84%

60 - 69 years

98%

Employment

Full-time

88%

Not working

96%
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Respondents nominated (unprompted) a wide range of factors that they looked for in
their bank account statements. The most frequent response was to check that
everything is right (62%). The second most frequent activity was to check fees,
including account fees (33%) and transaction fees (11%). Close to a third checked
their account balance and 21% checked their debits.

Respondents aged 60-69 and those with savings of over $250K were more likely to
check that everything is right (73%) on their bank statement.

|What Look for in Bank Statementl

To check that everything is right | 62

Account fees |33

130

Account balance
Debits 21

Transaction type i 14
Credits | 13

Transaction fees | 11

Interest earned 9
Date of transactions | 6
Account details | |4
Cheque numbers i 3
Receipt number i 2
Taxes | |2

Date of statement i 1

100

Base: 50% of all respondents who read bank statements (n=1645)

Q36 And what do you generally look for when you receive your bank account statement?

To check that everything is right

62% of people who read their bank account statement read the statement to check that everything is

right

Demographic

Least likely to read the statement to
check that everything is right

Most likely to read the statement to
check that everything is right

Age

60 - 69 years 73%

Savings excl. home

Less than $5k 53%

$250k or more 73%

@CNielsen
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Of the 8% of respondents who said they did not read their bank account statements,
the most common reason given was couldn’t be bothered (30%). The next most
common was keep track of it on the Internet (20%), and someone else reads them
(20%).

Why Don't Read Bank Account Statement

Couldn't be bothered 30
Keep track of it on the internet 20
Someone else reads them 20
Just assume they're correct/ok 13
Don't have the time 9

Other priorities more important

Find it too depressing/ worried about what | would find

Can't say

5

4
Too difficult to understand | |3
4

Other 4

0 20 40 60 80 100

Base: 50% of all respondents who don't read their bank account statements (n=51)
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5.8.2 Credit or Store Card Statements

Ninety-two percent of respondents with credit or store cards said they received their
credit card or store card statements, and 86% who received their credit or store cards
read their statements when they come in. In 2002, 92% said that they received and
read their credit or store card statements.

Those aged 18-24 were least likely to say they received their credit or store card
statements (73% versus an average of 90%).

Received and/or Read Credit or Store Card Statements

100 ~

80 1

60 -

40 A

20 -

Credit or Store Card Statement
‘ M Received & Read M Received & NOT Read B NOT Received ‘

Base: Total respondents with credit or store card, 50% of eligible sample (n=1119)

Q38 Do you receive credit card or store card statements?

YES

92% of people who have a credit or store card believe they receive a statement

Demographic | Least likely to believe that they receive a | Most likely to believe that they receive
statement a statement

Age 18 - 24 years 73% |35 - 44 years 98%
70 years + 82%

Life stage Single - Live in shared HH 83% |[Couple - Children at home 96%

Personal income $50 - $69k per year 98%

Household income |[Less than $20k per year 80% |$100k or more per year 97%

Non mortgage debt |Less than $500 86% |$500 - $10k 97%
Quintile Level 1 84%
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Respondents who read credit or store card statements nominated (unprompted) a
wide range of factors that they looked for in their credit or store card statements.
Statements were most often read to check that everything was correct (71%).

Respondents with more than $250K in savings were more likely to read statements for
accuracy (84%) than any other group.

What Look for in Credit or Store Card Statementl

To check that everything is right |71

Account balance 21
Amount spent 18
Interest charged 16
Account fees 15
Date of transactions 12
Date payment is due 5
Minimum payment due 5
Amount repaid 5
Account details 4

Available credit | |2

0 20 40 60 80 100

Base: Total respondents who read credit or store card statements, 50% of eligible sample (n=1119)
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Respondents were asked to indicate how long they kept their credit or store card
statements for. On average, respondents reported that they kept their credit card or
store card statements for 5 years before disposing of them.

Of those who stated that they received credit or store card statements, ninety percent
kept their statements for at least one year and almost four in ten kept their statements
for at least 7 years (as required for tax purposes). Only 2% discarded the statements
within a month of receiving.

Length of Time Keep Credit or Store Card Statementl

100 -

80 A

60 -

40 ~

20 A

4 4

0 1 1

0 7 7
Lessthan 1-6days 1-4 weeks 1-5 6-11 1-3years 4 -6 years 7-8 9ormore  Forever
one day months months years/as years
required for
tax
purposes

Base: Total respondents who received credit card or store card statements, 50% of eligible sample
(n=1119)
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5.8.3 Superannuation Statements

Overall 91% of people with superannuation stated that they had received a
superannuation statement, while 76% indicated that they had not only received a
statement but read it as well.

The proportion of superannuation customers who recalled receiving a statement (and
reading it, i.e. 76%) was marginally below that recorded in 2002 (81%). The
proportion was also lower than that for other products like bank accounts and credit
cards (the proportion receiving and read statements for these products were 88% and
86% amongst the respective products customer bases).

Given companies are required by law to send out a statement to customers it's
significant that nine percent of superannuation customers could not recall having
received a statement when in reality they may well have.

Respondents categorized as the lowest level of financial literacy (Quintile level 1),
meanwhile, were least likely to say they received their superannuation statements
(79% versus 91% average).

Respondents aged 60-69 were most likely to have read their superannuation
statements (97% versus average of 84%).

Q43 Do you receive superannuation statements?

YES

91% of people with superannuation believe they receive a superannuation statement

Demographic Least likely to believe they receive a Most likely to believe they receive a

statement statement

Age 18 - 24 years 82% |45 - 59 years 96%
Employment Not working 83% |Full-time 94%
Savings excl home |Less than $5k 83%
Quintile Level 1 79%

Q44 Do you read these at all?

YES - Reads
84% of people who receive a superannuation statement read the statement
Demographic Least likely to read the statement Most likely to read the statement
Age 18 - 24 years 69% |60 - 69 years 97%
Life stage Single - Live in shared HH 73%
Savings excl. home |Less than $5k 73%
Quintile Level 1 74% |Level 5 91%
Level 2 74%
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Respondents who read superannuation fund statements nominated (unprompted) a
wide range of factors that they looked for in their superannuation fund statements.
Unlike bank account and credit card or store card statements, where accuracy is the
primary reason for reading the statement, respondents read superannuation fund
statements to check on the value of their investment (44%) and performance of their
investment (36%).

Respondents who read superannuation fund statements also examined their
statements to check that everything is right (26%), and check management fees
(16%). Ten percent look at employer contributions and 7% look at personal
contributions.

|What Look for in Superannuation Fund Statementl

Value of investment

Investment return/Performance
To check that everything is right
Management fees

Employer contributions
Personal contributions

Nothing in particular

Exit fees

Break down of investments

60 80 100

Base: Total respondents who read superannuation fund statements, 50% of eligible sample (n=1011)
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Of the 16% of respondents who did not read their superannuation statements
(compared with 9% in 2002), 39% said it was because they couldn’t be bothered and
29% found the statements too difficult to understand.

Those respondents who found the superannuation statements too difficult to
understand were more likely have a non-mortgage debt of $500-$10k (36%), savings
excluding home of $50-$249k (43%), annual personal income of $50-$69k (37%), and
be involved in either an unskilled occupation (66%) or casual employment (55%).

|Why Didn't Read Superannuation Fund Statementl

Couldn't be bothered

Too difficult to understand

Just assume they're
correct/OK

Someone else reads them

Don't have time

Other priorities more important
(eg mortgage or credit card)

Don't receive them

60 80 100

Base: Total respondents who don’t read superannuation fund statements, 50% of eligible sample (n=178)
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Superannuation statements were kept for an average of 7 years - longer than the 5
years for credit card statements. Forty-one percent of respondents said they kept their
superannuation statements forever. Overall, around nine in ten keep their statements
for at least one year.

Length of Time Keep Superannuation Fund Statement

100 +

80 -

60 -

40 ~

20 4 14

0 T T T T
Lessthan 1-6days 1 -4 weeks 1-5 6-11 1-3years 4-6years 7-8 9ormore  Forever
one day months months years/as years
required for
tax
purposes

Base: Total respondents who received superannuation statements (n=1192)
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In 2005, more respondents said they found their annual superannuation statements
easy or very easy to understand (62%) as compared with 2002 (58%).

|Degree of Understanding Annual Superannuation Fund Statementl
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Base: 2002 - respondents with superannuation (n=2516); 2005 - 50% of respondents with superannuation

(n=1305)

Those respondents characterized as the highest level of financial literacy (Quintile
level 5: 77%) were most likely to say that they found their superannuation statements
“easy or very easy” to understand. Those least likely were in the lowest level of
financial literacy (Quintile level 1: 39%).

Q48 Would you find understanding an annual statement for superannuation fund?

Very easy / Easy

62% of people with superannuation believe that it would be either easy or very easy to understand
an annual statement for a superannuation fund

Demographic

Least likely to believe it would be easy or
very easy to understand an annual
superannuation statement

Most likely to believe it would be easy
or very easy to understand an annual

superannuation statement

Age 18-24 years + 49%

Savings excl. home |Less than $5k 49%

Personal Income $70k or more per year 72%

Quintile Level 1 39% |Level 5 77%
Level 2 47%

@CNielsen
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6 RetirementPlanning

This section investigates a number of categories of financial understanding relating to
retirement planning and superannuation. For this section, the sample consisted of
respondents who had superannuation, were aged below 65 years of age, and were
employed (rather than self-employed).

The topics covered included whether respondents had identified a figure for how much
money they would need to live on each year in their retirement, what factors they
should take into consideration when trying to calculate whether their current
arrangements were enough for future retirement, and their expectations for how they
thought superannuation would provide for them in retirement.

Respondents were also asked a number of questions to test their understanding of
superannuation, including whether they were aware that employers are required by
law to make superannuation payments on behalf of their employees, whether they
understood that they could make superannuation payments additional to those
payments made by their employer, whether they knew if superannuation was taxed at
a higher or lower rate than other investments, and whether they were aware of
superannuation choice.

Finally, respondents were asked a number of questions related to basic understanding
of superannuation performance, including whether they understood that return after
fees gave the best indication of how their superannuation fund or managed investment
is performing, what types of things people commonly do that often result in the final
value of superannuation or managed investment being reduced, whether they
understood potential problems with having multiple superannuation funds, and what
things they would consider when choosing a superannuation fund.

Low financial competence across these categories of financial understanding is likely
to make it more difficult for consumers to plan and save effectively for their retirement.

Key findings

Overall, consumers had a good understanding of the need to save for retirement, that
employers need to contribute to a fund and that they can make additional
contributions, as was the case in 2002. Understanding of other facts about
superannuation was more variable. Compared with the 2002 Survey, expectations of
some people about how well their superannuation would provide for them in retirement
had become more realistic.

o Asked whether they had identified a figure for how much per year they would need
to live on when they retire, thirty-five percent said that they had and just under two
thirds hadn’t. Of those who hadn’t, the highest proportion was amongst those
groups who were furthest away from retirement, as well as those with low
household income and single parents. Those with low levels of financial literacy
were also in this category.

¢ When asked what factors someone would need to take into account when trying to
calculate whether their current arrangements were enough for future retirement,
the top factor mentioned was “costs that might need to be met during retirement”
(40%), the second factor was “desired standard of living in retirement” (35%), and
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the third was “the current cost of living” (31%). Those in the lowest level of financial
literacy (Quintile level 1: 26%) were significantly less likely to identify costs that
might need to be met during retirement. Those least likely to respond “can’t say”
had the highest levels of financial literacy.

Respondents with superannuation aged under 65 and employed were given four
statements and asked to indicate which best described their expectations for how
their superannuation would provide for them in retirement. Overall, expectations of
some people about the standard of living in retirement appear to have become
more realistic than in the 2002 survey. This can be seen in the fact that those who
expect to live “about as comfortably” in retirement as they were now decreased
from 37% in 2002 to 34% in 2005. Those who expected to be “less comfortable
than they were now, but getting by OK” increased from 37% in 2002 to 40% in
2005.

Ninety-seven percent of respondents said that they were aware that employers
were required by law to make superannuation payments on behalf of their
employees. This has remained unchanged since the study in 2002. Everyone
(100%) in the highest financial literacy level, Quintile level 5, was aware of this,
and 87% of those in the lowest financial literacy level, Quintile level 1, were aware
of this.

Respondents with the lowest level of financial literacy (Quintile level 1: 74%) were
among those least likely to recognise that the statement: “employees cannot make
superannuation payments additional to any payments made by their employer”,
was false. Those with the highest levels of financial literacy were most likely to
recognise that the statement was false.

More than half (56%) of respondents correctly recognised that superannuation was
taxed at a lower rate than other investments, up from 53% in 2002. Those with the
lowest levels of financial literacy were less likely to be in this category.

When asked what changes to the law regarding superannuation would come into
effect July 1 2005, 55% of people surveyed correctly identified (unprompted)
“super choice / portability / ability to choose superannuation fund provider”. Those
in the lowest two levels of financial literacy were least likely to identify this.

Seventy-seven percent of respondents correctly answered that the best indication
of the performance of a superannuation fund was “return minus fees”. Those with
the highest levels of financial literacy were the most likely to answer correctly.
Those least likely to answer correctly were in the lowest two levels of financial
literacy.

The most common (unprompted) view of what other type of things that people
commonly do that often result in the final value of superannuation or managed
investment being reduced was: “can’t say” (42%). The next highest was not
contributing sufficient funds (19%) followed by taking money out/taking a lump
sum/withdrawing money early (12%), and switching funds frequently (11%). Those
in the lowest level of financial literacy were more likely to respond “can’t say”.

Respondents identified two main potential problems associated with having
multiple superannuation funds: losing track of the accounts, and the likelihood of
incurring higher fees. Those who were most likely to respond “can’t say” to the
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question regarding the potential problems with having multiple superannuation
funds were those in the lowest level of financial literacy.

¢ When choosing a superannuation fund, the main factor for consideration was fees
and charges (37%), followed by long-term level of performance (33%). Twenty
percent of respondents said that they would look at recent level of performance,
even though recent level of performance is a poor guide to future performance.
Fund risk is an important consideration, and how risky the fund is, as well as the
options offered/high risk and low risk options, were each mentioned by sixteen
percent of respondents. Those in the lowest level of financial literacy were less
likely to consider the long-term level of performance as a consideration factor when
choosing a superannuation fund.
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6.1 Retirement Money

Ninety-three percent of respondents under 65 who were not retired recognised the
importance of saving for retirement through superannuation. Of those in the lowest
financial literacy Quintile level 1, few placed complete faith in the Government to fill
any superannuation gap (9%).

|Reliance on Government

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

5

0 10 20 30 40 50 60 70 80 90 100

Percentages

[ Total AGREE @ Total DISAGREE O Can't say |

Base: 50% of respondents aged under 65 who are not retired (n=1516)
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Respondents who had superannuation were employed and under 65, were asked
whether they had identified a figure for how much per year they would need to live on
when they retire.

Thirty-five percent said that they had identified how much money they would need
each year to live on when they retire, and just under two thirds (64%) hadn’t identified
how much money they would need each year.

| Money Needed for Retirementl
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Base: All respondents aged under 65 with superannuation and are employed (n=1897)
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Those with low household income (less than $20k per year: 84%) and single parents
(80%) were least likely to have worked out what they will need for retirement. Other
groups that were least likely to have identified how much money they would need each
year for retirement included semi-skilled workers (76%) and those with low levels of
financial literacy (Quintile level 1: 79%).

Those that were most likely to have identified how much money they would need per
year for retirement included owners/execs including small businesses (39%), those
who had savings of $250k or more (37%), and those whose personal income was
$70k or more (44%).

Q70

you retire?

Have you identified a figure for how much per year you will need to live on when

No

64% of people (with superannuation, under 65 and employed) have not identified a figure for how
much per year they will need to live on when retired

Demographic

Least likely to have not worked out what

they will need for retirement

Most likely to have not worked out

what they will need for retirement

Gender Male 59% Female 70%
Age 45 - 59 years 53% 25 - 34 years 72%
Life stage Couple - No Children at home 57% Single parent 80%
Work status Professional 57% Semi-Skilled 76%
Owners/Execs inc Small 39%
Businesses
Home ownership  [Own outright 52% Renting 77%
Personal income  [$70k or more per year 44% Less than $20k per year 80%
$20 - $34k per year 77%
Household income [$100k or more per year 52% Less than $20k per year 84%
$20 - $34k per year 78%
$35 - $59k per year 72%
Savings excl. home |$50 - $249k 55% Less than $5k 78%
$250k or more 37%  [$5 - $49k 75%
Home value $500k or more 48%
Non mortgage debt [$100k or more 49%
Quintile Level 5 49% Level 1 79%
Level 2 71%
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6.2 Retirement Calculation Factors

When respondents who were under 65 employed with superannuation were asked
what factors someone would need to take into account when trying to calculate
whether their current arrangements were enough for future retirement, the top factor
mentioned was costs that might need to be met during retirement (40%), the second
factor was desired standard of living in retirement (35%), and the third was the current
cost of living (31%). A range of other factors were mentioned by 14% or less of
respondents. While the majority could name a couple of factors, 15% could not think of
any.

Factors in Deciding Retirement Arrangements

What costs might need to be met during retirement 40
Desired standard of living in retirement 35
Current cost of living 31
Expected life span 1 14

Whether own home or not 13
13
Expected earnings from investments 1 13
Inflation 12

Current savings 1 11

1"

TR
Value of assets upon retirement
T

T
S
Length of time before retirement

R

©

Expected superannuation benefits
I

Family dependencies 4
State of health/health costs 4
Can't Say

Other

T

20 40 60 80 100
Base: Total respondents aged under 65 with superannuation and are employed (n=1897)

Those in the lowest level of financial literacy (Quintile level 1: 26%) were significantly
less likely to identify costs that might need to be met during retirement, in contrast to
the highest level of financial literacy (Quintile level 5: 48%).

Q71 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 costs might need to be met during retirement
40% of people that are under 65, employed and have superannuation said that they would need to
take into account what costs might need to be met during retirement if they were trying to calculate
whether their current arrangements were enough for future retirement

Demographic Least likely to think about what costs Most likely to think about what costs
might need to be met during retirement [might need to be met during retirement
Quintile Level 1 | 26% [Level5 | 48%
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Those with less than $20K per year household income (37%) were more likely to be
unable to say what factors someone would need to take into account when calculating
if current arrangements were enough for future retirement. Those in the lowest level of
financial literacy (Quintile level 1: 39%) were most likely to be in this category.

Those least likely to respond “can’t say” had the highest levels of financial literacy
(Quintile level 5: 5%).

Q71 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?
Can’t Say
15% of people that are under 65, employed and have superannuation could not say what factors they
would need to take into account if they were trying to calculate whether their current arrangements

were enough for future retirement
Demographic Least likely to say “can’t say” Most likely to say “can’t say”
Education Degree 10% [Passed year 10 25%
Life stage Couple children at home 11%
Work status Professional 9% |Unskilled 30%
Personal income  [$50k or more per year 9%
$70k or more per year 7%
Household income [$100k or more per year 9% |Less than $20k per year 37%
Savings (excl $100k or more 7%
home) $250k or more 6%
Home value $300 - $490k 10%
$500k or more 9%
Non Mortgage debt [$100k or more 7%
Quintiles Level 5 5% |[Level1 39%
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6.3 Retirement Living Standard Expectation

Respondents with superannuation aged under 65 and employed were given four
statements and asked to indicate which best described their expectations for how their
superannuation would provide for them in retirement.

Overall, expectations about the standard of living in retirement appear to have become
more realistic than in the 2002 survey. This can be seen in the fact that those who
expect to live “about as comfortably” in retirement as they were now decreased from
37% in 2002 to 34% in 2005. Those who expected to be “less comfortable than they
were now, but getting by OK” increased from 37% in 2002 to 40% in 2005.

Other categories changed little. Ten percent expected to be living “more comfortably”
than they were living now compared with 12% in 2002; and 13% expected to be living
“‘less comfortably than they are now and not coping”, compared to 12% in 2002. Three
percent could not answer the question (2% in 2002).

Retirement Living Standard Expectation

2005 (n=1897)

2002 (n=1634)

0 20 40 60 80 100
B More comfortably than I'm living now B About as comfortably as I'm living now
M Less comfortably than I'm living now, but getting by OK ELess comfortably than I'm living now, and not coping
OCan't say

Base: Respondents aged under 65 with superannuation and are employed 2005 (n=1897); 2002 (n=1634)
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Those who were more likely to expect to be living less comfortably than they were
living now, but getting by OK, were more likely to have a professional work status

(49%), and to have relatively higher incomes and be better educated.

Q69

Which ONE of the following statements best describes how you expect your

superannuation to provide for you in retirement?

Less comfortably than I’'m living now, but getting by OK

40% of people that are under 65, employed and have superannuation expect that for retirement their
superannuation will allow them to live less comfortably than they are living now, but still allow them

to get by OK

Demographic

Least likely to believe that their
superannuation will allow them to live
less comfortably than they are living
now, but still allow them to get by OK

Most likely to believe that their
superannuation will allow them to live
less comfortably than they are living
now, but still allow them to get by OK

Age 18 — 24 years 28%

Education Passed Year 11 28% |[Degree 47%

Employment Casual 29%

Work status Professional 49%

Personal income  [Less than $20k per year 28% |$50 - $69k per year 49%
$20 - $34k per year 30%

Household income $60 - $99k per year 48%

Those who expect that their superannuation will only allow them to “live less
comfortably than they are living now, and not cope” included those that currently feel
“out of control all or most of the time” (31%), and those that earn between $21k and
$34k in annual personal income (20%).

Q69

Which ONE of the following statements best describes how you expect your

superannuation to provide for you in retirement?

Less comfortably than I’'m living now, and not coping

13% of people that are under 65, employed and have superannuation expect that for retirement their
superannuation will allow them to live less comfortably than they are living now, and not allow them

to cope

Demographic

Least likely to believe that their
superannuation will allow them to live
less comfortably than they are living
now, and not allow them to cope

Most likely to believe that their
superannuation will allow them to live
less comfortably than they are living
now, and not allow them to cope

Age 18 — 24 years 4%
Personal income $20 - $34k per year 20%
Level of control Out of control all/ most of the 31%

time
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Those who expected to be living more comfortably then they were living now were
more likely to be younger (18 to 24 years: 22%), to speak a language other than
English at home (21%), and have lower income (less than $20K: 20%) and savings
(less than $5K savings excluding the home: 16%).

Q69 Which ONE of the following statements best describes how you expect your
superannuation to provide for you in retirement?

More comfortably than I'm living now
10% of people that are under 65, employed and have superannuation expect that for retirement their
superannuation will allow them to live more comfortably than they are living now

Demographic Least likely to believe that their Most likely to believe that their
superannuation will allow them to live | superannuation will allow them to live
more comfortably than they are living | more comfortably than they are living

now now

Language Other language 21%
Age 18 - 24 years 22%
Education Degree 7%
Life stage Single — living alone 17%
Work status Professional 6% |Unskilled 20%
Personal income  [$50-$99k per year 6% |Less than $20k 20%

$70k or more 5%
Savings excl. home Less than $5k 16%
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6.4 Understanding of Superannuation

6.4.1 Superannuation Contribution Compulsory

Respondents who were under 65 employed with superannuation were asked whether
employers are required by law to make superannuation payments on behalf of
employees.

Ninety-seven percent said that they were aware that employers were required by law
to make superannuation payments on behalf of their employees. The same level was
recorded in 2002.

Everyone (100%) in the highest financial literacy level, Quintile level 5, was aware of
this. In contrast only 87% of those in Quintile level 1, the lowest level of financial
literacy, were aware of this.

Compulsory Employee Superannuation Contributionl

2005
(n=1897)

2002
(n=1616)

0 20 40 60 80 100
\ BTRUE BFALSE B Can't Say

Base: Total respondents aged under 65 with superannuation and are employed 2002 (n=1616), 2005
(n=1897)
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6.4.2 Additional Employee Superannuation Contributions

When asked if it were true or false that “employees cannot make superannuation
payments additional to any payments made by their employer”, 92% of respondents
who were under 65 employed with superannuation recognised that this was false, up
marginally from 91% in 2002.

IAdditionaI Employee Superannuation Payments AIIowedl

0 20 40 60 80 100
\ BTRUE BFALSE B Can't Say/ Don't know \

Base: Total respondents aged under 65 with superannuation and are employed 2002 (n=1616), 2005
(n=1897)
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Those with the lowest level of financial literacy (Quintile level 1: 74%) and those with
less than $20K per year household income (78%) were least likely to recognise that
the statement: “employees cannot make superannuation payments additional to any
payments made by their employer”, was false.

Those with the highest levels of literacy (Quintile level 4: 97% and Quintile level 5:
100%) were most likely to recognise that the statement was false.

Q67 Employees cannot make superannuation payments additional to any payments
made by their employer (TRUE or FALSE).

FALSE

92% of people that are under 65, employed and have superannuation correctly believe that
employers can make superannuation payments additional to any payments made by their employer

Demographic

Least likely to correctly believe that
employers can make superannuation
payments additional to any payments

made by their employer

Most likely to correctly believe that
employers can make superannuation
payments additional to any payments

made by their employer

Education Primary/some secondary 80%
Work status Semi-Skilled 85%
Unskilled 85%
Household income [Less than $20k per year 78%
Quintile Level 1 74% Level 4 97%
Level 5 100%
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6.4.3 Superannuation Tax

More than half (56%) of respondents who were under 65, employed and with
superannuation correctly recognised that superannuation was taxed at a lower rate
than other investments. Nearly one in ten (9%) thought that superannuation was
taxed at a higher rate. Twenty-two percent said that they didn’t know whether
superannuation was taxed at a lower rate than other investments.

2005
(n=1897)

IRate of Tax on Superannuationl

22

0

20 40

60

80 100

M Lower rate

W Higher Rate

B Same Rate E Don’t Know

Base: Respondents aged under 65 with superannuation and are employed (n=1897)

Those in unskilled work (18%) and those who spoke a language other than English at
home (17%) were more likely to believe that superannuation was taxed at a higher

rate than other investments. Those with the lowest levels of financial literacy (Quintile
level 1: 17%) were also more likely to be in this category.

Q68 As far as you are aware, is superannuation taxed at a lower, higher or same rate

than other investments?

Higher rate

9% of people that are under 65, employed and have superannuation believe that superannuation is
taxed at a higher rate than other investments

Demographic

Least likely to believe that

superannuation is taxed at a higher rate

than other investments

superannuation is taxed at a higher
rate than other investments

Most likely to believe that

Languages Other languages 17%
Work status Unskilled 18%
Household income $35 - $59k per year 14%
Quintile Level 5 1% Level 1 17%

@CNielsen

Page 153 of 356



N

i
)

6.4.4 Awareness of Superannuation Choice

When asked what changes to the law regarding superannuation would come into
effect July 1 2005, 55% of respondents who were under 65, employed and with
superannuation surveyed correctly identified (unprompted) “super choice / portability /
ability to choose superannuation fund provider’. A small proportion identified other
changes to superannuation that had been introduced earlier. Thirty-seven percent
were unable to identify any changes to the law regarding superannuation.

This survey was conducted from 21 April 205 to 3 July 2005, and so coincided during
the latter stages with the public awareness campaign on the introduction of
superannuation choice from 1 July 2005.

|Awareness of Changes to Superannuation

100 4

80 - 37

60 -

40 -

20 +

ECan't Say

W Tax rate change/surcharge will be cut/reduced/removed

B Co-contribution scheme/government will add same amount that you do
B Super choice / Portability/ability to choose superannuation fund provider

Base: Total respondents aged under 65 with superannuation and are employed (n=1897)
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Those most likely to correctly identify “super choice/portability/ability to choose
superannuation fund provider” were those with savings of $250K or more (69%).
Those in the highest levels of financial literacy (Quintile level 4: 66% and 5: 69%) were

also in this category.

Those least likely to correctly identify “super choice/portability/ability to choose
superannuation fund provider” were those in casual employment (36%), semi-skilled
(38%) or unskilled (39%), and those with a household income less than $20K per year
(28%). Those in the lowest levels of financial literacy (Quintile level 1: 32% and 2:

46%) were also in this category.

N

Q73 As far as you are aware, what change to the law regarding superannuation will come

into effect on July 1° this year?

Super choice / Portability/ability to choose superannuation fund provider

55% of people that are under 65, employed and have superannuation said that Super choice /
Portability/ability to choose superannuation fund provider were changes to the superannuation law
coming into effect on July 1% 2005

Demographic

Least likely to say that changes to the
superannuation laws include super
choice / portability / ability to choose
superannuation fund provider

Most likely to say that changes to the
superannuation laws include super
choice / portability / ability to choose
superannuation fund provider

Age — 45 — 59 years 62%
Education Degree 62%
Employment Casual 36%
Life stage Single — Live in shared HH 43% Couple — No Children at home  |63%
Work status Semi-Skilled 38% Professional 63%
Unskilled 39%
Home ownership  |Renting 47%
Personal income  [Less than $20k per year 37% $50 - $69k per year 64%
$70k or more per year 67%
Household income [Less than $20k per year 28% $100k or more per year 63%
$20 - $34k per year 1%
Savings excl. home |Less than $5k 42% $250k or more 69%
Home value $500k or more 68%
Quintile Level 1 32% Level 4 66%
Level 2 46% Level 5 69%
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6.5 Superannuation Performance

6.5.1 Superannuation Performance Indicator

Respondents under 65, employed and with superannuation were asked which one of
the following gives the best indication of how their superannuation fund or managed
investment was performing:

e The per unit cost

e The return

e The fees

e The amount of return left after the fees are taken out

Seventy-seven percent of respondents correctly answered that the best indication of
the performance of a superannuation fund was “return minus fees”.

Indicator of Superannuation Performancel

100 ~

8

80 -

60 -

40 ~

20 -

M The Per-Unit cost @ The Return B The Fees @ The amount of return left after the fees are taken out O Can't say)|

Base: Total respondents aged under 65 with superannuation and are employed (n=1897)
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Those with the highest levels of financial literacy (Quintile level 4: 84% and 5: 85%)
were the most likely to answer correctly. Those least likely to answer correctly were in
the lowest levels of financial literacy (Quintile level 1:59% and 2: 70%).

Q76 Which one of the following gives the best indication of how your fund or managed
investment is performing?

The amount of return left after the fees are taken out
77% of people that are under 65, employed and have superannuation believe the amount of return
left after the fees are taken out gives the best indication of how a fund or managed investment is
performing

Demographic |Least likely to believe that the amount of | Most likely to believe that the amount
return left after the fees are taken out of return left after the fees are taken
gives the best indication of how a fund | out gives the best indication of how a

or managed investment is performing fund or managed investment is

performing
Quintile Level 1 59% Level 4 84%
Level 2 70% Level 5 85%
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Respondents who were under 65, employed and with superannuation were asked
what types of things people commonly do that often result in the final value of

superannuation or managed investment being reduced.

The most common (unprompted) response was “can’t say” (42%). The next highest
was not contributing sufficient funds (19%) followed by taking money out/taking a lump

sum/withdrawing money early (12%), and switching funds frequently (11%).

Factors Reducing Superannuation or Managed Investment Fund

Not contributing sufficient funds 19

Taking money out/taking a lump sum/withdrawing 12
money early

Switching funds frequently 1
Poor fund choice for their life circumstances 10
Selecting a fund with a very high risk profile 8
Choosing a fund with high fees and charges 7

Can't Say 42

0 20 40 60 80

Base: Total respondents aged under 65 with superannuation and are employed (n=1897)
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Those most likely to respond “can’t say” were those with a low level of education
(primary/some secondary: 63%) and semi-skilled (56%) and unskilled (58%)
occupations and those with low incomes (less than $50K per year: 47%). Those in the
lowest level of financial literacy (Quintile level 1: 64%) were also likely to be in this
category.

Those least likely to be unable to identify factors were those with personal income of
$70K or more per year (27%) as well as those with non-mortgage debt of $100K or
more (28%). This included those with the highest levels of financial literacy (Quintile
level 4: 32% and 5: 29%).

Q77 As far as you are aware, what are the type of things that people commonly do that
often result in the final value of superannuation or managed investment being reduced?
Can’t Say
42% of people that are under 65, employed and have superannuation could not say when asked what
are the type of things that people commonly do that often result in the final value of superannuation

or managed investment being reduced
Demographic Least likely to answer “can’t say” when |Most likely to answer “can’t say” when
asked what are the type of things that | asked what are the type of things that
people commonly do that often result in | people commonly do that often result
the final value of superannuation or in the final value of superannuation or
managed investment being reduced managed investment being reduced
Age 35 — 44 years of age 35%
Education Primary/ some secondary 63%
Work status Semi skilled 56%
Unskilled 58%
Home ownership Renting 51%
Personal income  [$70k or more per year 27% |Less than $50k per year 47%
$50k or more per year 34%
Household income [$100k or more per year 34%
Savings (excl $50k - $249k 34% |Less than $5k 52%
home) $100k or more 29%
$250k or more 26%
Home value $300 - $490k 34%
$500k or more 32%
Mortgage debt $250k or more 29%
Non mortgage debt [$100k or more 28%
Quintile Level 4 32% |[Level1 64%
Level 5 29%
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6.5.3 Multiple Funds

Respondents who were under 65, employed and with superannuation were asked, as
far as they were aware, what were the potential problems with having multiple
superannuation funds.

Respondents identified two main potential problems associated with having multiple
superannuation funds: losing track of the accounts (41%), and the likelihood of
incurring higher fees, for example multiple administration fees (36%), multiple entry
and set-up fees (20%), and multiple exit fees (11%). Fifteen percent stated that they
‘can’t say”.

Potential Problems Associated with Multiple Funds

Lose track of them

Multiple administration or management fees

Multiple entry and set-up fees

Multiple exit fees

Return/interest not as good as one fund/not maximising
investment/growth is Limited

Can't Say

None

60 80 100

Base: Total respondents aged under 65 with superannuation and are employed (n=1897)
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Those who were most likely to respond “lose track of them” to the question regarding
the potential problems with having multiple superannuation funds were females (47%).

Those who were least likely to respond “lose track of them” were those with a lower
level of education (primary/some secondary: 21%) and those in a semi-skilled
occupation (28%). Those in the lowest level of financial literacy (Quintile level 1: 28%)

were also likely to be in this category.

Q74 As far as you are aware, what are the potential problems with having multiple
superannuation funds?

Lose track of them

41% of people that are under 65, employed and have superannuation said that “losing track of them”
was a potential problem with having multiple superannuation funds

Demographic

Least likely to state “losing track of
them” as a potential problem with having
multiple superannuation funds

Most likely to state “losing track of
them” as a potential problem with
having multiple superannuation funds

Gender Female 47%
Education Primary/some secondary 21%
Work status Semi-Skilled 28%
Quintile Level 1 28%
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Those who were most likely to respond “can’t say” to the question regarding the
potential problems with having multiple superannuation funds were those in the lowest
level of financial literacy (Quintile level 1: 40%). This group also included those with
lower levels of household income (less than $20K: 30%) and those who spoke a
language other than English in the home (25%).

Those least likely to respond “can’t say” were those in the highest levels of financial
literacy (Quintile level 4: 8% and 5: 6%), as well as those with non-mortgage debt of
$100k or more (7%) and those with savings between $50k and $249K (7%).

Q74 As far as you are aware, what are the potential problems with having multiple
superannuation funds?

Can’t say

15% of people that are under 65, employed and have superannuation could not say when asked to
state what they saw as the potential problem with having multiple superannuation funds

Demographic

Least likely to state “can’t say” when
asked to state what they saw as the
potential problem with having multiple
superannuation funds

Most likely to state “can’t say” when
asked to state what they saw as the
potential problem with having multiple
superannuation funds

Language Other Language 25%
Age 18 — 24 years 28%
Work status Semi- skilled 25%
Unskilled 31%
Personal income Less than $20k 28%
Household income Less than $20k 30%
Savings (excl $50k - $249k 7% |Less than $5k 24%
home) $100k or more 10%
Non mortgage debt [$100k or more 7%
Quintiles Level 4 8% |Level 1 40%
Level 5 6%
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6.5.4 Consideration Factors

Respondents under 65 with superannuation and employed were asked what factors
they would consider when choosing a superannuation fund.

The main factor for consideration was fees and charges (37%), followed by long-term
level of performance (33%). Twenty percent of respondents said that they would look
at recent level of performance, even though recent level of performance is a poor
guide to future performance. Fund risk is an important consideration, as well as the
options offered / high risk and low risk options (both mentioned by sixteen percent of
respondents).

Sixteen percent of respondents stated that they “can’t say”.

Consideration Factors When Choosing Superannuation Fund

Fees / charges / costs
Long-term level of performance
Recent level of performance

How risky the fund is
The options offered / high risk &
low risk options

Investment returns/rate of
returns/interest rate

Recommendation by people you
trust

Reputable/trustworthy/stable/safe

Can't Say

0 10 20 30 40

Base: Total respondents aged under 65 with superannuation and are employed (n=1897)
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Those who were least likely to consider fees/charges/costs were those in unskilled
occupations (23%).

Those most likely to consider fees/charges/costs were those with higher incomes
(personal income $70K or more per year: 45%) and savings (excluding the home: $50-
249K: 44%). Those in the highest level of financial literacy (Quintile level 5: 47%)
were also in this category.

Q75 What things would you consider when choosing a superannuation fund?

Fees / charges / costs
37% of people that are under 65, employed and have superannuation said fees / charges / costs
when asked what they would consider when choosing a superannuation fund

Demographic Least likely to say fees / charges / costs |Most likely to say fees / charges / costs
Work status Unskilled 23%
Personal income $70k or more per year 45%
Savings excl. home $50 - $249k 44%
Mortgage debt $250k or more 48%
Quintile Level 5 47%

Those who were less likely to consider the long-term level of performance as a
consideration factor when choosing a superannuation fund were those whose savings
were less than $5K (23%). Those in the lowest level of financial literacy (Quintile level
1: 16%) were also in this category.

Those in the highest level of financial literacy (Quintile level 5: 47%) were the most
likely to consider the long-term level of performance.

Q75 What things would you consider when choosing a superannuation fund?

Long-term level of performance
33% of people that are under 65, employed and have superannuation said long-term level of
performance when asked what they would consider when choosing a superannuation fund

Demographic Least likely to say long-term level of Most likely to say long-term level of
performance performance
Personal income $70k or more per year 42%
Saving excl. home |Less than $5k 23%  [$50 - $249k 40%
$250k or more 42%
Mortgage debt $250k or more 43%
Quintile Level 1 16% Level 5 47%
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Although recent level of performance is a poor guide to choosing a superannuation
fund, those in the highest level of financial literacy (Quintile level 5: 29%) were the

most likely to consider recent performance.

literacy (Quintile level 1: 9%) were the least likely to say recent level of performance.

Those in the lowest level of financial

Q75 What things would you consider when choosing a superannuation fund?

Recent level of performance

20% of people that are under 65, employed and have superannuation said recent level of
performance when asked what they would consider when choosing a superannuation fund

Demographic

Least likely to say recent level of

performance

Most likely to say recent level of

performance

Saving excl. home

Less than $5k

13%

$50 - $249k

26%

Quintile

Level 1

8%

Level 5

29%
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This section investigates how much consumers shopped around for a new product or
service, including:

e Ordinary or everyday account

e Superannuation policy or roll-over
e Financial planner or adviser

e Loan (other than a mortgage)

e Insurance policy

e Mortgage

¢ Investment

e Retirement income stream product

Shopping around is an important financial activity as by comparing products and prices
consumers avail themselves of the best financial services on offer in a competitive
market. However, given the large number of financial services providers, product
variants, and the frequency with which new products are introduced to the market,
shopping around is a complex activity demanding both time and a high level of
financial literacy.

This section also includes analysis of some activities that are associated with shopping
around for specific products, such as considerations when taking out/setting up and
renewing an insurance policy, and considerations when choosing a retirement income
stream. In addition, usage of Internet financial calculators is included, as this tool
provides additional information to assist decision-making for consumers who have
Internet access.

Key Findings

Overall, respondents shopped around the most for mortgages and investments.
Compared to the benchmark study in 2002, respondents reported shopping around
less in 2005 for ordinary bank accounts, loans, insurance, a mortgage, and
investments(excl. superannuation).

¢ The main reasons given for not shopping around were: happiness with the current
provider, a willingness to go with what was recommended by a financial adviser
and not being bothered to shop around. These reasons remained substantively
unchanged from 2002 and were not strongly associated with demographic
differences or level of financial literacy.

e The biggest declines in shopping around “a lot” and “a fair bit” were for insurance
(a 9 percentage point drop), a mortgage, (8 percentage point drop ), investment (a

'¥ The base for 2005 was around 50% of the eligible sample. This enabled additional questions to be
asked of the total sample with no impact on the results or comparability with 2002.
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7 percentage point drop), and loans (6 percentage point drop). Based on available
data, it is difficult to identify a single cause for this overall decline. A possible
explanation may be that consumers are using the services of third-party brokers to
a greater extent, particularly for mortgage loans. In addition, the increasing use of
the Internet for product research and comparison may not be fully captured by the
survey responses.

The level of shopping around for superannuation funds in 2002 was relatively low
(23%) reflecting, at least in part, that most people could not choose their fund. In
2005, 27% of people said that they shopped around “ a lot” or “a fair bit” when
arranging a superannuation fund but this is not directly comparable with the
previous survey as it was asked only of those who had been able to choose (self-
employed are able to choose their superannuation fund).

There were demographic differences in the level of shopping around for an
investment, with those least likely tending to be older (70+: 9%) and those more
likely aged 25-34. For a loan (non mortgage), those least likely to shop around
were older respondents aged 45-59 years (14%) and 60-69 years (10%), while
those most likely were renting (27%). There were few or no significant
demographic differences in the level of shopping around for an ordinary bank
account, superannuation, a financial planner or adviser (specialist), insurance,
mortgage, and retirement income stream.

When taking out a new insurance policy, consumers with the lowest financial
literacy level (Quintile level 1) were among those who were least likely to take the
premium and/or the level of cover into consideration, and this was even more the
case for a policy renewal. Those who couldn’t say which criteria were important in
choosing a retirement income stream product were most likely to be from the
lowest level of financial literacy (Quintile level 1).

Those who were less likely to have visited an Internet site with calculators for
comparing financial products included those in the lowest financial literacy group
(Quintile level 1).
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7.1 Shopping Around

7.1.1 Ordinary Bank Account

When arranging a new ordinary or everyday account with a bank, building society or
credit union, fewer respondents said they would shop around for a new bank account
in 2005 (27% shopping a lot or a fair bit) compared with 2002 (32%).

There were few significant demographic differences in the level of shopping around for
an ordinary bank account.

|Degree of Shopping Around - Ordinary Bank Accountl

2005
(n=1693)

0 20 40 60 80 100
‘ WA lot M fair bit WA little ENot at all OCan't say ONever done/needed to do this ‘

Base: 2002 - Total respondents with ordinary account (n=3443); 2005 - 50% of respondents with ordinary
account (n=1693)
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Many who did not shop around when getting an everyday bank account did not see
the need because they were happy with their present bank (28%).
stated that they couldn’t be bothered shopping around. This category of respondents
was most likely in casual employment (22%), or in occupations such as sales (21%),
owner execs including small business (21%), and other white-collar occupations

(21%).

Why Didn't Shop Around - Ordinary Bank Accountl

Happy/good relationship/comfortable with present bank i
Have never arranged a new ordinary/everyday account i
Couldn't be bothered i

Don't have the time i

"They're all the same" i

Work at bank/spouse/partner works at bank i

Only one bank in town i

Like location of present bank - it's local/close by/convenient i
Part of a package or combined with another product i
Just go with what is recommended by financial expert i
Spouse/partner does shopping around i

No Response i

Can't Say i

Other i

19
14

28

40 60 80 100

Base: Total respondents with everyday account who didn’t shop around, 50% of eligible sample (n=560)
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7.1.2 Superannuation

Respondents were asked whether they had ever had the ability to choose their
superannuation or roll-over fund. For those who said “yes”, they were asked about the
extent of their shopping around for a new superannuation policy or roll-over.

Over a quarter of respondents who had the ability to chose their superannuation or
roll-over fund (27%) said that, when arranging a new superannuation policy, they
shopped a lot or a fair bit. The figure reported in 2002 was 23% but is not directly
comparable, due to the fact that the question was asked of all respondents with
superannuation (and not only of those who had the ability to choose).

Compared to the other products and services, the level of shopping around activity for
superannuation was comparatively low. This reflected the fact that until July 1, 2005
most people could not choose their superannuation fund. There were no significant
demographic differences in the level of shopping around for superannuation.

IDegree of Shopping Around - Superannuationl

2005
(n=693)

0 20 40 60 80 100
‘ WA lot M fair bit WA little ENot at all OCan't say ONever done/needed to do this ‘

Base: All respondents who answered “yes” to the ability to choose a superannuation fund (n=693).
Derived from all with superannuation
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Of those respondents who said they would not shop around for superannuation, 22%
said they did not shop around because they were happy with their current fund/had the
same one for years, 21% said that they just went with the recommendation of a
financial expert, and 19% said they couldn’t be bothered. Only 5% of respondents
mentioned having no choice.

|Why Didn't Shop Around - Superannuation

Happy with current one/had same one for years 22
Just go with what is recommended by financial expert 21
Couldn't be bothered 19

Self funded

Just go with what is recommended by friend or family member

6
6
Don't have the time 6
Nollittle choice employer decides 5
No knowledge/lack of understanding 4
"They're all the same" | |3
Spouse/ partner does shopping around |0
Can't Say 4

Other 1

0 20 40 60 80 100

Base: Total respondents who didn’t shop around, 50% of eligible sample (n=201)
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7.1.3 Financial Specialist

Around a quarter (25%) of respondents surveyed said that they shopped around a lot
or a fair bit for a Financial Adviser or Planner. A similar level was recorded in 2002 (It
should be noted that in 2002 the question was asked of those using an accountant or
tax specialist as well as a financial adviser or planner). Compared to a mortgage,
investment or insurance, the level of shopping around for a financial specialist was
lower.

There were no significant demographic differences in the level of shopping around for
a financial specialist.

|Degree of Shopping Around - Financial Planner / Adviser

2005
(n=617) 10
2002
(n=898) il
0 20 40 60 80 100
HA ot B fair bit WA little O Not at all OCan't say ONever done/needed to do this

Base: Respondents using a financial planner/adviser 2005, 50% of eligible sample (n=617); Respondents
using an accountant financial planner/adviser or tax specialist 2002, 50% of eligible sample (n=898)
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The proportion of respondents who did not shop around for a financial specialist fell
from 37% in 2002 to 32% in 2005.

One third of those who did not shop around for a financial specialist said that this was
because they “just went with the recommendations of a friend or family member” and
24% “just went with what was recommended by a financial expert”.

|Why Didn't Shop Around - Financial Planner / Adviserl

Just go with what is recommended by friend or family member
Just go with what is recommended by financial expert

Happy with one | have/always had/used for years

Don't have the time

"They're all the same"

Couldn't be bothered

Spouse/ partner does shopping around

Can't Say

Other

0 20 40 60 80 100

Base: Total respondents using a financial planner/adviser who didn’t shop around (n=195)
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Respondents who had a financial planner or adviser were asked what factors were
influential in their final decision about which financial planner or adviser to use.

Thirty-eight percent of respondents were influenced by recommendations from family
and friends in choosing a financial specialist.

Seventeen percent were influenced by “a good impression when first approached”.
Fifteen percent stated “reputable brand”, while the same proportion mentioned
‘recommended by a financial expert”.

Financial specialist - Decision Making Criteria

Recommended by friend or family member |38
Good impression when first approached |17
Recommended by financial expert 15
Reputable brand 15

Low / competitive fees 12
Good bloke/rapport with person/level of confidence/trust 9
Experienced/knowledgeable/good performance 6

Aware of my needs/plans suited me 4
Convenience 4

With the bank | use
Location/availability/only one near us |
Personal friend/family member |

No particular reason why | chose that planner

Endorsement (by celebrity/ testimonial)

Commission based fees

NN N NNNN

Independence
Can't Say 6
Other 6

15 20 25 30 35 40
Percentage

o
o
o

Base: 50% of respondents with financial planner/adviser (n=617)
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Respondents were asked which type of financial planner or adviser was most likely to
give impartial advice.

Forty percent identified correctly that an adviser who works only for fees was more
likely to be impartial than an adviser who works all or in part for commission.

Sixty percent of the total sample indicated by their answers to this question, therefore,
that they did not understand the relationship between fees, commission and impatrtial
advice from a financial planner or adviser.

Financial Adviser - Impartiality

An adviser who works only for 40
fees
An adviser who works for both 20
fees and a commission
An adviser who works only for 12
commission
Can'tsay 26
T T T 1
0 20 40 60 80 100

Base: 50% of respondents (n=1716)
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Respondents in the lowest level of financial literacy (Quintile level 1: 21%) were the
least likely to say that impartiality was highest amongst advisers who work only for

fees.

Those who were most likely to answer this question correctly were persons with a

degree (53%) or savings excluding the home exceeding $250K (53%).

Q33 Thinking about financial planners or advisers, which one of the following is most

likely to give you impartial advice?

An adviser who works only for fees

40% of people believe an adviser who works only for fees is most likely to give impartial advice
(from the choices provided)

Demographic

Least likely to believe an adviser who
works only for fees to be most likely to
give impartial advice

Most likely to believe an adviser who
works only for fees to be most likely to
give impartial advice

Education Primary/some secondary 29% |Degree 53%
Passed Year 10 28%

Employment Not working 33% |Full-time 48%
Work status Unskilled 24% |Professional 51%
Personal income $50 - $69k per year 51%

$70k or more per year 52%
Household income $100k or more per year 50%
Saving excl. home |Less than $5k 32% |$250k or more 53%
Quintile Level 1 21% |Level 5 52%
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7.1.4 Loans

Fewer respondents with loans other than a mortgage (39%) indicated that they
shopped around for a loan (non mortgage) “a lot or a fair bit” in 2005 compared to
2002 (45%).

Shopping around for a loan (non mortgage) (“a lot” 18%) was least likely among
respondents aged 45-59 years (12%) and 60-69 years (11%), and most likely amongst
those renting (30%).

|Degree of Shopping Around - Loan (not mortgage)

2005
(n=578)
2002
(n=1278)
0 20 40 60 80 100
HA lot B fair bit WA little O Not at all OCan't say ONever done/needed to do this

Base: 2002_Respondents with loans other than a mortgage (n=1278); 2005_respondents with loans other
than a mortgage, 50% of eligible sample (n=578)
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Thirty-nine percent of respondents with a loan who did not shop around were “happy
with their current bank / like to keep with one bank” and thus did not see the need to
shop around when looking for loans.

|Why Didn't Shop Around - Loan (not mortgage)l

Happy with current one/like to keep with one bank 39
Just go with what is recommended by financial expert 15
Couldn't be bothered 7
Work there/staff loans 6
Just go with what is recommended by friend or family member 6
"They're all the same" 4
Don't have the time | |2
Spouse partner does shopping around | |2
Don't need one/no loans || 1
Can't say 7

Other 14

0 20 40 60 80 100

Base: Total respondents with a loan who didn’t shop around (n=116)
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7.1.5 |Insurance

When arranging a new insurance policy, 42% of respondents said they shopped
around a lot or a fair bit. This was significantly lower (a drop of 9 percentage points)
than in 2002 when 51% said they shopped around a lot or a fair bit for insurance.

The proportion of respondents not shopping around when arranging insurance grew
from 17% in 2002 to 22% in 2005.

There were few significant demographic differences in the level of shopping around for

insurance.
Degree of Shopping Around - Insurancel
2005
(n=1441) 2 hoo
2002
(n=1601) 17 8
0 20 40 60 80 100
‘ WA lot M fair bit WA little @ Not at all OCan't say ONever done/needed to do this

Base: Respondents with insurance, 50% of eligible sample 2002 (n=1601), 2005 (n=1441)

Q28 When arranging a new insurance policy, do you shop around?

Not at all
22% of people with insurance shop around when arranging a new insurance policy
Demographic Least likely to shop around Most likely to shop around
Age 70+ years 34%
Education Primary /some secondary 35%
Home value $300-$490k 15%
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Thirty-nine percent of those looking for new insurance policies were happy to remain
with their current provider — higher than the 29% recorded in 2002. Given the
competitive nature of the insurance market and the wide range of product offerings,
this finding indicates that many Australians are not availing themselves of
opportunities to find better deals.

|Why Didn't Shop Around - Insurancel

Happy with current one/had same one for years

Just go with what is recommended by financial expert
Couldn't be bothered

Just go with what is recommended by friend or family member
Don't have the time

"They're all the same"

Spouse partner does shopping around

Can't say

Other

60 80 100

Base: Total respondents with insurance who don’t shop around (n=303)
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7.1.5.1 Taking out/ setting up an insurance policy

Respondents with insurance were asked which of a list of factors they took into
consideration when first taking out or setting up an insurance policy other than life
insurance. The most common factors were the premium (54%) and the level of cover -
general (40%). Nearly half of respondents (49%) stated either level of cover —general
or the level of cover to make sure you are not underinsured. An important issue with
insurance is the current level of underinsurance, and 15% of respondents stated that
they considered the level of cover to make sure they were not underinsured.

Considerations When Taking Out Insurance (not life)

The premium 54
The level of cover - general 40
Brand or reputation of the supplier 17
Benefits included 16
The level of cover to _make sure you are not 15
underinsured
The excess 11
0 2‘0 4‘0 E;O E;O 1(;0

Base: Total respondents with insurance (n=2892)
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Those least likely to take the premium into consideration were older respondents (70+
years: 29%) as well as respondents with a lower level of education (primary/some
secondary: 31%). Those in the lowest financial literacy level (Quintile level 1: 31%)
were also in this category.

The premium was likely to be more considered by those in the highest level of financial
literacy (Quintile level 4: 61% and 5: 65%). Those whose work status was semi-
professional (65%), professional (60%), and aged 25 to 44 years (63%) also had
above average representation.

Q57 What factors do you take into consideration when first taking out or setting up an
insurance policy other then life insurance?
The premium
54% of people with insurance consider the premium when first taking out or setting up an insurance
policy other than life insurance

Demographic Least likely to consider the premium Most likely to consider the premium
Age 60 — 69 years 46% |25 — 34 years 63%
70 years + 29% |35 —44 years 60%
Education Primary/some secondary 31% |Degree 61%
Employment Not working 43% |Working 59%
Full-time 60%
Part-time 62%
Life stage Single — Living alone 47% |Couple — Children at home 59%
Work status Farm owner 35% |Professional 60%
Semi-Professional 65%
Personal income $70k or more per year 62%
Household income [Less than $20k per year 41% |($60 - $99k per year 61%
$100k or more per year 61%
Quintile Level 1 31% |Level 4 61%
Level 5 65%
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There were significant demographic differences for those who took into consideration
the level of cover when taking out insurance. Those with a much higher response to
considering cover when taking out insurance included the age group 35-44 (47%), as
well as professional workers (46%) and persons with a degree (45%).

Those least likely to do this included the lowest level of financial literacy (Quintile level
1: 31%), farm owners (20%) and those respondents with a lower level of education
(primary/some secondary: 27%).

Q57 What factors do you take into consideration when first taking out or setting up an
insurance policy other then life insurance?

The level of cover - general

40% of people with insurance consider the level of cover — general when first taking out or setting
up an insurance policy other than life insurance

Demographic |Least likely to consider the level of cover| Most likely to consider the level of

cover
Age 70 years + 29% 35 - 44 years a7%
Education Primary/some secondary 27% Degree 45%
Work status Farm owner 20% Professional 46%
Quintile Level 1 31%
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7.1.5.2 Renewing an insurance policy

Respondents with insurance were asked which of a list of factors they took into
consideration when renewing an insurance policy (not life insurance). Overall,
respondents were less likely to consider all the factors that they considered when first
taking out or setting up an insurance policy.

Less than half (46%) of the respondents took into consideration the premium on
renewal, compared to the 54% who considered this when they first took out insurance.
Less than a quarter (23%) took into consideration the level of cover, Nearly a third of
respondents (32%) stated either level of cover —general or the level of cover to make
sure you are not underinsured. People are less likely to look at cover as a
consideration when renewing an insurance policy when compared to taking out/setting
up an insurance policy.

The implication is that many consumers may miss out on opportunities to find a better
deal by failing to review the policy features when they renew?®.

Considerations When Renewing Insurance (not life)

The premium 46
The level of cover - general 23
The level of cover to make sure you are not underinsured 12
Benefits included 11
Good customer service 10
Brand or reputation of the supplier 9
The excess 7

Value for money/best deal 5

0 20 40 60 80 100

Base: Total respondents with insurance (n=2892)

356
2 As reported, 39% of those looking for new insurance policies were happy to remain with their current
provider.
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Those who were least likely to consider the premium when renewing insurance were
older persons (70+ years: 23%) and those with
(primary/some secondary: 29%). Those in the lowest financial literacy levels (Quintile
level 1: 26% and 2: 38%) were also over-represented in this category.

Respondents most likely to consider the premium on renewal included the highest
financial literacy levels (Quintile level 4: 52% and 5: 60%) as well as those whose work
status was “other white collar” (54%) and those aged between 35 and 44 years (53%).

lower

levels of education

N

Q58 And what factors do you take into consideration when renewing an insurance policy
other than life?

The premium

46% of people with insurance consider the premium when renewing an insurance policy other than

life
Demographic Least likely to consider the premium Most likely to consider the premium
Age 70 years + 23% 35 — 44 years 53%
Education Primary/some secondary 29% Degree 52%
Employment Not working 40%
Life stage Couple - Children at home 51%
Work status Professional 51%
Other white collar 54%
Household income |[Less than $20k per year 36% $60 - $99k per year 53%
Savings excl. home $50 - $249k 52%
Mortgage debt $50 - $249k 52%
Non mortgage debt $10 - 99k 53%
Quintile Level 1 26% Level 4 52%
Level 2 38% Level 5 60%
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7.1.6 Mortgage

When arranging a new mortgage, fewer respondents shopped around a lot or a fair bit
in 2005 (48%) than in 2002 (56%). This may in part reflect the growth of third-party
mortgage brokers as some consumers let the broker shop around for them.

In comparison to the other products and services, respondents shopped around the
most for mortgages, but compared to 2002 the level had fallen. There were no
significant demographic differences in the level of shopping around for a new
mortgage.

IDegree of Shopping Around - Mortgagel

2005
(n=666)

2002
(n=654)

0 20 40 60 80 100
‘ HA lot M fair bit WA little @ Not at all OCan't say O Never done/needed to do this

Base: Total respondents with mortgages, 50% of eligible sample 2002 (n=654), 2005 (n=666)
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The main reason given for not shopping around for a new mortgage (43%) was
because the consumer was “happy with their current one/ always had the same one”.
The next most frequently mentioned reason was “just go with what is recommended by
financial expert” (16%).

Why Didn't Shop Around - Mortgage

Happy with current one/always had same one

Just go with what is recommended by financial expert

Work there/staff loans

Just go with what is recommended by friend or family member
Couldn't be bothered

Spouse/ partner does shopping around

"They're all the same"

Don't have the time

Can't say

Other

60 80 100

Base: Total respondents with a mortgage who don’t shop around, 50% of eligible sample (n=117)
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7.1.7 Investment

Fewer respondents with investments shopped around “a lot” or “a fair bit” for a new
investment (49%) than in 2002 (56%). The level of shopping around for an investment
was the highest (49% “a lot” or “a fair bit”) amongst the products and services
examined, followed very closely by mortgages (48% a lot or a fair bit).

Those aged 25-34 (40%) and those with degrees (34%) were more likely than any
other group to shop around a lot or a fair bit when in the market for a new investment.
Those least likely to shop around when in the market for a new investment were those
in older age brackets (70+ years: 9%; 60 to 69 years: 14%).

|Degree of Shopping Around - Investment (not Superannuation)l

2005
(n=1017) 14 I 12
2002
(n=1060) 14 2 12
0 20 40 60 80 100
‘ WA lot M fair bit WA little @ Not at all OCan't say ONever done/needed to do this ‘

Base: Total respondents with investments, 50% of eligible sample 2002 (n=1060), 2005 (n=1017)

Q22 When purchasing or arranging a new investment, do you shop around?

A lot

25% of people with investments shop around a lot when purchasing or arranging a new investment

Demographic Least likely to shop around a lot Most likely to shop around a lot
Age 60 - 69 years 14% |25 - 34 years 40%
70 years + 9%
Education Degree 34%
Employment Not working 15% [Full-time 32%
Household income $100k or more per year 34%
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Of those not shopping around when in the market for a new investment, the most often
mentioned reason was to “just go with what is recommended by a financial expert”
(23%).

Fourteen percent cited the reason for not shopping around as they “couldn’t be
bothered”. The most likely respondents in this category were the young (18-24 years:
37%), those working in casual or part time employment (28%), and those who were
single and living in a shared household (50%).

|Why Didn't Shop Around - Investment (not Superannuation)l

Just go with what is recommended by financial expert

Happy with current one

Couldn't be bothered

Have never purchased or arranged a new investment

Don't have the time

Just go with what is recommended by friend or family member
Spouse/ partner does shopping around

"They're all the same"

Can't say

Other

0 20 40 60 80 100

Base: Total respondents with investment who don’t shop around, 50% of eligible sample (n=135)
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7.1.8 Retirement Income Stream

Only 17% of respondents with retirement income stream products shopped around (a
lot or a fair bit) for Retirement Income Stream products.

There were no significant demographic differences in the level of shopping around for
a Retirement Income Stream.

|Degree of Shopping Around - Retirement Income Streaml

2005

(n=164) =

0 20 40 60 80 100
‘ HA lot W fair bit WA little E Not at all OCan't say E Never done/needed to do this ‘

Base: Total respondents with retirement income stream product, 50% of eligible sample (n=164)
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Twenty one percent of respondents who did not shop around when in the market for a
retirement income stream said this was because they were happy with their current
one. Eighteen percent “just went with what was recommended by a financial expert”,
while 17% cited the reason for not shopping around as they “couldn’t be bothered”.
Seventeen percent said they “have no significant say in it, only one scheme is
available”.

|Why Didn't Shop Around - Retirement Income Streaml

Happy with current one 21
Just go with what is recommended by financial expert 18
Have no say in it, only one scheme is available 17
Couldn't be bothered 17
Just go with what is recommended by friend or family member 5

Spouse/ partner does shopping around 4
"They're all the same" | |2
Don't have the time || 1
Can't say 8

Other 9

0 20 40 60 80 100

Base: Total with retirement income stream who don’t shop around, 50% of eligible sample (n=59)
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7.1.8.1 Choosing a Retirement Income Stream

When choosing a retirement income stream, 18% of respondents said that the “level of
income it provides” was important, 17% said the “rate of return” was important and
16% said “security and safety of the product”. The highest response was “can’t say” at
37%.

Important Criteria for Retirement Income Stream Choice

Level of income it provides

Rate of return

security/safe product/no risk
Reputable brand of fund manager
Past performance of fund manager
How long income will last

Can't say

Other

0 20 40 60 80 100

Base: All respondents with retirement income stream products (n=325)

Those who were most likely to respond “can’t say” in choosing a retirement income
stream product were from the lowest level of financial literacy (Quintile level 1: 60%)
and those with less than $100K in savings (51%).

N

Q78 Important criteria in choosing a retirement income stream product

Can’t Say

37% of people with a retirement income stream product could not say when asked to indicate what
the important criteria are when choosing a retirement income stream product

Demographic Least likely to say “can’t say” Most likely to say “can’t say”

Education Degree 15%
Work status Professional 19%
Personal income  [$35-$49k per year 12%

$70k or more per year 13%
Savings (excl $100k or more 16% ([Less than $5k 58%
home) $250k or more 9% |Less than $100k 51%
Quintile Level 1 60%
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Around a quarter of respondents had (ever) visited sites on the Internet containing
financial product calculators, a result largely unchanged from 2002 (24%).

Younger people were more likely to have visited an Internet site with a financial
calculator (25 to 34 years: 40%; 35 to 44 years: 36%). Although gradually changing
over time, younger people are still more likely to be familiar with computers and
Internet access.

Those who were less likely to have visited an Internet site with calculators for
comparing financial products also had a low level of education (primary/some
secondary: 6%) and lower household income ($20K - $34K per year: 16%). The cost
of computers and Internet access may limit access for some of these demographic

groups.
Q49 Have you ever visited an internet site with calculators for comparing financial
products?
YES
25% of people said that they had visited an internet site with calculators for comparing financial
products
Demographic Least likely to have indicated that they | Most likely to have indicated that they
had visited a site with an internet had visited a site with an internet
calculator calculator
Age 60-69 years of age 9% |25 - 34 years 40%
70+ years 3% |35-44 years 36%
Education Primary/some secondary 6% |Degree 38%
Passed Year 10 11%
Employment Not working 11% |Working 33%
Full time 39%
Life stage Single - Living alone 16% |Couple - Children at home 33%
Work status Semi-Skilled 10% |Professional 39%
Unskilled 13%
No occupation 3%
Home ownership  [Own outright 16% |Paying off 37%
Personal income  [Less than $20k per year 13% |$50 - $69k per year 39%
$20 - $34k per year 16% |$70k or more per year 47%
Household income [Less than $20k per year 9% |$60 - $99k per year 35%
$20 - $34k per year 7% |$100k or more per year 42%
Savings excl. home |Less than $5k 16% |$50 - $249k 39%
Mortgage debt $250k or more 53%
Non mortgage debt 66% |$10 - 99k or more 34%
59% |$100k or more 41%
Quintile Level 1 10% |Level 5 37%
Level 2 14%
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Q49 Have you ever visited an internet site with calculators for comparing financial
products?
NO
75% of people said that they had not visited an internet site with calculators for comparing financial
products
Demographic Least likely to have indicated that they | Most likely to have indicated that they
had not visited a site (i.e. most likely to | had not visited a site (i.e. least likely to
have visited a site with an internet have visited a site with an internet
calculator) calculator)
Age 25 - 34 years 60% (60 - 69 years 91%
35 - 44 years 64% |70 years + 96%
Education Some tertiary / diploma 65% |Primary/some secondary 93%
Degree 62% |Passed Year 10 89%
Employment Working 67% [Not working 89%
Full-time 61%
Life stage Couple - Children at home 67% |Single - Living alone 84%
Work status Professional 60% |Semi-Skilled 90%
Unskilled 87%
Home ownership  [Paying off 63% |Own outright 84%
Personal income  [$50 - $69k per year 61% |Less than $20k per year 87%
$70k or more per year 53% |$20 - $34k per year 84%
Household income [$60 - $99k per year 65% |Less than $20k per year 91%
$100k or more per year 58% |$20 - $34k per year 93%
Savings excl. home |$50 - $249k 61% |Less than $5k 84%
Mortgage debt $50 - $249k 63%
$250k or more 47%
Non mortgage debt [$10 - 99k or more 66% |Less than $500 80%
$100k or more 59%
Quintile Level 5 63% |Level 2 86%
Level 1 89%
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Close to three-quarters of those who visited Internet sites with calculators for
comparing financial products actually used calculators at those sites.

The top two functions performed were calculating repayments on loans (71%) and
calculating how much you can borrow (71%). Computers are particularly suited to
performing complex financial calculations, and the Internet provides consumers with
the opportunity to access a growing range of tools and calculators.

Comparing interest rates (66%) was the third most popular function performed at the
Internet sites, followed by comparing fees and charges (44%) and comparing other
financial products (43%). Twenty-seven percent of respondents also mentioned their
use in helping to budget.

Functions Performed at Internet Sitel

Calculate repayments on loans 7
Calculate how much you can borrow 71
Compare interest rates 66
Compare fees and charges 44
Help you compare other financial products 43
Help you in budgeting 27
Help you compare superannuation options 12
Anything else 7
Can't say 8

0 20 40 60 80 100

Base: Total respondents who visited internet site with financial calculator (n=438)
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This section investigates financial competence from the perspective of household
financial responsibility, consumer management of savings and expenses, and
experience with personal debt and “feeling out of control”.

Key Findings

Overall, the need to manage income and expenses and to save is reasonably well
understood, including by people in the lowest financial literacy Quintiles. In practice, it
appears that the ability to do this varies with income and the level of skill of the
individual.

@CNielsen

Fifty-seven percent of respondents were themselves responsible for money
management in their household. Females were more likely than males to be in this
group. Respondents who were in the lowest financial literacy level (Quintile level
1) were less likely to manage their money jointly with a partner. Only 5% of
respondents cited a family member as being responsible for money management
in their household, and they were also more likely to be in the lowest financial
literacy level (Quintile level 1).

Consumers with a lower level of financial literacy were not significantly any less
likely to say that they try to save on a regular basis, nor were they significantly
more likely to say that they do not keep an eye on expenses at all. The implication
is that the desirability of managing savings and expenses is widely recognised.

There was no significant association between measures of financial literacy and
attitudes towards saving money. Respondents who were least likely to try to save
on a regular basis were those, not surprisingly, with lower available savings.
Similarly, those who said there was no point in trying to save because there’s
“‘never enough money” were those with lower savings, lower household income
and whose comfort level was “out of control all/most of the time”. The fact that
there was no savings buffer likely contributed to that sense of feeling out of control.

There were few demographic differences amongst respondents asked about the
extent to which they control their regular household expenses/ personal expenses.
Those with the highest financial literacy level were the most likely to “use written
records to keep a close eye on expenses”. Higher literacy levels are more likely to
enable consumers to manage their savings and expenses more accurately.

Eighty percent of respondents took steps to minimize bank fees, with a large
number of fee minimization methods used. The most common tactic (17%) was to
limit the number of transactions per month to within the fee-free quotas. Twenty-
one percent of respondents did nothing to minimise fees and those in the lowest
financial literacy level (Quintile level 1) were most likely to be in this group.

Respondents were asked how comfortable they were with the total amount of
money they now owed. Almost three-quarters (72%) said they were either very
comfortable or fairly comfortable with the level of debt they carried. Those who
were least likely to be comfortable were those not surprisingly with the highest
levels of debt.
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When asked to choose which statement best described how they felt about their
current financial situation, the majority (79%) said that they were in control of their
financial situation “all or most of the time”. A sizable proportion (17%) said they
“fluctuated between being in and being out of control” with their finances. A small
proportion (3%) stated they felt out of control either “most of the time” (2%) or “all
of the time” (1%).

Those who were least likely to state that they were in control of their financial
situation “all of the time” had the lowest levels of savings, and included those in
casual employment and those who were renting. Those in the lowest level of
financial literacy (Quintile level 1) were in this category and were also more likely to
state that their financial situation “fluctuates between being in and out of control”.

Financial literacy has a strong association with perceived financial control. Fifty-six
percent of people who stated they were “out of control” with their finances were in
the lowest two Quintiles of financial literacy, compared with only 38% of people
who stated they were in financial control. Income levels undoubtedly played an
important role in this. On average those in the lower financial literacy Quintiles
have lower average gross personal income and lower average gross household
income than those in the higher Quintiles.

Over half of all respondents had not personally approached anyone to borrow
money in the past year. Those who had, predominantly went to a bank, building
society, or credit union (27%), or went to family or friends (14%). Those in the
lowest level of financial literacy (Quintile level 1) had a higher than average
incidence of borrowing from friends and family, and were least likely to get a store
loan or interest-free deal.

Of those who stated they were “out of control”, borrowing from friends and family
was the most frequently mentioned source of borrowing. Those who said they were
out of control with their finances “all or most of the time” were more likely to use a
finance company, while those who said they “fluctuated between being in and out
of control” were more likely to use a cash advance on their salary. Those who said
they were out of control with their finances “for all or most of the time” were more
likely to use a pawn broker or cash converter, while those who said they “fluctuated
between being in and out of control” were more likely to use a pay day lender.

Respondents were asked whether, at any time in the last 12 months, they had not
been able to make a repayment on any loans, mortgages, credit cards or any other
types of repayments that they had (excluding utility bills). A small proportion (5%)
had missed a repayment for a loan, mortgage, or credit card in the past year. Of
those who had missed a repayment in the past year, the payment most frequently
missed was a credit card payment (47%), followed by a personal loan payment
(24%) and a mortgage payment (16%).

Respondents were asked for the main reasons they could not make payments. A
range of reasons were given. The most common was job/income loss: 26% said
they had lost their income/job and a further 2% said their partner had lost their
income/job. Nineteen percent said they had missed payments because they had
not budgeted correctly or planned properly. A third category of reasons was higher
than expected expenses (eg. unexpected expenses generally (9%), unexpected
emergency expenditure (6%), and unexpected medical expenses (4%).
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o Just over three quarters of respondents (77%) agreed with the statement “If | had a
major loss of income | could manage for a period of time”. Those from the lowest
level of financial literacy (Quintile level 1) were less likely to agree with the
statement. Other groups that were less likely were those who had savings less
than $5K and single parents.
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8.1 Household Financial Responsibility

Respondents were asked who had responsibility for money management in their
household. As the distribution below shows, most surveyed had responsibility for
managing household finances either on their own (57%) or jointly with a partner (31%).
Seven percent cited their partner and 5% cited a family member.

|Household Financial Responsibility

You and your
Partner jointly

Base: Total Respondents (n=3513)
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Fifty-seven percent of respondents were themselves responsible for money
management in their household.

Single parents (94%) were most likely to manage money themselves. Those with
lower household income (less than $20K per year: 79%) were also more likely to be in
this category. Interestingly, females were more likely (61%) than males (52%) to be
responsible by themselves for money management in the household.

Those respondents least likely to manage money themselves were of course couples
(where the opportunity existed to share money management responsibilities), both
with children at home (32%) or no children at home (35%). Those with higher
household incomes ($100K or more per year: 45%) were less likely to be responsible
themselves for managing money in their households.

Q11 Who is responsible for money management in your household?
Yourself
57% of people claim that they are responsible for money management in their household
Demographic Least likely to be responsible for money Most likely to be responsible for
management in their household money management in their household
Gender Male 52% |Female 61%
Age 70 years + 66%
Employment Not working 62%
Life stage Couple - Children at home 32% |Single - Live in shared HH 74%
Couple - No Children at home 35% |Single parent 94%
Home ownership  [Paying off 49% [Renting 69%
Household income [$60 - $99k per year 51% |Less than $20k per year 79%
$100k or more per year 45% |$20 - $34k per year 68%
Saving excl. home |$250k or more 49%
Home value $300 - $490k 50%
$500k or more 46%
Mortgage debt $50 - $249k 49%
$250k or more 46%
Non mortgage debt [$100k or more 48%
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Thirty-one percent of respondents were jointly responsible with their partner for money
management in their household.

Aside from the obvious association with couples, joint management was more likely for
those with higher personal income ($70K or more: 41%) and higher savings excluding
the home ($250K or more: 42%). Respondents who were in the lowest level of
financial literacy (Quintile level 1: 23%) were less likely to manage their money jointly
with a partner; whilst those in Quintile level 5 (37%) were more likely.

Q11 Who is responsible for money management in your household?
You and your partner jointly
31% of people said that themselves and their partner were jointly responsible for money
management in their household
Demographic Least likely to be jointly responsible for |Most likely to be jointly responsible for
money management money management
Age 18-24 years of age 15% [45-59 years of age 36%
Employment status [Not working 27% |Self employed 40%
Life stage Single - live in shared HH 5% |Couple - children at home 49%
Single parent 2% |Couple - No children at home 53%
Personal income [less than $20k per year 22% |$70k or more 41%
Household income [Less than $20k per year 13% |$60 - 99k per year 39%
$100k or more 40%
Savings (excl Less than $5k 22% [$250k or more 42%
home)
Home value $300 - 490k 37%
$500k or more 38%
Mortgage debt $50 - 249k M%
$250k or more 42%
Non — mortgage Less than $500 27% |$100k or more 42%
debt
Quintiles Level 1 23% |Level 5 37%
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Aside from the couple/single association, there were few meaningful trends for the 7%
of respondents for whom their partner (7%) was solely responsible for money
management in the household.

Only 5% of respondents cited a family member as being responsible for money
management in their household.

Those who were younger (18-24 years: 30%), had no occupation (22%) and were
single — living in a shared household (18%) were more likely to rely on a family
member for money management.

Conversely, among those least likely to rely on family members were
owners/executives including small businesses (0%), professionals (1%), and those
with higher savings excluding the home ($250K or more: 1%).

Nine percent of those in the lowest level of financial literacy (Quintile level 1) cited a
family member as being responsible for money management in their household,
compared to 2% of Quintile level 5.

Q11 Who is responsible for money management in your household?

Family member

5% of people said that a family member was responsible for money management in their household

Demographic Least likely for a family member to be | Most likely for a family member to be
responsible responsible

Age 25-34 2% |[18-24 30%
35-44 1%
45-59
60-69 1%

Language Other language 10%

Geography Non Capital 3%

Education Degree 3% |Finished year 12 11%

Employment status Casual 14%

Household Single — Living alone 2% |Single — living in shared 18%

structure Couple - no children at home 1% |household

Occupation Professional 1% |Unskilled 11%
Owners/Execs inc small 0% |No occupation 22%
businesses

Personal Income  [$50k or more Less than $50K 7%
$50-69K 1% |Less than $20K 11%
$70K or more

Household Income [$35-59K 2%

Savings (excl. $100k or more 1% |Less than $100K 7%

Home) $50 — 249K 1% |Less than $20K 12%
$250k or more 1%

Mortgage debt $50-249K 1% |Less than $50K 12%
$250K or more

Non — mortgage Less than $500 7%

debt

Quintiles Level 5 2% |Level 1 9%
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8.2 Savings Behaviour

Respondents were asked:
“Which one of the following statements best applies to you:
e |try to save on a regular basis if | possibly can
¢ | save only when | want to save up for something big or special
e There is no point in trying to save because there is never enough money
e Saving is not something | need to do.

Overall, 69% of respondents said that they try to save on a regular basis if they
possibly can, marginally higher than that recorded in 2002 (67%).

Saving Profile

2005
(n=1756) N
2002
(n=3548) -
0 20 40 60 80 100
B | try to save on a regular basis if | possibly can B | save only when | want to save up for something big or special
@ There's no point in trying to save because there's never enough money @ Saving is not something | need to do
OCan't say
Base: total respondents 2002 (n=3548), 50% of total respondents 2005 (n=1756)
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Respondents least likely to try to save on a regular basis were not surprisingly those
on lower incomes (less than $20K per year: 59%) and not working (61%).

Semi-professionals (81%), those with a personal income of $70K or more per year
(77%) and those with savings between $5K and $49K (76%) were most likely to try
and save on a regular basis.

Q55 Which one of the following statements best applies to you?

| try to save on a regular basis if possibly can

68% of people said that they try to save on a regular basis if they possibly can

Demographic Least likely to say that they try and save Most likely to say that they try and
if they possible can save if they possible can
Employment Not working 61%
Work status Semi-Professional 81%
Personal income  [Less than $20k per year 59% |$70k or more per year 77%
Savings excl. Less than $5k 55% |$5 - $49k 76%
home
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Just over one in ten (11%) stated that there is no point in trying to save because
there’s never enough money. This percentage was unchanged from that recorded in
the 2002 study.

Consumers most likely to be in this category included persons with less than $5k in
savings (76%), those whose comfort level was out of control all/most of the time
(47%), and those with household income less than $20K per year (23%).

Those with high levels of savings ($250K or more: 3%) were, not surprisingly, least
likely to say there was no point in trying to save because there’s never enough money.

Groups with low responses were those in the top band of personal income ($70k or
more per year: 4%) and those in the top band for household income ($100K or more
per year: 5%).

N

Q55 Which one of the following statements best applies to you?

There’s no point in trying to save because there’s never enough money

11% of people say that there’s no point in trying to save because there’s never enough money

@CNielsen

Demographic |Least likely to say that there’s no point in| Most likely to say that there’s no point
trying to save because there’s never |in trying to save because there’s never
enough money enough money
Life stage Couple — no children at home 7% |Single Parent 19%
Personal income  [$70k or more per year 4% |Less than $20k per year 17%
Household Income [$100k or more per year 5% |Less than $20k per year 23%
$20-$34k per year 18%
Savings excl. $100k or more 5% |Less than $5k 76%
home $250k or more 3%
Comfort level In control most/all the time 6% |Out of control all/ most of the 47%
time
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8.2.1 Setting Money Aside for Major Financial Outlays

Nearly a quarter (24%) agreed with the statement: “| have problems setting money
aside for major financial outlays”. A similar level was recorded in 2002 (25%).

Three quarters (75%) said that they disagreed (22% disagreed strongly).

Single parents (9%), those renting (9%) and respondents with a household income of
less than $20K (9%) were the most likely to fall into the strongly agree segment.

Those from the lowest level of financial literacy (Quintile level 1: 62%) were less likely
to disagree with the statement. Other groups that were less likely included single
parents (64%), as well as those in rented accommodation (61%), and those with
savings less than $5K (57%).

Major financial outlays

0 10 20 30 40 50 60 70 80 90 100

Percentages

| W Total AGREE O Total DISAGREE [ Can't say|

Base: 2005 50% of total respondents (n=1756); 2002 50% of respondents (n=1767)
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8.2.2 Spending Income vs Planning for the Future

Eighty-four percent of respondents disagreed with the statement: “I spend all of my
income as | get it and don'’t really plan for the future”. Again, a similar level was
recorded in 2002 (83%).

Those from the lowest level of financial literacy (Quintile level 1: 73%) were less likely
to disagree with the statement. Other groups that were less likely were those who had
savings less than $5K (69%) and those from semi-skilled occupations (74%).

No planning for the future

—
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Base: 2005 50% of total respondents (n=1756); 2002 Total respondents (n=3548)
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8.2.2.1 Long-Term Financial Planning

Eighty-four percent of respondents agreed with the statement: “It is important to me to
have a long-term financial plan”. This is significantly different to the comparative figure
in 2002 (92%).

Those from the lowest level of financial literacy (Quintile level 1: 78 %) were less likely
to agree with the statement. Thirty-one percent strongly agreed — greatest amongst
Quintile level 5 (59%) and lowest amongst Quintile level 1 (19%).

Fourteen percent disagreed or disagreed strongly compared with 8% in 2002.

Long term planning
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Base: 2005 50% of total respondents (n=1756); 2002 50% of respondents (n=1767)
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Q90 Please tell me whether you strongly disagree, disagree, agree or strongly agree
with these statements. “It is important to me to have a long-term financial plan”

Strongly Agree

financial plan”

31% of people strongly agree with the statement that “it is important to me to have a long-term

Demographic

Least likely to strongly agree that it is
important to me to have a long-term
financial plan

Most likely to strongly agree that it is
important to me to have a long-term
financial plan

@CNielsen

Languages Other languages 43%
Education Primary/some secondary 21% |Degree 39%
Work status Unskilled 19%
Personal Income $70k or more per year 42%
Household income $100k or more per year 39%
Savings excl. home |Less than $5k 23% [$250k or more 44%
Home value $500k or more 39%
Mortgage debt $250k or more 46%
Quintile Level 1 19% |Level 4 40%
Level 5 59%
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8.2.2.2 Short-Term Financial Planning

Eighty-three percent of respondents agreed with the statement “It is important to me to
have a financial plan for the short term”. This is marginally below that recorded in

2002 (83%).

Twenty-three percent strongly agreed - greatest amongst Quintile level 5 (44%) and
smallest amongst Quintile level 1 (16%). Sixteen percent disagreed, compared to

12% in 2002.

Short term planning

0 10 20 30 40 50 60 70 80 90 100
Percentages

|mTotal AGREE O Total DISAGREE O Can't say]

Base: 2005 50% of total respondents (n=1756) 2002 50% of respondents (n=1767)

Those from the lowest level of financial literacy (Quintile level 1: 74%) were less likely
to agree with the statement. Other groups that were less likely were those who had a
household income less than $20K (73%) and those not working (77%).

N

Q90 Please tell me whether you strongly disagree, disagree, agree or strongly agree with
these statements. “It is important to me to have a financial plan for the short-term”

Strongly Agree

23% of people strongly agree with the statement that “it is important to me have a financial plan for
the short-term

@CNielsen

Demographic Least likely to agree that it is important | Most likely to agree that it is important
to have a financial plan for the short-term| to have a financial plan for the short-
term
Employment Other White Collar 32%
Quintile Level 1 16% |Level 5 44%
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8.3 Management of Expenses

Only 5% of respondents reported that they didn’t keep an eye on expenses at all,
compared with 3% in 2002.

Almost one in five (19%) respondents kept their eye on expenses a bit — unchanged
from 2002.

The proportion of respondents reporting that they keep a fairly close eye on expenses
(44%) was marginally lower that recorded in 2002 (47%).

Thirty-two percent of respondents said that they use written records to keep a close
eye on expenses, up from 29% on 2002.

There were few demographic differences amongst responses to this question. Those
with the highest literacy (Quintile level 5: 44%) had the highest response to using
written records to keep a close eye on expenses.

Expenses Profile

2005
(n=1756)

2002
(n=1767)

0 20 40 60 80 100

B don't keep an eye on expenses at all W1 keep my eye on expenses a bit

B Without keeping written records, | keep a fairly close eye on expenses  E 1 use written records to keep a close eye on expenses

Base: 50% of total respondents 2002(n=1767), 2005 (n=1756)
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8.4 Fee Minimisation

Eighty percent of respondents took steps to minimise bank fees, with a large number
of fee minimisation methods used.

The most common step was to limit the number of transactions per month to within the
banks fee-free quotas, this was done by 17% of respondents. Only 15% used ATMs
from the same bank as the person’s account.

Other steps for fee minimisation included making fewer but larger cash withdrawals
(9%) and using no fee accounts (6%).

Steps taken to avoid fees and charges

Minimise the number of tranactions | make per month 117
Keeping the number of transactions | make to my monthly limit ] 115
Only use ATM's from the same bank as my account ] 115
Pay off monthly credit card balance ] 112

Make fewer but larger cash withdrawls rather than more but smaller cash 1
withdrawls

Use no fee accounts/ exempt from paying fees 6

Ensure the monthly payments are made on credit card 5

| minimise the number of branch visits [ 5
Keep at least a minimum amount in the account 7:|4
Shop around/negotiate 7: 4
Use internet banking 7:4

Withdraw cash when paying for other purchases (e.g petrol) 4

0 3 6 9 12 15 18

Percentages

Base: Total respondents with everyday account or use ATMs, 50% of sample (n=1734)
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Those from the lowest level of financial literacy (Quintile level 1: 6%) were less likely to
pay off their credit card balance to minimise fees and charges. Other groups who were
less likely to pay off their credit card included single parents (3%) and those who had
less than $5K in savings (7%).

Q14 What specific steps do you take to minimise or avoid fees and charges relating to
your everyday banking?

Pay off monthly credit card balance (card use)
12% of people pay off their monthly credit card balance to minimise or avoid fees and charges
relating to their everyday banking

Demographic Least likely to pay off their monthly Most likely to pay off their monthly
credit card balance credit card balance

Education Finished year 12 6% |[Degree 16%
Household Single parent 3% |[Couple-No children at home 18%
structure
Occupation Professional 16%
Savings (excl. Less than $5K 7% |$100k or more 18%
Home)
Quintiles Level 1 6%

Twenty-one percent of respondents did nothing to avoid fees. Those in the lowest
level of financial literacy (Quintile level 1: 34%) and older persons (70+ years: 31%)
were most likely to be in this group.

Q14 What specific steps do you take to minimise or avoid fees and charges relating to
your everyday banking?

Can’t say
21% of people could not say what specific steps they did to minimise or avoid fees and charges
relating to their everyday banking

Demographic Least likely to not be able to say what | Most likely to not be able to say what
they did to minimise fees they did to minimise fees
Age 70+ years 31%
Education Degree 15%
Quintiles Level 5 14% [Level 1 34%
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8.5 Personal Debt

8.5.1 Comfort Level

Respondents were asked how comfortable they were with the total amount of money
they now owed.

Almost three-quarters (72%) of respondents said they were either very comfortable or
fairly comfortable with the level of debt they carried. Eleven percent reported that they
were somewhat uncomfortable and 6% that they were very uncomfortable.

Comfort with Current Level of Debtl

100 ~

6
1
80 1 10

60

40 +

20 4

W Very comfortable M Fairly comfortable
M Neither comfortable nor uncomfortable E Somewhat uncomfortable
OVery uncomfortable OCan't say

Base: Total respondents (n=3513)
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Those most likely to be very comfortable with their levels of debt were those 70 years
+ (60%), as well as those who owned their home outright (57%). Those in the highest
financial literacy quintile were also more likely to be comfortable with the level of debt
they owed (Quintile level 5: 46%).

Those who were least likely to be very comfortable with the total amount of money
they now owe were those with the highest levels of mortgage debt ($250K or more:
11% and $50 — $249K: 18%) and higher levels of non-mortgage debt ($10 to 99K or
more: 20%).

Q82 How comfortable are you with the total amount of money you now owe? Would you
say you are

Very comfortable
39% of people said that they were very comfortable with the total amount of money they now owe

Demographic Least likely to be very comfortable with |Most likely to be very comfortable with

the amount of money they now owe the amount of money they now owe
Age 25 - 34 years 28% |60 - 69 years 58%
35 - 44 years 26% |70 years + 60%
Employment Working 34% |Not working 48%
Full-time 33%
Life stage Couple - Children at home 29% (Single - Living alone 46%
Couple - No Children at home 48%
Work status Unskilled 30%
Home ownership  [Paying off 21% |Own outright 57%
Renting 33%
Household income [$60 - $99k per year 33%
Saving excl. home |Less than $5k 27% |$250k or more 55%
Home value $500k or more 46%
Mortgage debt $50 - $249k 18%
$250k or more 11%
Non mortgage debt [$500 - $10k 29% |Less than $500 54%
$10 - 99k or more 20%
$100k or more 23%
Quintile Level 5 46%
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say you are

Q82 How comfortable are you with the total amount of money you now owe? Would you

Somewhat uncomfortable

now owe

11% of people said that they were some what uncomfortable with the total amount of money they

Demographic

Least likely to say that they were

somewhat uncomfortable

Most likely to say that they were

somewhat uncomfortable

@CNielsen

Age 60-69 years 5% |25-34 years 15%
70 years 4%
Life stage Couple - children at home 8%
Home Ownership [Own outright 5%
Savings (excl $100k or more 5% |Less than $5k 17%
home) $250k or more 5% |Less than $100k 13%
Mortgage debt $50-$249k 16%
Non Mortgage debt [Less than $500 6% [$10-$99k 20%
Level of control In control most /all of the time 6% |Out of control all/ most of the 37%
time
Fluctuates between in and out of | 29%
control
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8.5.2 Control of Financial Situation

When asked to choose which statement best described how they felt about their
current financial situation, the majority of respondents (79%) said that they were in
control of their financial situation all or most of the time.

A sizable proportion (17%) said they fluctuated between being in and being out of
control with their finances. A small proportion (3%) stated they felt out of control all
(1%) or most of the time (2%).

Feelings About Financial Situation

Out of control ALL of the time 1

Out of control MOST of the time 2

Fluctuates between being in and out
of control

In control MOST of the time 45

In control ALL of the time 34

Base: Total respondents (n=3513)
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Those who were least likely to state that they felt in control of their financial situation
all of the time were those who had the lowest levels of savings (less than $5K: 16%),
as well as those in casual employment (21%) and those who were renting (21%).
lowest level of financial literacy (Quintile level 1: 28%) were also

Those in the

significantly below average.

Those who had highest responses to being in control all of the time include older
people (70 years +: 64%), those with the highest level of savings ($250K or more:

53%) and those who own their house outright.

N

Q83 Which one of the following statements BEST describes how you generally feel about
your CURRENT financial situation? Would you say it feels?

In control ALL of the time

34% of people generally feel in control all of the time when it comes to their current financial

@CNielsen

situation
Demographic Least likely to feel in control all of the | Most likely to feel in control all of the
time time
Gender Female 30%
Age 18 - 24 years 20% |60 - 69 years 51%
25 - 34 years 26% |70 years + 64%
35 - 44 years 24%
Education Primary/some secondary 43%
Employment Working 29% [Not working 43%
Part-time 24%
Casual 21%
Life stage Single - Live in shared HH 21% (Single - Living alone 41%
Single parent 19% [Couple - No Children at home 44%
Couple - Children at home 27%
Work status Unskilled 25%
Home Ownership  [Paying off 24% |Own outright 48%
Renting 21%
Personal income $70k or more per year 44%
Household income [$60 - $99k per year 28%
Saving excl. home |[Less than $5k 16% |$250k or more 53%
Home value $500k or more 44%
Mortgage debt $50 - $249k 22%
Non mortgage debt [$500 - $10k 24% |Less than $500 44%
$10 - 99k 21%
Quintile Level 1 28% |Level 5 41%
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Those who stated that their financial situation fluctuated between being in and out of
control was more likely to include Aboriginal/Torres Strait Islanders (29%) as well as
those in rented accommodation (29%) and those in casual employment (34%).
Respondents with the lowest level of financial literacy (Quintile level 1: 24%) were also
more likely to state that their financial situation fluctuates between being in and out of

control.

i

Q83 Which one of the following statements BEST describes how you generally feel about
your CURRENT financial situation? Would you say it feels?

Fluctuates between being in and out of control

17% of people generally feel that they fluctuate being in and out of control when it comes to their
current financial situation

Demographic

Least likely to feel that they fluctuate in

and out of control

Most likely to feel that they fluctuate in

and out of control

@CNielsen

Age 60-69 years 6% |18 - 24 years 26%

70+ 4% |25 - 34 years 21%

35 - 44 years 23%

Origin Aboriginal/ Torres strait Islander | 29%

Education Degree 14% |Some tertiary/ diploma 23%

Employment Part time 23%

Casual 34%

Free lance 23%

Life stage Couple no children at home 10% (Single - Live in shared HH 27%

Single parent 27%

Couple - Children at home 21%

Work status Professional 12% (Sales 23%

Owner/ execs inc small business 12% |Semi skilled 24%

Farm owner 6% |unskilled 29%

Home Ownership  [Own outright 9% |Paying off 21%

Renting 29%

Personal income  [$70k or more per year 9% |$20-34k per year 23%

Less than $20k per year 22%

Household income [$100k or more per year 11% |$35-59k per year 21%

Saving excl. home [$250k or more 5% |Less than $5k 32%
Home value $300-490k 11%
$500k or more 12%

Mortgage debt $50 - $249k 21%

Non mortgage debt [Less than $500 12% |$500 - $10k 23%

$10 - 99k or more 26%

Quintile Level 5 11% |Level 1 24%

Page 219 of 356

N=



Those who are more likely to feel out of control all of the time were not surprisingly on
low incomes (less than $20K a year) and with low (suspect no) savings (less than $5K

a year).

i

your CURRENT financial situation? Would you say it feels?

Q83 Which one of the following statements BEST describes how you generally feel about

Out of control ALL of the time

situation

1% of people generally feel out of control all of the time when it comes to their current financial

Demographic

Least likely to feel out of control all of

Most likely to feel out of control all of

@CNielsen

the time the time
Household income Less than $20k 3%
Savings (excl Less than $5k 3%
home)
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Financial literacy has a strong relationship with perceived financial control. Fifty-six
percent of people who stated they were out of control with their finances were in the
lowest two Quintiles of financial literacy, compared with only 38% of people who stated
they were in financial control.

Income levels undoubtedly played an important role in this. On average those in the
lower financial literacy Quintiles have lower average pre-tax personal income and
lower average pre-tax household income than those in the higher Quintiles.

For example, those with the lowest level of financial literacy (Quintile level 1) were
more likely to have lower levels of Personal income (eg. 34% of those in Quintile level
1 had annual personal income less than $20K, compared to 13% of those in Quintile
level 5). Those with the lowest level of financial literacy (Quintile level 1) were also
more likely to have lower levels of Household income (eg. 19% of those in Quintile
level 1 had annual Household income less than $20K, compared to 5% of those in
Quintile level 5).

For further demographic data on the strong relationship between income levels and
financial literacy levels, see Section 2.6.2.2.

The Role of Financial Literacy in Perceived Financial Control

N

40% -

33%
29%

22%
18% 20% 20% 20%
0

20% 1 18% 18%

0% -
Out of control all or most of the Fluctuates between in & out of In control all or most of the time
time (n=110) control (n=617) (n=2767)

B Level 1 (Lowest Level of Financial Literacy) OLevel 2
HLlevel 3 OLevel 4
B Level 5 (Highest Level of Financial Literacy)
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8.5.2.1 Control of Borrowings & Credit Cards

Respondents were asked whether they agreed or disagreed with the statement: | feel
out of control with my borrowing and credit card generally”.

Seven percent agreed that they felt “out of control”. The majority (92%), however,
disagreed. The comparative figures in 2002 were 7% and 91% respectively.

Those less likely to disagree with the statement were those with less than $5K in
savings (85%) and those who spoke other languages at home (85%).

Level of control

0 10 20 30 40 50 60 70 80 90 100

Percentages

| Total AGREE D Total DISAGREE O Can't say|

Base: 2005 50% of total respondents (n=1756) 2002 Total respondents (n=3548)
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8.6 Money Lenders

Respondents were read a list of places that people go to borrow money to make a
purchase or when they need some cash including borrowing for a mortgage or car
through borrowing to help out with household bills, and asked to indicate which they
had previously used in the last 12 months.

Over half of all respondents had not personally approached anyone to borrow money
in the past year. Those who had, predominantly went to a bank, building society, or
credit union (27%), or to family or friends (14%).

Pawn brokers and Pay Day lenders were mentioned by 1% respectively.

Money Lenders Used

Bank, building society or credit
union

Family or Friends

Store loan or interest-free
deal/Retailer finance

Finance Company

Cash advance on your salary
from your employer

Pawn Broker

Pay Day Lender

None

80

Base: Total respondents (n=3513)
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Those most likely to have borrowed from a bank/building society or credit union had
higher levels of debt (mortgage debt $250K or more: 59% and non mortgage debt:
$100k or more: 59%), were self employed (42%), and those between the ages of 25
and 34 (40%).

Unsurprisingly, those least likely to have borrowed from a bank/building society or
credit union in the last 12 months were those aged 70 years + (7%), those not working
(13%) as well as those who had household income less than $20K per year (13%).
This group also included those with the lowest level of financial literacy (Quintile level

1: 19%).

Q84 | 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?
Bank, building society or credit union
27% of people have used a bank, building society or credit union to borrow money in the last 12
months
Demographic |Least likely to have used a bank, building Most likely to have used a bank,
society or credit union building society or credit union
Age 60 - 69 years 12% |25 - 34 years 40%
70 years + 7% |35 - 44 years 37%

Education Primary/some secondary 17% |Degree 32%

Employment Not working 13% |Working 35%
Full-time 38%
Self employed 42%

Life stage Single - Living alone 20% |[Couple - Children at home 36%

Work status Unskilled 19%

Home ownership  [Own outright 17% |Paying off 42%

Personal income  [Less than $20k per year 17% |$50 - $69k per year 36%
$70k or more per year 45%

Household income [Less than $20k per year 13% [$60 - $99k per year 39%

$20 - $34k per year 17% |$100k or more per year 38%

Mortgage debt $50 - $249k 43%
$250k or more 59%

Non mortgage debt [Less than $500 15% |$10 - 99k 47%
$100k or more 59%

Quintile Level 1 19%

Control Fluctuates between beinginand | 33%
out of control
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Those most likely to borrow money from friends and family in the last 12 months were
those in the youngest age group (18 to 24 years: 45%), as well as those in casual
employment (29%), those living in a shared household (36%), and those whose origin
was Aboriginal/Torres Strait Islander (29%). Those who said they were out of control
with their finances all or most of the time (33%) were also more likely to use family or
friends. In addition, those with a low savings buffer (less than $5K: 28%) had above
average representation.

Those in the lowest level of financial literacy (Quintile level 1: 20%) also had a higher
than average incidence of borrowing from friends and family.

Q84 | 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?
Family or Friends
14% of people have used family or friends to borrow money in the last 12 months
Demographic Least likely to have used family or Most likely to have used family or
friends friends
Age 45-59 years 6% |[18-24 years 45%
60-69 years 1% |25-34 years 21%
Origin Aboriginal/Torres Strait Islander [ 29%
Language Other Language 20%
Education Primary/some secondary 6% |Finished year 12 21%
Some tertiary/ diploma 23%
Employment Casual 29%
Life stage Single living alone 9% |[Single - live in shared HH 36%
Couple — No children 7% |Single parent 22%
Work status Professional 10% |Unskilled 24%
Owner/ execs inc small business 7% |No occupation 27%
Home Ownership  [Own outright 7% |Renting 25%
Personal income  [$50k or more per year 8% |Less than $20k per year 20%
$70k or more per year 6%
Savings excl. home |$100k or more 4% |Less than $5k 28%
$50k-$249k 8% |Less than $100k 19%
$250k or more 4%
Home value $300k- $490k 10%
$500k or more 8%
Quintile Level 1 20%
Control Fluctuates between being inand | 29%
out of control
Out of control all or most of the 33%
time
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Those most likely to use a store loan or interest free deal/retailer finance were those
who had mortgage debt levels between $50 and $249 K (19%), those with mortgage
debt levels between $50K and $249K (19%), those between 25 and 34 (18%) and
those whose personal income was between $50 and $69K per year (18%).

Those least likely to use this type of credit were those 70 or over (1%). Those in the
lowest level of financial literacy (Quintile level 1: 8%) were also less likely to have a
store loan or interest-free deal.

@CNielsen

Q84 | 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?
Store loan or interest- free deal/ Retailer finance
11% of people have used a store loan or interest-free deal to borrow money in the last 12 months
Demographic Least likely to have used a store loan or |Most likely to have used a store loan or
interest-free deal interest-free deal
Age 18-24 years 9% [25-34 years 18%
60- 69 years 6% |[35-44 years 16%
70+ years 1%
Origin Aboriginal/Torres Strait Islander | 16%
Education Primary/some secondary 5% |Tech/commercial/TAFE 14%
Employment Not working 6% |Working 14%
Casual 7% |Full time 16%
Freelance 7%
Life stage Single living alone 8% |Couple children at home 16%
Single living in shared HH 6% |Single parent 14%
Occupation Owner/execs inc small business 9% |Professional 13%
Semi skilled 6% |Sales 13%
Unskilled 9% |Other white collar 15%
Farm owner 6%
Home ownership  [Own outright 6% |Paying off 16%
Renting 14%
Personal income  [Less than $20k per year 7% |$50k or more per year 16%
$35-$49k per year 13%
$50 - $69k per year 18%
$70k or more per year 14%
Household income |[Less than $20k per year 5% |$60-$99k per year 17%
$20-$34k per year 9% [$100k or more 13%
Savings (excl $100k or more 9% [$5-$49k 13%
home) $250k or more 8%
Home value $500k or more 8%
Mortgage debt $50-$249k 19%
$250k or more 16%
Non mortgage debt [Less than $500 5% |$500-$10k 17%
$10- $99k 19%
$100k or more 14%
Quintile Level 1 8% |[Level 3 14%
Level of control Out of control all/most of time 13%
Fluctuates between in/out of
control 15%
Consultation Financial planner/adviser 5%
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Those most likely to use a finance company were those aged 25 to 34 years of age
(11%), working full time (9% )and with household income of $60-99K (9%). Those who
said they were out of control with their finances all or most of the time (14%) were also
more likely to use a finance company.

Q84 | 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?

Finance Company

6% of people have used a finance company to borrow money in the last 12 months

Demographic

Least likely to have used a finance

Most likely to have used a finance

@CNielsen

company company
Age 60-69 years 2% |25-34 years 11%
70+ years 1%
Employment Not working 4% |Full time 9%
Home ownership  [Own outright 2% |Renting 10%
Household income $60-$99k 9%
Home value $500k or more 3%
Non mortgage debt [Less than $500 2% |$10-$99k 15%
$100k or more 11%
Control Out of control all or most of the 14%
time
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Those most likely to use a cash advance on their salary were younger (18 to 24 years:
3%), living in a shared household (3%) or single parents (3%), renting (3%), on a
relatively low income (3%) and with low savings (3%). Those who said they fluctuated
between being in and out of control of their financial situation (3%) were also more
likely to use a cash advance on their salary.

Q84 | 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?

Cash Advance on your salary

1% of people have used a cash advance on their salary to borrow money in the last 12 months

Demographic

Least likely to have had a cash advance
on their salary

Most likely to have had a cash advance

on their salary

Age

18-24 years

3%

Life stage

Single — live in a shared HH
Single parent

3%
3%

Home ownership

Renting

3%

Personal income

$20-$34k per year

3%

Home value

Savings (excl Less than $5k 3%
home)

Control Fluctuates between being in and 3%

out of control

@CNielsen
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The group most likely to utilise a pawn broker or cash converter were respondents of
Aboriginal and Torres strait islander origin (8%), younger age groups (18 to 24: 3%),
renting (4%) or working in semi-skilled or unskilled employment (both 3%). Those who
said they were out of control with their finances for all or most of the time (6%) were
also more likely to use a pawn broker or cash converter.

Q84 | 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?
Pawn broker
1% of people have used a pawn broker or cash converter to borrow money in the last 12 months
Demographic |Least likely to use a pawn broker or cash| Most likely to use a pawn broker or
converter cash converter
Age 18-24 years 3%
Origin Aboriginal/Torres Strait Islander 8%
Employment Casual 3%
Life stage Single — live in shared HH 3%
Work status Semi- skilled 3%
Unskilled 3%
Home Ownership Renting 4%
Household income $20-30k per year 3%
Savings excl. home Less than $5k 3%
Control Fluctuates between being in and 3%
out of control
Out of control all or most of the 6%
time
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Those most likely to use a pay day lender were those whose origin was
Aboriginal/Torres Strait Islander (4%), and those with no occupation (4%). Those who
said they fluctuated between being in and out of control of their financial situation (2%)
were also more likely to use a pay day lender.

Q84 | 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?

Pay Day Lender

1% of people have used a pay day lender in the last 12 months

Demographic

Least likely to use a pay day lender

Most likely to use a pay day lender

Origin

Aboriginal/Torres Strait Islander

4%

Work status

No occupation

4%

Non mortgage debt

$10 — $99k

2%

Control

Fluctuates between being in and
out of control

2%
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8.7 Missed Loan Payments

Respondents were asked whether, at any time in the last 12 months, they had not
been able to make a repayment on any loans, mortgages, credit cards or any other
types of repayments that they had (excluding utility bills). Five percent of respondents
had missed a repayment for in the past year.

Of those who had been unable to make a repayment the most likely were respondents
who worked freelance (19%) or employed casually (10%). Younger respondents (18 to
24: 9% and 25 to 34: 9%) were also more likely to have missed a repayment, as were
those renting (11%).

Missed Loan Payment - Past 12 Months

100 ~

80 1

60 -

40 -

20 -

HYes ENo

Base: Total respondents (n=3513)
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Q85 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? (we are
not talking about utility bills, just loans, cards and other type of borrowings)

Yes
5% of people said that at some stage in the last 12 months they had not been able to make
a repayment on any loans, mortgages, credit cards or any other types of repayments that

they have
Demographic N/A Most likely to have not been able to

make a repayment in the last 12
months

Age 18-24 years 9%
25-34 years 9%
Employment Casual 10%
Freelance 19%
Life stage Single parent 10%
Work status Sales 10%
Home Ownership Renting 11%
Savings excl. home Less than $5k 9%
Non mortgage debt $500-$10k 9%
$10-$99K 12%

Of those who had missed a repayment in the past year, the payment most frequently
missed was a credit card payment (47%), followed by a personal loan payment (24%
and a mortgage payment (16%).

Payment Missed

Credit card

Personal loan

Mortgage

Car lease

Hire purchase

Store card

Can't say

Other

0 20 40 60 80 100

Base: Total respondents who missed loan payment in the past 12 months (n=184)
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8.7.1 Reason Missed Payment

Respondents who had missed a payment were asked why they were unable to make
the payment.

The most common reason was job/income loss: 26% said they had lost their
income/job and a further 2% said their partner had lost their income/job. Nineteen
percent said they had missed payments because they had not budgeted correctly or
planned properly. A third category of reasons was higher than expected expenses
(eg. unexpected expenses generally (9%), unexpected emergency expenditure (6%),
and unexpected medical expenses (4%).

|Main Reason unable to make payment

| had a loss of income/lost my job 26

| did not budget correctly/I did not plan properly |19

Other |17

Lack of funds/didn't have the money
An expense | had was a lot more than expected
Over spent on my credit card/charge/store card :
| had an unexpected emergency expenditure 7: 6
| had unexpected medical expenses/illness in the family 7: 4
Borrowed too much money originally 7: 3
Partner lost income/lost job 7: 2

Can't say

Relationship breakdown D 1
0 5 10 15 20 25 30

Percentages

Base: Total respondents who missed loan payment in the past 12 months (n=184)
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8.7.1.1 Major Loss of Income

Just over three quarters of respondents (77%) agreed with the statement “If | had a
major loss of income | could manage for a period of time”. Seventy-six percent of
respondents agreed with the statement in 2002.

Those from the lowest level of financial literacy (Quintile level 1: 68%) were less likely to
agree with the statement. Other groups that were less likely were those who had
savings less than $5K (63%) and single parents (63%).

Loss of income

0 10 20 30 40 50 60 70 80 90 100

Percentages

| B Total AGREE O Total DISAGREE [ Can't say|

Base: 2005 50% of total respondents (n=1756) 2002 Total respondents (n=3548)
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9 Financial Information & Advice

This section investigates financial competence from the perspective of access to and
use of financial information sources.

Key Findings

Overall, consumers who make use of financial information use a wide range of
sources. However, quite a large proportion (40%) used no information to assist in their
financial decision making, and this group was more likely to be in the lowest financial
literacy levels. More than half (56%) of respondents said they felt that they needed
further education or information about financial matters. The main topics of interest
were investing and superannuation, and the most popular channel for accessing the
information was the Internet.

o Respondents were asked whether they had read or used any of a list of sources
over the last five years to assist with their financial decision making. The main
source used was financial newspapers or magazines (37%), with indications that
those who do source information tend to use multiple channels. Other relatively
widely used sources were publications from the finance industry (30%), printed
books or other financial publications (27%), publications from Government (24%),
and finance-related sites on the Internet (22%). Respondents were asked whether
they had consulted any people regarding their finances from a list that was read
out to them. The responses show that consumers tend to utilise multiple sources
of advice for their finances. Those most often approached were family or friends
(45%) and accountants (44%). A little over a third consulted a bank manager or
bank employee (35%) and a financial planner or adviser (34%). Taxation
specialists were consulted by just under a quarter of the sample (23%). Seventeen
percent of the sample reported that they consulted no-one regarding their finances.

e Respondents under 65 with superannuation and employed were asked where they
would go to get information on working out how much they need for their
retirement. Fifty percent said that they would get information from financial
planners or advisers. The next most often nominated source was an accountant
(17%). After that, respondents named a wide variety of sources including family or
friends (9%) but the likelihood of using these sources was much lower than for a
financial planner or adviser. Those with the lowest response for using a financial
planner or adviser for getting information on working out how much you need for
your retirement were those with a low level of education and those in the lowest
level of financial literacy (Quintile level 1).

¢ Respondents were asked who they would go to if a sudden loss of income caused
difficulty in meeting financial commitments. Most would approach family (45%) an
increase on the 39% recorded in 2002. The second most common referral was a
bank (41% - marginally lower than the 43% reported in 2002).

¢ Respondents were asked who they would contact if they experienced difficulty with
various products that they were unable to resolve with the service provider. The
main source of redress was the Ombudsman, however a large proportion of
persons responded “can’t say’ (21% for a banking-type product; 21% for an
insurance issue; 33% for a managed fund or superannuation issue; and 25% for a
financial planner/adviser issue). The proportion of people who could not suggest
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anywhere to go was lower than in 2002. Those most likely to refer to the
ombudsman included respondents categorized in Quintile level 5, the highest
financial literacy level. Those least likely were younger respondents. After the
Ombudsman, the most frequently cited source of assistance was Government
Agency — ACCC/ consumer affairs/ dept fair trading, followed by a solicitor.

Over half (56%) of respondents said they felt that they needed further education or
information about financial matters. This was highest amongst people aged up to
34 and lowest among older persons. Those in the highest financial literacy
Quintile (level 5) were less likely to feel that they needed further education in
relation to finance.

Respondents who had stated that they felt the needs for further education were
asked what finance topics they would like further information on. The main topics
of interest for those seeking further financial information were investing and
superannuation. Sixteen percent of those who wanted help were unable to identify
specific topics with which they needed help. Those respondents were most likely
to be older, with lower levels of education, and in Quintile level 1, the lowest level
of financial literacy.

Those respondents who stated that they would like additional information about
financial issues were asked how they would like the information made available.
The most popular method for most types of information was the Internet. This
included those wanting information on budgeting, investing, superannuation,
taxation and Complaint or Dispute Resolution. Those wanting information on
Business Finance stated that they preferred it was made available via
“‘communications from financial institutions”.
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Respondents were asked whether they had read or used any of a list of sources over
the last five years to assist with their financial decision-making. There are indications
that those who do source information tend to use multiple channels. The main source

used was financial newspapers or magazines (37%),.

Other relatively widely used sources were publications from the finance industry
(30%), printed books or other financial publications (27%), publications from

Government (24%), and finance-related sites on the Internet (22%).

A significant proportion (40%) used no information to assist in their financial decision-

making.

|Financia| Information Sourcesl

Publications from the finance industry 30
Printed books or other financial publications 27
Publications from Government 24

Publications from community organisations 11

Financial newspapers or magazines 37

Finance-related sites on the Internet 22

Seminars 17
——

None 40

Other 3

Can'tsay | 1

0 20 40 60 80

Base: Total Respondents (n=3513)

100
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Those who were most likely to use financial newspapers or magazines were in the
highest financial literacy levels (Quintile level 4: 47% and Quintile level 5: 59%), had
higher personal income ($70K or more: 62%) and higher savings excluding the home
($250K or more: 60%).

Conversely, those who were least likely to use financial newspapers or magazines
included those in the lowest financial literacy levels (Quintile level 1: 18% and Quintile
level 2: 29%). Those in unskilled occupations (14%) and those with a lower level of
education (primary/some secondary: 18%) also were less likely.

Q12 Have you read or used any of the following sources over these last five years to
assist with your financial decision making?
Financial newspapers or magazines
37% of people have used financial newspapers or magazines to assist with financial decision
making
Demographic Least likely to have used financial Most likely to have used financial
newspapers or magazines newspapers or magazines
Gender Female 32% [Male 43%
Age 18-24 27%
70 years + 28%
Education Primary/some secondary 18% [Degree 53%
Passed year 10 27%
Passed year 11 28%
Employment status [Not working 29% [Working 42%
Casual 27% |Full-time 46%
Self employed 48%
Household Single parent 29%
structure
Occupation Semi-skilled 25% |Professional 52%
Unskilled 14% |Semi-professional 45%
Home ownership  |Renting 32%
Personal Income  [Less than $50K 28% |$50K or more 55%
Less than $20k 22% |$50 — 69K 47%
$20 - 34K 29% |$70K or more 62%
Household Income ([Less than $100K 32% |$100K or more 54%
Less than $20K 21% |$60-99K 45%
$20-34K 24%
Savings (excl. Less than $100K 29% |$100k or more 54%
Home) Less than $5K 21% |$50 - 249K 46%
$5 - 49K 32% |$250K or more 60%
Home value Less than $175K 23% [$300 — 490K 43%
$500K or more 50%
Mortgage debt $250K or more 54%
Non — mortgage $100K or more 48%
debt
Quintiles Level 1 18% |Level 4 47%
Level 2 29% |Level 5 59%
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Forty percent of respondents stated that they used no sources of information to aid in
their financial decision making.

This group were more likely to be either younger (18-24 years: 50%) or older (70+
years: 50%), with lower education (primary/some secondary: 61%), and not working or
working casually (both 50%). Persons in this category were more likely to be a single
parent (51%), and in semi-skilled (50%) or unskilled (66%) occupations. They were
also more likely to have low personal income (less than $20k per year: 56%) and low
household income (less than $20k per year: 59%).

Not surprisingly, persons who used no sources of information to aid in their financial
decision making were more likely to be in the lowest financial literacy levels (Quintile
level 1: 62% and Quintile level 2: 48%).

N

Q12 Have you read or used any of the following sources over these last five years to
assist with your financial decision making?

None

40% of people claim to have not used any source to assist with financial decision making

Demographic Least likely to have used no sources Most likely to have used no sources
Age 35-44 35% |18-24 50%
70 years + 50%
Education Some tertiary education 32% |Primary/some secondary 61%
Degree 24% |Passed year 10 53%
Finished year 12 46%
Employment status [Working 35% |Not working 50%
Full-time 32% |[Casual 50%
Household Single-living alone 46%
structure Single parent 51%
Occupation Professional 26% |Semi-skilled 50%
Unskilled 66%
No occupation 61%
Personal Income  [$50K or more 25% |Less than $50K 48%
$50 — 69K 28% |Less than $20k 56%
$70K or more 21%
Household Income [$100K or more 28% |Less than $100K 44%
$60-99K 31% |Less than $20K 59%
$20-34K 52%
Savings (excl. $100k or more 25% |Less than $100K 47%
Home) $50 - 249K 33% |Less than $5K 58%
$250K or more 21%
Home value $300 — 490K 34% |Less than $175K 54%
$500K or more 32%
Mortgage debt $250K or more 29%
Non — mortgage $100K or more 29% |Less than $500 45%
debt
Quintiles Level 5 22% |Level 1 62%
Level 4 30% |Level 2 48%
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9.2 Sources of Advice

Respondents were asked whether they had consulted any people regarding their
finances. A list of alternatives was read out to them.

The responses show that consumers tend to utilise multiple sources of advice for their
finances. Those most often approached were family or friends (45%), and
accountants (44%). A little over a third consulted a bank manager or bank employee
(35%) and a financial planner or adviser (34%). Taxation specialists were consulted by
just under a quarter of the sample (23%).

Seventeen percent of the sample reported that they consulted no-one regarding their
finances.

Financial Consultation

45

Family or friends
An Accountant 44
A Bank Manager or Bank Employee
A Financial Planner or Adviser

A Taxation Specialist

A Financial Counsellor

A Mortgage Broker

An Insurance Broker

A Stock Broker

Someone Else

None

0 20 40 60 80 100

Base: Total Respondents (n=3513)

ANZ Survey of Adult Financial Literacy in Australia, November 2005 Page 240 of 356

@CNielsen



Forty-five percent of respondents consulted family and friends.
younger age groups were more likely to be in this category (18 to 24 years: 73%).

i

Not surprisingly,

Q13 And have you consulted any of the following people regarding your finances?

Family or friends

45% of people said that they had consulted family or friends regarding their finances

Demographic N/A Most likely to have contacted family or
friends
Age 18 - 24 years 73%
25 - 34 years 63%
Education Degree 51%
Employment Working 50%
Full-time 52%
Part-time 52%
Life stage Single - Live in shared HH 60%
Home ownership Paying off 49%
Renting 55%
Personal income $35 - $49k per year 51%
Household income $60 - $99k per year 52%
Non mortgage debt $500 - $10k 51%
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Forty-four percent of respondents consulted an accountant regarding their finances,
the second-highest source of financial advice.

Respondents more likely to consult an accountant included the self-employed (81%),
farm owners (76%) and those with higher levels of mortgage debt ($250K or more:
72%). They were also likely to be in the top financial literacy levels (Quintile level 5:

58%, Quintile

level 4: 52%).

Those least likely to consult an accountant included the young (18-24 years: 25%) and
those who had no occupation (19%) or were unskilled (21%). This group were also
more likely to have low savings (saving excluding the home less than $5K: 25%).
Respondents with the lowest levels of financial literacy (Quintile level 1: 28% and
Quintile level 2: 37%) were less likely to have consulted an accountant.

@CNielsen

Q13 And have you consulted any of the following people regarding your finances?
An Accountant
44% of people have consulted an accountant regarding their finances
Demographic Least likely to have consulted an Most likely to have consulted an
accountant accountant
Age 18-24 25% |35-44 53%
70 years + 32% |45-59 51%
Education Primary/some secondary 30% |Degree 53%
Employment status [Not working 33% |Full-time 51%
Casual 32% |Self-employed 81%
Household Single-living alone 38% |Couple-children at home 51%
Structure Single-live in shared HH 31% |Couple-no children at home 49%
Occupation Semi-skilled 31% |Professional 54%
Unskilled 21% |Owners/execs inc. Small 68%
No occupation 19% |Businesses
Farm Owner 76%
Home Ownership [Renting 31% |Paying off 52%
Personal Income  [Less than $50K 35% |$50K or more 63%
Less than $20k 26% |[$50 — 69K 55%
$20 — 34K 37% |$70K or more 69%
Household Income ([Less than $100K 39% |$100K or more 60%
Less than $20K 23% [$60-99K 54%
$20-34K 29%
Savings (excl. Less than $100K 36% |$100k or more 61%
Home) Less than $5K 25% [$50 — 249K 54%
$250K or more 66%
Home value Less than $175K 35% |$300 — 490K 52%
$500K or more 60%
Mortgage debt $50 — 249K 51%
$250K or more 72%
Non — mortgage Less than $500 39% |$100K or more 63%
debt
Quintiles Level 1 28% |Level 4 52%
Level 2 37% |Level 5 58%
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Thirty-five percent of respondents consulted a bank manager or bank employee
regarding their finances, the third most frequently consulted group for financial advice.

Respondents who were more likely to consult a bank manager or bank employee
included farm owners (53%) and those with higher levels of mortgage debt ($250K or
more: 52%).

Those least likely to consult a bank manager or bank employee included older persons
(70+ years: 22%), persons with lower household income (less than $20K: 24%) and
persons with low education (primary/some secondary: 25%). Respondents with the
lowest level of financial literacy (Quintile level 1: 27%) were also less likely to consult a
bank manager or bank employee.

Q13 And have you consulted any of the following people regarding your finances?
A Bank Manager or Bank employee
35% of people consulted a bank manager or bank employee regarding their finances
Demographic Least likely to have consulted a bank Most likely to have consulted a bank
manager or bank employee employee regarding their finances
Age 60 — 69 25% |35-44 44%
70 years + 22%
Education Primary/some secondary 25% |Degree 40%
Employment status [Not working 27% |Working 39%
Full-time 41%
Household Couple-no children at home 30% |Couple-children at home 41%
structure
Occupation Unskilled 25% |Farm Owner 53%
Home ownership  [Own outright 29% |Paying off 45%
Personal Income $50K or more 40%
$70K or more 44%
Household Income ([Less than $20K 24% |$100K or more 40%
$20 — 34K 28% [$60 - 99K 41%
Savings (excl. Less than $5K 29%
Home)
Mortgage debt $50 — 249K 45%
$250K or more 52%
Non — mortgage Less than $500 29% ($10 — 99K or more 44%
debt $100K or more 46%
Quintiles Level 1 27%
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Thirty-four percent of respondents consulted a financial planner or adviser regarding
their finances, the fourth most frequently consulted group for financial advice.

Respondents who were more likely to consult a financial planner or adviser included
those with higher savings excluding the home ($250K or more: 54%), older
respondents (60-69 years: 51%, 45-59 years: 40%) and those with household incomes
of $60-$99K (40%).

Those least likely to consult a financial planner or adviser included younger
respondents (18-24 years: 13%), and those with no occupation (15%). Those in the
lowest financial literacy levels (Quintile level 1: 19% and Quintile level 2: 29%) were
also below average.

N

Q13 And have you consulted any of the following people regarding your finances?

A Financial planner or adviser

34% of people consulted a financial planner or adviser regarding their finances

Demographic | Least likely to have consulted a financial Most likely to have consulted a
planner or adviser financial planner or adviser
Age 18-24 13% (45-59 40%
60-69 51%

Education Primary/some secondary 25% |Degree 42%

Employment status |Casual 21%

Household Single — live in shared HH 17% |Couple-No children at home 41%

structure

Occupation Semi-skilled 24% |Professional 43%
Unskilled 18% |Owners/execs inc. Small 45%
No occupation 15% |Businesses

Home ownership  [Renting 22% |Own outright 41%

Personal Income [Less than $50K 30% |$50K or more 43%
Less than $20k 24% |$70K or more 46%

Household Income |[Less than $20K 27% [$60-99K 40%

Savings (excl. Less than $100K 25% |$100k or more 53%

Home) Less than $5K 17% |$50 - 249K 44%
$5 - 49K 27% |$250K or more 54%

Home value Less than $175K 23% |$300 — 490K 42%

$500K or more 42%

Non — mortgage $100K or more 45%

debt

Quintiles Level 1 19% [Level 4 1%
Level 2 29% |Level 5 48%
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9.2.1 Retirement Advice

Respondents under sixty-five with superannuation and employed were asked where
they would go to get information on working out how much they would need for their
retirement.

Fifty percent said that they would get information from financial planners or advisers to
work out how much they would need for their retirement. The next highest source was
an accountant (17%). After that, respondents suggested a wide variety of sources
including family or friends (9%) but the likelihood of using these sources was much
lower than for a financial planner or adviser.

Referral for Information on Retirement Arrangements

A Financial Planner or Adviser 50

An Accountant

Family or friends

A specific internet site (e g ASIC)
A Bank Manager or Bank Employee
General search on the internet

A Financial Counsellor

My superannuation/retirement fund
Would work it out myself

Don't know

Can't Say

Other

40 60 80 100

Base: Total respondents aged under 65 with Superannuation and are employed (n=1897)
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Those most likely to use a financial planner or adviser were those with a low mortgage
debt (less than $50K: 62%) and those with the highest level of financial literacy
(Quintile level 5: 58%).

Those with the lowest response for using a financial planner or adviser for getting

information on working out how much you need for your retirement were those with a
low level of education (primary/some secondary: 30%) and those in the lowest level of
financial literacy (Quintile level 1: 33%).

retirement?

Q72 Where would you go to get information on working out how much you need for your

A Financial Planner or Adviser

50% of people said that they would go to a financial planner or adviser to get information on working
out how much you need for your retirement

Demographic

Least likely to go to a financial planner

Most likely to go to a financial planner

@CNielsen

or adviser or adviser
Age 18 - 24 years 37%
Education Primary/some secondary 30%
Employment Casual 38%
Household income $60 - $99k per year 57%
Saving excl. home |Less than $5k 37% $50 - $249k 57%
Mortgage debt Less than $50k 62%
Quintile Level 1 33% Level 5 58%
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9.3 Financial Difficulty Referral

Respondents were asked who they would go to if a sudden loss of income caused

difficulty in meeting financial commitments.

Most would approach family (45%), a significant increase on the 39% recorded in
2002. The second most common referral was a bank (41% - marginally lower than the

43% reported in 2002).

Referral Upon Loss of Income

Friend 3 8
) 45
Family 39
Accountant 23
) T 41
Bank/financial institution 43
Government agency e.g. centrelink 45
Financial planner/adviser 2
No one/would deal with it myself/ 5
Sell assets /have income protection insurance 3
Can't say :”
0 20 40 60 80 100
|= 2002 (n=1767) M2005 (n=1756)|
Base: 50% of respondents 2002 (n=1767), 2005 (n=1756)
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Almost half would approach someone personal (family: 45%). This was higher
amongst younger people (18 to 24: 77% and 25 to 34: 63%) and those who were living
in a shared household (70%).

Respondents who were older (45 to 59 years: 27%), with higher personal income
(370K or more per year: 32%), and higher savings (saving excluding the home $250K
or more: 28%) were the least likely to approach family for assistance if a sudden loss
of income caused difficulty in meeting their financial commitments.

N

Q93 If a sudden loss of income caused difficulty in meeting your financial
commitments, who would you go to?

Family

45% of people said that they would go to family if a sudden loss of income caused difficulty in
meeting their financial commitments

Demographic Least likely to go to family Most likely to go to family
Gender Male 39% |[Female 51%
Age 45 - 59 years 27% |18 - 24 years 77%

25 - 34 years 63%
Education Primary/some secondary 33%
Employment Self employed 29% [Casual 58%
Life stage Single - Live in shared HH 70%
Home ownership Renting 57%
Personal income  [$70k or more per year 32%
$50k or more 35%
Saving excl. home |$250k or more 28% |Less than $100k 52%
$100k or more 31% |Less than $5k 56%
Consulted financial No Planner or adviser 53%
planner
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9.4 Access to Assistance

9.4.1 Banking Issue

Respondents were asked who they would contact if they experienced difficulty with a
banking product that they were unable to resolve with the service provider. The main
source of redress was the ombudsman, usually the Banking and Financial Services
ombudsman (35% in 2005; 21% in 2002). Nineteen percent of respondents, however,
could not say who they would contact, down from 21% in 2002.

Those most likely to refer to the ombudsman included respondents categorized in
Quintile level 5, the highest financial literacy level, (75%). Those least likely were
younger respondents aged 18-24 (14%).

Q98 If you experienced difficulty with a_ banking- type product, such as a credit card
or loan, that you were unable to resolve with the provider of that service, who would you
contact?
Sources of assistance used Total 2002 Total 2005
(3544) (1756)

% %

OMBUDSMAN/ COMPLAINTS

Banking & Financial Services Ombudsman (BFSQO) 21 35

Ombudsman (Unspecified) 13

Financial Industry complaints service 3 1

CORPORATE

Bank/ financial institution 22 18

PROFESSIONAL

Solicitor 5 7

Financial planner/adviser 3 2

Accountant 4 2

Financial counsellor 1 *

GOVERNMENT AGENCY - ACCC/ consumer affairs/ dept fair 1 15

trading/ASIC

ASIC 3

PERSONAL

Family 5 5

Friend 2 2

Other 4 2

Can’'t Say 21 19

Base: 2002 - Respondents with a bank account, or loan, or mortgagee, or credit card Multiple Response

or banking service / 2005 — 50% of eligible respondents
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9.4.2 Insurance Issue

When asked who they would contact if they experienced difficulty with an insurance
policy they were unable to resolve with the insurance company, 21% said “can’t say”,
down from 26% in 2002.

For those who could identify a source of assistance, the most frequently cited was
Government Agency — ACCC/ consumer affairs/ dept fair trading/ASIC (16%), followed
by a solicitor (13%), and then either an Insurance Company (11%) or the Insurance
Ombudsman (11%).

Respondents in Quintile level 5 were most likely to refer to the ombudsman (63%), as
compared with unemployed respondents of whom only 9% mentioned the

ombudsman.
Q99 If you experienced difficulty with a_insurance policy that you were unable to
resolve with the insurance company, who would you contact?
Sources of assistance Total 2002 Total 2005
(1600) (1451)

% %

OMBUDSMAN//COMPLAINTS

Banking & Financial Services Ombudsman (BFSO) 4

Insurance Ombudsman — State government 2 1

Insurance Ombudsman — Industry 12 9

Insurance Ombudsman service (unspecified)& (Unspecified after probing) 11 11

Insurance enquiries & complaints 3

Financial Industry complaints service 3 1

GOVERNMENT AGENCY - ACCC/ consumer affairs/ dept fair 1 16

trading/ASIC

ASIC 2

PROFESSIONAL

Financial planner/adviser 2 2

Accountant 2 2

Solicitor 12 13

CORPORATE

Insurance company 14 11

Fund provider 1

Bank/financial institution 1

Insurance Council of Australia 6

PERSONAL

Family 4 5

Friend 1 1

Can’'t Say 26 21

Other 4 2

Base: Respondents with insurance 50% of sample Multiple Response
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9.4.3 Superannuation Issue

When asked who they would contact if they experienced difficulty with a managed fund
or superannuation fund that they were unable to resolve with the provider, 33% said
“can’t say”, down from 36% in 2002.

For those who could identify a source of assistance, the most frequently cited was
either a Government Agency — ACCC/ consumer affairs/ dept fair trading/ASIC (13%),
or Insurance Ombudsmen Service (10%) followed by a solicitor (9%).

Q100 If you experienced difficulty with a_managed fund or superannuation fund that you
were unable to resolve with the provider, who would you contact?

Sources of assistance Total 2002 Total 2005
(1390) (1536)
% %
OMBUDSMAN//COMPLAINTS
Banking & Financial Services Ombudsman (BFSO) 8
Insurance Ombudsman — State government 2 5
Insurance Ombudsman — Industry 7 1
Insurance Ombudsman service (unspecified)& (Unspecified after probing) 7 10
Superannuation complaints tribunal 5 7
Financial Industry complaints service 3 1
GOVERNMENT AGENCY - ACCC/ consumer affairs/ dept fair 1 13

trading/ASIC
ASIC 1 5
PROFESSIONAL

Financial planner/adviser 7 5
Financial counsellor 1
Accountant 6 3
Solicitor 8 9
CORPORATE
Insurance company 2
Fund provider 9 4
Bank/financial institution 2
Insurance Council of Australia 1
PERSONAL
Family 4 5
Friend 1 1
Can’t Say 36 33
Other 4 2
Base: Respondents with superannuation or managed investment 50% of sample Multiple Response
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9.4.4 Financial Adviser Issue
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When asked who they would contact if they experienced difficulty with a financial
planner or adviser that they were unable to resolve directly, 25% said “can’t say”,

similar to 2002 (24%).

For those who could identify a source of assistance, the most frequently cited was
either a Government Agency — ACCC/ consumer affairs/ dept fair trading/ASIC (16%)

or a solicitor (12%) or the Financial Planning Association (9%).

Q101 If you experienced difficulty with a_financial planner or adviser that you were unable
to resolve directly, who would you contact?
Sources of assistance Total 2002 Total 2005
(353) (625)

% %

OMBUDSMAN//COMPLAINTS

Banking & Financial Services Ombudsman (BFSO) 7

Insurance Ombudsman — State government 1 3

Insurance Ombudsman — Industry 3

Insurance Ombudsman service (unspecified)& (Unspecified after probing) 6 7

An Industry body (unspecified) 3

Superannuation complaints tribunal 1

Financial Industry complaints service 7 3

GOVERNMENT AGENCY — ACCC/ consumer affairs/ dept fair 5 16

trading/ASIC

ASIC 1 9

PROFESSIONAL

Financial Planning Association 11 9

The same Financial planner/adviser 9 6

A different Financial planner/adviser 10 4

Accountant 3 5

Solicitor 9 12

Their employer/Manager/ Director/Head office 8

CORPORATE

Fund provider 3

Bank/financial institution 2 4

Insurance Council of Australia 1

PERSONAL

Family 4 4

Friend 1 2

Can’t Say 24 25

Other 3 3

Base: Respondents with Financial planner or adviser 50% of sample Multiple Response
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Over half (56%) of respondents said they felt that they needed further education or

information ab

out financial matters.

This was highest amongst 18-24 year olds (73%). Those aged 25-34 were also more
likely to say they needed further education about financial matters as did those with
lower education levels (finished Year 12: 66%) and low savings (less than $5K: 67%).
Respondents over 70 years of age were least likely to feel the need for further

education or information on financial matters (29%).

Those in the highest financial

literacy Quintile (level 5: 42%) were less likely to feel that they needed further
education in relation to finance.

100 -

80 -

60 -

40

20 ~

Further Financial Education Requiredl

56

‘ = Yes HENo

O Can't say

Base: 50% of respondents (n=1756)

Q103 Do you feel you need further education or information in relation to finance?

@CNielsen

YES
56% of people feel that they need further education or information in relation to finance
Demographic Least likely to feel they need further Most likely to feel they need further
education or information in relation to | education or information in relation to
finance finance
Age 60 - 69 years 41% |18 - 24 years 73%
70 years + 29% |25 - 34 years 68%
Education Finished year 12 66%
Employment Not working 47%
Life stage Single - Live in shared HH 68%
Home ownership  [Own outright 46% [Renting 69%
Saving excl. home Less than $5k 67%
Non mortgage debt |Less than $500 50% |$500 - $10k 63%
Quintile Level 5 42%
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9.5.1 Main Topics of Interest

Respondents who had stated that they felt the need for further education were asked
what finance topics they would like further information on.

The main topics of interest were investing (33% - higher amongst white collar (46%)
and smallest amongst Quintile level 1 (20%)) and superannuation (31%).

Sixteen percent of those who wanted help could not identify what they needed help in.
Those respondents were most likely to be older (60 to 69 years: 27%), with lower
levels of education (primary/some secondary: 29%), and in Quintile level 1, the lowest
level of financial literacy (28%).

|Further Information/ Education Requiredl

Investing 33

Superannuation 31

\

How to make complaints/resolve disputes 12
R
Budgeting 12
S
General finance/finance management/planning 10

@II

Borrowing/loans/mortgages

Taxation

\,l

Banking/general banking information

a o

Business finance
Retirement planning/management

Insurance

“
I ‘ I
Now w

Consumers rights/responsibilities

Can't Say

-
(o))

Other

il

20 40 60 80 100
Base: Respondents seeking further information (n=977)
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Q104 What finance topics would you like more information about?

Investing

33% of people seeking further information in relation to finance would like to receive more
information on investing

Demographic Least likely to want further information | Most likely to want further information
on investing on investing
Employment Other white collar 46%
Quintile Level 1 20%

Q104 What finance topics would you like more information about?

Can’t Say

16% of people seeking further information in relation to finance could not say what information it
was that they were after

Demographic Least likely to not be able to say what | Most likely to not be able to say what
additional information they were after | additional information they were after
Age 60-69 years 27%
Education Primary/ some secondary 29%
Quintile Level 4 7% |Level 1 28%
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9.5.2 Preferred Channels
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Those respondents who stated that they would like additional information about
financial issues were asked how they would like the information made available.

The most popular method for most types of information was the Internet:

e 26% of those wanting Budgeting information

e 31% of those wanting Investing information

o  29% of those wanting Superannuation information

e 27% of those wanting Taxation information

e 29% of those wanting information on complaint or dispute resolution.

Those wanting information on Business Finance stated that they preferred the
information was made available via “communications from financial institutions” (32%).

Preferred Channels for Additional Information About Financial Issues

@CNielsen

Information Source Type of Financial Information
Budgeting Investing Super- Taxation Business How to
N=112 N=314 annuation N=62 Finance make
N=313 N=45 complaints
I/ resolve
disputes
N=115
Internet 26% 31% 29% 27% 15% 29%
Communications from 23% 19% 15% 23% 32% 20%
financial institutions
Newspaper/magazine 17% 21% 23% 15% 15% 15%
advertisements
Communications from 13% 5% 11% 18% 17% 20%
| government
By mail 8% 8% 12% 8% 9% 14%
Read books on finance 15% 11% 11% 8% 8% 8%
Can’t say 10% 7% 8% 11% 18% 6%
Multiple choice responses, by column.
Shaded areas identify highest level of use of information source by type of financial information sought.
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10 Consumer Rights & Responsibilities

This section reports on the level of consumer understanding with respect to rights and
responsibilities, as well as the level of consumer confidence in making effective
complaints. Consumers were tested on their understanding of the obligations of ASIC
and financial advisers, as well as on the specific issue of stolen money liability.

A high level of knowledge amongst consumers of their rights and responsibilities and
confidence in bringing a complaint are important to effective functioning of a
competitive financial services market.

Key Findings

Consumers with a lower level of financial literacy (Quintile level 1) were overall less
likely to understand their rights and responsibilities. They were less likely to be
confident that they would know how to make an effective complaint against a bank or
financial institution. They were less likely to know that providers of professional advice
are required by law to tell their clients that they may receive commissions. They were
less likely to know that if their PIN is disclosed to a thief any money taken is solely the
individual’s responsibility.

o Respondents were asked how much they agreed with a series of statements
relating to consumers’ rights and responsibilities: Ninety-two percent agreed
correctly that “Providers of financial products and services have a legal duty to
provide clear information to consumers”. Ninety-four percent agreed correctly that
“Consumers have a duty of honest disclosure when taking out a financial service or
product and may face penalties for not doing so”. Eighty-four percent agreed that
“You generally feel well informed when making financial decisions”.  Sixty-eight
percent agreed that “You are very clear about your rights if you have a problem
with a financial institution”. Those least likely to agree with all of these statements
were those in the lowest level of financial literacy (Quintile level 1).

e Respondents were asked how confident they were that they would know how to
make an effective complaint against a bank or financial institution. Most
respondents felt “very or fairly confident” (58%). Over a third (37%) said they were
fairly confident — a figure which was highest (50%) amongst Quintile level 4 (high
financial literacy level) respondents and lowest amongst unskilled workers (23%).
Almost 40% said they were “not very confident” or “not confident at all” — similar to
the 2002 result.

¢ Respondents were asked whether they believed the following statement to be true
or false: “The Australian securities and investment commission checks the
accuracy of all prospectuses lodged with it”. The majority (57%) incorrectly
identified the statement as being true. Those most likely to believe the statement
was true were those with the highest level of financial literacy (Quintile level 5:
90%). Given that the statement was in fact false, this indicates a high degree of
confusion on the subject. Those least likely to believe the statement was true were
those in the lowest level of financial literacy (Quintile level 1: 37%).
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Respondents were asked whether they believed the following statement to be true
or false: “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 to their
clients”. Seventy nine percent correctly identified the statement as being true
(compared with 72% in 2002). Those who were least likely to state that the
statement was true were those with the lowest level of financial literacy (Quintile
level 1: 65%).

The vast majority (88%) of those surveyed saw it correctly as solely the individual’s
responsibility should they have money taken due to their enabling disclosure of
their PIN to a thief. This is at the same level as recorded in the 2002 study. Those
with the lowest level of financial literacy (Quintile level 1: 80%) were less likely to
know that if their PIN is disclosed to a thief any money taken is solely the
individual’s responsibility. Respondents with the highest level of financial literacy
(Quintile level 5: 97%) were the most likely to know it was their responsibility.

ANZ Survey of Adult Financial Literacy in Australia, November 2005 Page 258 of 356

N



N

i
)

10.1 Consumers’ Rights & Responsibilities

Respondents were asked how much they agreed with a series of statements relating
to consumers’ rights and responsibilities.

- Almost all people (94%) agreed that providers of financial products and services
have a legal duty to provide clear information to consumers.

- Almost all (94%) people recognise, however, that they have a duty of honest
disclosure when taking out a financial services or product and may face penalties
for not doing so.

- In terms of feeling well informed when making financial decisions 84% of people
agreed that they were.

- Only around two in three (68%), however, are clear about their rights if they have a
problem with a financial institution.

IConsumers' Rights & Responsibilitiesl

You are very clear about your rights if you
have a problem with a financial institution

You generally feel well informed when
making financial decisions

Consumers have a duty of honest
disclosure when taking out a financial
service or product and may face penalties
for not doing so.

Providers of financial products and
services have a legal duty to provide clear
information to consumers

0 20 40 60 80 100
\ W Total AGREE O Total DISAGREE O Can't say

Base: 50% of total respondents (n=1756)
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10.1.1 Legal Duty to Provide Clear Information
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“Providers of financial products and services have a legal duty to provide clear
information to consumers”

Ninety four percent agreed or agreed strongly compared with 93% in 2002. Forty-
seven percent agreed strongly. Those least likely to agree strongly were those in the
lowest level of financial literacy (Quintile level 1: 27%).

Those most likely to agree strongly with the statement were those in the highest
financial literacy levels (Quintile level 5: 83% and Quintile level 4: 63%). Other groups
also likely to agree strongly were those with high levels of personal income ($70K or
more per year: 58%) and those with high levels of savings ($250K or more: 58%).

to consumers

Q95 | will now read out a number of statements relating to consumer right and
responsibilities and would like you to tell me whether you Strongly Disagree, Disagree,
Agree or Strongly agree with each of these statements.

Providers of financial products and services have a legal duty to provide clear information

Strongly Agree

47% of people strongly agree that providers of financial products and services have a legal duty to
provide clear information to consumers

Demographic

Least likely to strongly agree that
providers of financial products and
services have a legal duty to provide
clear information to consumers

Most likely to strongly agree that
providers of financial products and
services have a legal duty to provide
clear information to consumers

@CNielsen

Age 70 years + 35%
Personal income $70k or more per year 58%
Saving excl. home $250k or more 58%
Quintile Level 1 27% |Level 4 63%
Level 5 83%
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10.1.2 Duty of Honest Disclosure

“Consumers have a duty of honest disclosure when taking out a financial service or
product and may face penalties for not doing so”

Ninety four percent agreed or agreed strongly compared with 91% in 2002.

Thirty-two percent agreed strongly. Those least likely to agree strongly were those in
the lowest level of financial literacy (Quintile level 1: 16%).

Those most likely to agree strongly with the statement were those in the highest
financial literacy levels (Quintile level 5: 69% and Quintile level 4: 43%). Other groups
who also were likely to agree strongly were those with high levels of personal income
($70K or more per year: 43%) and those with high levels of savings ($250K or more:
41%).

Q95 | will now read out a number of statements relating to consumer right and
responsibilities and would like you to tell me whether you Strongly Disagree, Disagree,
Agree or Strongly agree with each of these statements.
Consumers have a duty of honest disclosure when taking out a financial service or
product and may face penalties for not doing so.

Strongly Agree
32% of people strongly agree that consumers have a duty of honest disclosure when taking out a
financial service or product and may face penalties for not doing so

Demographic Least likely to strongly agree that Most likely to strongly agree that
consumers have a duty of honest consumers have a duty of honest
disclosure when taking out a financial | disclosure when taking out a financial
service or product and may face service or product and may face
penalties for not doing so penalties for not doing so
Employment Casual 18%

Personal income $70k or more per year 43%
Savings excl. home $250k or more 41%
Quintile Level 1 16% |Level 4 43%
Level 5 69%
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10.1.3 Feeling of Being Well Informed

“You generally feel well informed when making financial decisions”

Eighty four percent agreed or agreed strongly compared with 80% in 2002.

Em:
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Eighteen percent agreed strongly. Those least likely to agree strongly were those in
the lowest level of financial literacy (Quintile level 1: 7%). The young (18 to 24: 8%)
and those with savings of less than $5K (11%) were also less likely to agree strongly
with the statement.

Those most likely to agree with the statement were those in the highest financial

literacy level (Quintile level 5: 50%).

Other groups who also were likely to agree

strongly were those with high levels of personal income ($70K or more per year: 26%)
and those with high levels of savings ($250K or more: 27%).

Q95 | will now read out a number of statements relating to consumer right and
responsibilities and would like you to tell me whether you Strongly Disagree, Disagree,
Agree or Strongly agree with each of these statements.

You generally feel well informed when making financial decisions

Strongly Agree

decisions

18% of people strongly agreed that they generally felt well informed when making financial

Demographic

financial decisions

Least likely to strongly agree that they
generally felt well informed when making

Most likely to strongly agree that they
generally felt well informed when

making financial decisions

Age

18 - 24 years

8%

Personal income $70k or more per year 26%
Household income $100k or more per year 24%
Saving excl. home |Less than $5k 11% |$250k or more 27%
Quintile Level 1 7% |Level 5 50%
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10.1.4 Clarity about Consumer Rights

“You are very clear about your rights if you have a problem with a financial institution”

Sixty eight percent agreed or agreed strongly compared with 60% in 2002.

Twelve percent agreed strongly. Those least likely to agree strongly were those in the
lowest level of financial literacy (Quintile level 1: 6%).

Those most likely to agree with the statement were those in the highest financial
literacy level (Quintile level 5: 33%).

Q95 | will now read out a number of statements relating to consumer right and
responsibilities and would like you to tell me whether you Strongly Disagree, Disagree,
Agree or Strongly agree with each of these statements.

You are very clear about your rights if you have a problem with a financial institution

Strongly Agree

12% of people strongly agreed that they are very clear about their rights if they have a problem with
a financial institution

Demographic

Least likely to strongly agree that they
are very clear about their rights if they
have a problem with a financial

Most likely to strongly agree that they
are very clear about their rights if they
have a problem with a financial
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institution institution
Education Finished year 12 6%
Quintile Level 1 6% |Level 5 33%
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10.2 Complaint Resolution Confidence

Respondents were asked how confident they were that they would know how to make
an effective complaint against a bank or financial institution. Most respondents felt
“very or fairly confident” (58%) — a similar result to the 2002 Survey where 59% of
respondents said they felt “very or fairly confident”.

Over a third (37%) said they were “fairly confident” — a figure which was lowest
amongst unskilled workers (23%). Those less likely to answer “fairly confident” were
those in unskilled occupations (23%) and with low education levels (primary/some
secondary 26%). Those in the lowest financial literacy Quintile were also in this group
(26%).

Q102 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?

Degree of confidence Total 2002 Total 2005
(1767) (1756)

% %

Very confident 19 21

Fairly confident 40 37

Not very confident 29 27

Not confident at all 1 12

Can’'t Say 2 2

Base: 2002, 50% of total respondents (n=1767), 2005, 50% of total respondents

(n=1756)

Q102 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?

Fairly confident
37% of people are fairly confident that they would know how to make an effective complaint against
a bank or financial institution

Demographic Least likely to state that they were fairly |Most likely to state that they were fairly
confident that they would know how to |confident that they would know how to
make an effective complaint against a | make an effective complaint against a
bank or financial institution bank or financial institution
Education Primary/some secondary 26%
Employment Unskilled 23%
Personal income  [Less than $20k per year 29%
Household income |[Less than $20k per year 26%
Quintile Level 1 26% |Level 4 50%
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10.3 ASIC Onus & Legal Requirements

Respondents were asked whether they believed the following statements to be true or false:

o “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 to their
clients”

o “The Australian Securities and Investment Commission (ASIC) checks the
accuracy of all prospectuses lodged with it”

Overall around eight in ten (79%) people correctly believe that if providers of
professional advice about financial products receive commissions as a result of their
advice, then they are required by law to tell this to their clients.

Just under six in ten (57%) people believe that ASIC checks the accuracy of all
prospectuses lodged with it — despite the fact ASIC does not, and is not required to do
so. Only 15% were correct in their understanding of ASIC’s role in relation to
prospectuses.

ASIC Onus & Legal Requirementsl

Providers of professional advice about
financial products may receive
commissions as a result of their advice,
they are required by law to tell this to their
clients

The Australian securities and investment
commission checks the accuracy of all
prospecti lodged with it

0 20 40 60 80 100
\ BTRUE DOFALSE O Can't Say

Base: 50% of respondents (n=1756)
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10.3.1 ASIC and Checking of Prospectuses

“The Australian securities and investment commission checks the accuracy of all
prospectuses lodged with it”

The Australian Securities and Investments Commission does not check the accuracy
of all prospectuses lodged with it, and is not required to do so. Only 15% correctly
identified the statement as being false (compared with 14% in 2002). The majority
(57%) incorrectly identified the statement as being true.

Those most likely to believe the statement was true were those with the highest levels
of financial literacy (Quintile level 5: 90%, Quintile level 4: 76%). Given that the
statement was in fact false, this indicates a continuing and high degree of confusion on
the subject.

Those least likely to believe the statement was true were those in the lowest levels of
financial literacy (Quintile level 1: 37%, Quintile level 2: 47%). Other groups who were
less likely to believe the statement was true included those who had a lower level of
education (primary/some secondary: 43%) and those whose household income was
less than $20K per year (46%).

Q96 And now please tell me whether, as far as you know, each of the following
statements is true or false.

The Australian securities and investment commission checks the accuracy of all
prospectus lodged with it

TRUE

57% of people believe that the Australian securities and investment commission checks the
accuracy of all prospectus lodged with it

Demographic |Least likely to believe that the Australian Most likely to believe that the
securities and investment commission | Australian securities and investment
checks the accuracy of all prospectus |commission checks the accuracy of all

lodged with it prospectus lodged with it
Education Primary/some secondary 43%
Employment Not working 49% |[Full-time 65%
Work status Semi-Skilled 46%
Personal income $50 - $69k per year 66%
$70k or more per year 66%
Household income [Less than $20k per year 46% ($60 - $99k per year 65%
$100k or more per year 65%
Saving excl. home $250k or more 66%
Non mortgage debt [Less than $500 51%
Quintile Level 1 37% |Level 4 76%
Level 2 47% |Level 5 90%
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Respondents with a managed investment other than superannuation were more likely
than those without a managed investment other than superannuation to believe the
statement was true (62% compared with 55%).

Q96 And now please tell me whether, as far as you know, each of the following
statements is true or false

The Australian Securities and investment commission checks the accuracy of all
prospectus lodged with it

With a managed investment other than | Without a managed investment other
superannuation than superannuation
% %
TRUE 62 55
FALSE 15 16
Don’t know 23 30
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10.3.2 Professional Advisers and Reporting of Commissions

“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 to their clients”

Seventy nine percent correctly identified the statement as being true (compared with
72% in 2002)

Those most likely to identify the statement as true were those in the highest financial
literacy Quintiles (Quintile level 5: 98%, Quintile level 4: 91%).

Those who were less likely to state that the statement was true were those with the
lowest levels of financial literacy (Quintile level 1: 65%, Quintile level 2: 73%). Other
groups who were less likely included casual workers (65%), those in unskilled work
(68%) and those with low savings (less than $5K: 72%).

N

Q96 And now please tell me whether, as far as you know, each of the following
statements is true or false.

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 to their clients

@CNielsen

TRUE

79% of people correctly believe that providers of professional advice about financial products may
receive commissions as a result of their advice, they are required by law to tell this to their clients

Demographic Least likely to correctly believe that Most likely to correctly believe that
providers of professional advice about |providers of professional advice about
financial products may receive financial products may receive
commissions as a result of their advice, commissions as a result of their
they are required by law to tell this to | advice, they are required by law to tell
their clients this to their clients
Employment Casual 65%
Work status Unskilled 68%
Personal income $50 - $69k per year 87%
$70k or more per year 87%
Savings excl. home |Less than $5k 72%
Quintile Level 1 65% |Level 4 91%
Level 2 73% |Level 5 98%

ANZ Survey of Adult Financial Literacy in Australia, November 2005 Page 268 of 356



i

10.4 Stolen Money Liability

Respondents were asked who is liable for lost money under the following scenario:

“A person keeps their PIN number 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?”

The vast majority (88%) of those surveyed saw it as solely the individual’s
responsibility should they have money taken due to their enabling disclosure of their
PIN to a thief. A similar level was recorded in 2002.

Liable for Stolen Money

0% 20% 40% 60% 80% 100%

HCan'tsay B The Bank Only [OBoth the bank and the card-holder, in equal part OThe card-holder only

Base: 50% of respondents (n=1756)
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The section of the community least likely to be aware were respondents aged 70 years
+ (77% in 2005 versus 84% in 2002). Those with the lowest level of financial literacy
(Quintile level 1: 80%) were also less likely to know that if their PIN is disclosed to a
thief any money taken is solely the individual’s responsibility.

Respondents with the highest levels of financial literacy (Quintile level 5: 97%, Quintile
level 4: 96%) were the most likely to know it was their responsibility.

Q94 A person keeps their PIN number 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?

The card-holder only
88% of people believe that the card-holder is responsible for any lost money if a person keeps their
PIN number on a piece of paper in their wallet, along with their ATM or bank card, and the wallet is
subsequently stolen and the card and PIN number are used to take money from an account

Demographic Least likely to believe that the card Most likely to believe that the card
holder is responsible holder is responsible
Age 60 - 69 years 81%
70 years + 77%
Education Primary/some secondary 81%
Employment Not working 84%
Home ownership Paying off 92%
Household income $60 - $99k per year 93%
Quintile Level 1 80% |Level 4 96%
Level 5 97%
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This section reports on the findings of testing respondents’ ability to answer basic
mathematic questions.

The ability to perform simple mathematic calculations is an essential building block to
being able to manage day-to-day finances effectively. It plays an important role in the
ability of a person to understand and use financial products and services.

For example, if someone cannot answer a mathematical question such as “If a person
takes home $1,400 a month and 50% of this goes on rent, what is their monthly rent?”,
then they will be more likely to also have difficulty calculating how much they have
spent or how much they need to save.

Key findings

The majority of respondents answered the questions correctly. The multiplication
question had the lowest percentage of correct responses (56%) and the subtraction
question had the highest level of correct responses (86%).

@CNielsen

2005 findings recorded lower instances of correct answers for 5 out of the 6
questions. The fall was significant at the 99% confidence level for Addition,
Subtraction, Division, Percentage, and Percentage Subtraction. The difference
between 2002 and 2005 was not significant for Multiplication.

For all six questions those with the lowest level of financial literacy (Quintile level
1) scored significantly below average.

In 5 out of 6 questions those with the lowest level of financial literacy (Quintile level
1) scored lower than any other group of respondent.

For the Multiplication question those from the lowest level of financial literacy
(Quintile level 1) were more than twice as likely to get it wrong when compared to
all respondents.

Conversely, those from the highest level of financial literacy (Quintile level 5) got
100% correct responses for 3 questions and their lowest score was 97%. This
group was significantly above average for all six questions.

Other groups who scored significantly below average for the majority of questions
included those who stated their work status as “no occupation”, as well as those
with a lower level of education, those not working and those with lower levels of
income.
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Respondents were given a quick arithmetic quiz to test numeric literacy skills. The six
scenarios each represented a different mathematic function:

Addition:
“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?”

Subtraction:
“If a person pays for goods valued at $165 with four $50 notes, how much change
would they receive?”

Multiplication:
”If 20 lotto players each won a prize of $350, what is the total amount paid out in prize

money to them?”
This question has changed slightly from the question asked in 2002 which was:-

“If each of 20 share-holders is paid a dividend of $350, what is the total amount paid
out in dividends?”

Division:
"If a lottery win of $18,000 is shared equally between six people, how much will each
person receive?”

Percentage:
“If a person takes home $1,400 a month and 50% of this goes on rent, what is their

monthly rent?”

Percentage Subtraction:
“If a refrigerator priced at $1,000 is discounted by 10% at a sale, how much would it
cost?”

The majority of respondents answered questions correctly, although overall, the
correct responses were down on the 2002 survey.
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11.1 Addition

“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?”

At 85%, significantly fewer people in this survey correctly added $8 and $13 than in
the 2002 study (89%).

100 -

80

60 4

40

20 -

02 Addition 05 Addition
Percentage

Base: 2002_total respondents (n=3548); 2005_50% of respondents (n=1756)
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Those more likely to give the correct response were those in the top three levels of
financial literacy (Quintile level 5: 100%, Quintile level 4: 97%, Quintile level 3: 93%).

Those who were least likely to give the correct response were those from the lowest
level of financial literacy (Quintile level 1: 62%). Other groups who scored significantly
less than average included those with a lower level of education (primary/some
secondary: 72%) and those whose household income was less than $20K per year
(76%).

Q106 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?

CORRECT RESPONSE ($21.00)

85% of people correctly answered $21, when asked to solve the mathematical problem “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”
Demographic Least likely to correctly answer Most likely to correctly answer

Education Primary/some secondary 72%

Employment Not working 80%

Work status Semi-Skilled 77%

House ownership  |Renting 80%

Personal income $70k or more per year 93%

Household income |[Less than $20k per year 76% |$100k or more per year 91%

Savings excl. home |Less than $5k 80%

Quintile Level 1 62% |Level 3 93%
Level 4 97%
Level 5 100%
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11.2 Subtraction

“If a person pays for goods valued at $165 with four $50 notes, how much change
would they receive?”

Over three-quarters (76%) of respondents answered the subtraction question correctly
— significantly fewer than in 2002 (81%).

Subtraction

100 ~

80

60

40

20 A

02 Subtraction 05 Subtraction
Percentages

Base: 2002_Total respondents (n=3548); 2005_50% of respondents (n=1756)
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Those more likely to give the correct response were those in the top three levels of
financial literacy (Quintile level 5: 97%, Quintile level 4: 93%, Quintile level 3: 87%).

Those least likely to respond correctly were those who stated “no occupation” as their
work status (43%). Those from the lowest level of financial literacy (Quintile level 1:
45%) were also less likely to respond correctly.

Q107 If a person pays for goods valued at $165 with four $50 notes, how much change
would they receive?
CORRECT RESPONSE($35.00)
76% of people correctly answered $35 when asked to solve the mathematical problem “If a person
pays for goods valued at $165 with four $50 notes, how much change would they receive?”
Demographic Least likely to correctly answer Most likely to correctly answer
Age 18 - 24 years 67% |35 - 44 years 83%
Languages Other languages 66%
Education Passed Year 11 66% |Degree 86%
Employment Not working 69%
Work status Semi-Skilled 66% |Professional 85%
Unskilled 62%
No occupation 43%
Personal income $70k or more per year 87%
Household income $100k or more per year 85%
Saving excl. home $250k or more 85%
Quintile Level 1 45% |Level 3 87%
Level 4 93%
Level 5 97%
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11.3 Multiplication

"If 20 lotto players each won a prize of $350, what is the total amount paid out in prize
money to them?”

This question has changed slightly from the question asked in 2002 which was:-

“If each of 20 share-holders is paid a dividend of $350, what is the total amount paid
out in dividends?”

Over half (56%) of respondents answered the multiplication questions correctly —
slightly down on the 59% recorded in 2002.

Multiplication

100

807 _

60

Percentage

40 1

20 4

02 Multiplication 05 Multiplication

Base: 2002_Total respondents (n=3548); 2005_50% of respondents (n=1756)
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Those more likely to give the correct response were those in the top three levels of

financial literacy (Quintile level 5: 97%, Quintile level 4: 80%, Quintile level 3: 73%).

Those who were least likely to get the correct response were those from the lowest
level of financial literacy (Quintile level 1: 17%). Other groups who scored significantly
less than average included those in unskilled work (29%) and those who stated “no
occupation” as their work status (33%).

Q108 If 20 lotto players each won a prize of $350, what is the total amount paid out in
prize money to them?

CORRECT RESPONSE ($7000)

56% of people correctly answered $7,000 when asked to solve the mathematical problem “If 20 lotto
players each won a prize of $350, what is the total amount paid out in prize money to them?”

Demographic

Least likely to correctly answer

Most likely to correctly answer

@CNielsen

Gender Female 50% [Male 62%
Age 18 - 24 years 39% |45 -59 years 63%
Education Primary/some secondary 38% [Some tertiary / diploma 69%
Degree 68%
Employment Not working 49%
Work status Semi-Skilled 40% |Professional 70%
Unskilled 29%
No occupation 33%
Personal income  [Less than $20k per year 45% |($50 - $69k per year 67%
$70k or more per year 73%
Household income [Less than $20k per year 41% |$60 - $99k per year 65%
$100k or more per year 67%
Savings excl. home |Less than $5k 44% [$250k or more 76%
Home value $500k or more 69%
Quintile Level 1 17% |Level 3 73%
Level 2 46% |Level 4 80%
Level 5 97%
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11.4 Division

"If a lottery win of $18,000 is shared equally between six people, how much will each
person receive?”

Seventy-eight percent of respondents surveyed answered the division question
correctly. This is significantly lower than the result in 2002 (84%).

Division

100 -

80 A

60 -

40 A

20 1

02 Division 05 Division
Percentage

Base: 2002_Total respondents (n=3548); 2005_50% of respondents (n=1756)
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Those more likely to give the correct response were those in the top three levels of
financial literacy (Quintile level 5: 98%, Quintile level 4: 95%, Quintile level 3: 93%).

Those who were least likely to get the correct response were those from the lowest
level of financial literacy (Quintile level 1: 43%). Other groups who scored significantly
less than average included those younger respondents (18 to 24: 60%) and those who
stated “no occupation” as their work status (57%).

Q109 If a lottery win of $18,000 is shared equally between six people, how much will each
person receive?
CORRECT RESPONSE ($3000)
78% of people correctly answered $3,000 when asked to solve the mathematical problem “If a lottery
win of $18,000 is shared equally between six people, how much will each person receive?”
Demographic Least likely to correctly answer Most likely to correctly answer
Age 18 - 24 years 60% |45 - 59 years 83%
Education Passed Year 10 69% |Degree 89%
Employment Full-time 83%
Work status Semi-Skilled 65% |Professional 87%
Unskilled 61%
No occupation 57%
Personal income Less than $20k 71% |$50 - $69k 87%
$70k or more 89%
Household income $60 - $99k 86%
$100k or more 86%
Savings excl. home $250k or more 86%
Quintile Level 1 43% |Level 3 93%
Level 4 95%
Level 5 98%
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11.5 Percentage

“If a person takes home $1,400 a month and 50% of this goes on rent, what is their
monthly rent?”

Most (83%) surveyed respondents calculated the percentage question correctly —
significantly lower than in 2002 (87%).

100 -

80

60

Percentages

40 1

20 4

02 Percentage 05 Percentage

Base: 2002_Total respondents (n=3548); 2005_50% of respondents (n=1756)
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Those more likely to give the correct response were those in the top three levels of

financial literacy (Quintile level 5: 100%, Quintile level 4: 98%, Quintile level 3: 94%).

Those who were least likely to get the correct response were those from the lowest
level of financial literacy (Quintile level 1: 50%). Other groups who scored significantly
less than average included those with a lower level of education (primary/some

secondary: 67%) and those who stated “no occupation” as their work status (62%).

Q110 If a person takes home $1,400 a month and 50% of this goes on rent, what is their

monthly rent?

CORRECT RESPONSE ($700)

83% of people correctly answered $700 when asked to solve the mathematical problem “If a person

takes home $1,400 a month and 50% of this goes on rent, what is their monthly rent?”

Demographic

Least likely to correctly answer

Most likely to correctly answer

Age 18 - 24 years 73%
Education Primary/some secondary 67% |Degree 92%
Employment Not working 77%
Work status Semi-Skilled 74% |Professional 92%
Unskilled 71%
No occupation 62%
Personal income  [Less than $20k per year 76% |$50 - $69k per year 93%
$70k or more per year 91%
Household income |[Less than $20k per year 74% |$60 - $99k per year 89%
$100k or more per year 91%
Savings excl. home |Less than $5k 77% |$50 - $249k 89%
$250k or more 92%
Home value $300 - $490k 89%
Mortgage debt $50 - $249k 92%
Quintile Level 1 50% |Level 3 94%
Level 4 98%
Level 5 100%
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11.6 Percentage Subtraction

“If a refrigerator priced at $1,000 is discounted by 10% at a sale, how much would it
cost?”

Eighty-six percent of respondents answered the percentage subtraction question
correctly — significantly lower than 2002 (89%).

| Percentage Subtraction |
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02 Percentage Subtraction 05 Percentage Subtraction

Base: 2002_Total respondents (n=3548); 2005_50% of respondents (n=1756)
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All financial literacy levels above the lowest one were likely to be able to work this out
correctly (Quintile level 5: 100%, Quintile level 4: 98%, Quintile level 3: 96%, Quintile
level 2: 92%).

Those who were least likely to get the correct response were those from the lowest
level of financial literacy (Quintile level 1: 56%). Other groups who scored significantly
less than average included those with a lower level of education (primary/some
secondary: 72%) and those who stated “no occupation” as their work status (61%).

Q111 If a refrigerator priced at $1,000 is discounted by 10% at a sale, how much would it
cost?
CORRECT RESPONSE ($900)
86% of people correctly answered $900 when asked to solve the mathematical problem “If a
refrigerator priced at $1,000 is discounted by 10% at a sale, how much would it cost?”
Demographic Least likely to correctly answer Most likely to correctly answer

Age 70 years + 76%

Education Primary/some secondary 72% |Some tertiary / diploma 94%
Degree 94%

Employment Not working 80% [Working 90%
Full-time 92%

Work status Semi-Skilled 79% |Professional 94%

Unskilled 73%
No occupation 61%

Personal Income $50 - $69k per year 94%
$70k or more per year 94%

Household income $60 - $99k 92%
$100k or more 94%

Savings excl. home $250k or more 93%

Home value $500k or more 93%

Mortgage debt $50 - $249k 92%

Non mortgage debt $500 - $10k 91%

Quintile Level 1 56% |Level 2 92%
Level 3 96%
Level 4 98%
Level 5 100%
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Study ID 5281-NC Resp. No.
Interviewer No. Interview Length
No. Of Queries Reference No.
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ADULT FINANCIAL LITERACY
NC5281
FINAL - 26th MAY 2005
Q1 Good [Morning/ Afternoon/ Evening]. My name is (SAY NAME) from ACNielsen | Code | Route
Research. 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 ACNielsen Research, 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 ...t e e e e e e e eaeeen 1
Yes - ARRANGE CALLBACK ... ettt e e e e e e e e 2
[ PN 3
Q2 QSEX Code | Route
RECORD SEX OF RESPONDENT (DO NOT READ OUT) [SA]
Y= = PRI 01
Page 285 of 356




Q2 QSEX Code | Route
RECORD SEX OF RESPONDENT (DO NOT READ OUT) [SA]
FEMAIE ... e 02
Q3 DEM2 Code | Route
READ OUT. IF REFUSES TERMINATE
Would you mind telling me your approximate age please?[SA]
L= PN 01
20-24 ettt e e e ean 02
A RPN 03
3034 et e e ean s 04
KT T 1 P 05
BO-44 ..o aa e ean 06
G N 07
o0 PRI 08
LT3 RPN 09
B0-B4 ...ttt e e e e e ean s 10
T P 11
70 PPN 12
= {1 1T =Y o P 97
Q4 DEM4 Code | Route
Are you now in paid employment? [IF YES, ASK] Is that full-time for 35 hours or
more a week, part-time, casual, self employed or a freelancer? [SA]
YES, FUI M. e e e eaeas 01
TSI = 1 1] 10 = 02
Y ES, CASUAL ... e 03
TSI (<1< = o = 04
Yes, SElf-EMPIOYEA.......oeeieeee e e 05
Not in paid emplOYMENT ... e 06
SECTON A. WHAT MONEY IS AND THE EXCHANGE OF MONEY
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Q5 A1 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]

7= 1= o P 01

L4 31T [ 1T N 02

1Y [T g = A oo (=] - T PSPPI 03

(07 = 11 Qo= o [ PPN 04

RS (o < o= o £ 05

ATMs (Automatic Teller Machings) ........ccouiiiiiiiiii e, 06

EFTPOS (Electronic Funds Transfer At Point Of Sale).........cccooviiiiiiiiiiiiiienn. 07

DIr€Ct DEDIt... .. e e 08

B P Y .. 09

Telephone BanKing ......c.coieiiiiiii e e e e e 10

INternet BanKiNg .. ....oceu e e 11

Loans from a financial inStitution ... 12

Loans from family and friends..........c.oeuiiiii e 13

R 1Y )£ P 14

Can't say (DO NOT READ OUT ) uuuiiiiiiiiii ettt e e e e e 99

Q6 A2 Code | Route

READ OUT RESPONSES NOT MENTIONED IN Q5

IF RESPONDENT HAS NOT USED EVERY PAYMENT METHOD (CODES 1 to

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]

{7 1] T PP UPRRPRN 01

@7 1T [T PR 02

Yo aT= YA o] o [T = PP 03

@7 (=T 1 o= o [P 04

10 (= o= 1 o < PP UPRPPN 05

ATMs (Automatic Teller Machings) .......cc.ieuiiieiiiiie e 06

EFTPOS (Electronic Funds Transfer At Point Of Sale)........ccccoveviviiiiiiiiiieeen 07

D 1= o3 1 1= o 08
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Q6 A2 Code | Route
READ OUT RESPONSES NOT MENTIONED IN Q5
IF RESPONDENT HAS NOT USED EVERY PAYMENT METHOD (CODES 1 to
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]
PP 09
Telephone Banking .......coeueeuiiiie e e 10
INtErNet BanKINgG ... cunce i e 11
Loans from a financial inStitution ... 12
Loans from family and friends.............oooiiiii i 13
102 1Y 0} PSP 14

SECTION B - BASIC FINANCIAL SERVICES

THIS SECTION IS ASKED OF ALL RESPONDENTS

Q7 B1 Code | Route
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 ...... 01
Superannuation or Roll-over fund .............oooiiiii i 02
Managed Investments other than Superannuation...............cccooiiiiiiiniiinee. 03
SNAIES . 04
I =T oo 05
AN INVESTMENT PrOPertY ..cuveiic i e 06
[ONLY READ IF SAID INVESTMENT PROPERTY]
A Mortgage on an Investment Property ..o 07
A Mortgage for your OWN hOME.......ccuiiiiiii e 08
A HOomMeE EQUItY LO@N.. ... e 09
A REVEISE MOMQAgE. .. cu i e 10
A PErsonal LOGN ......ieiiei e 11
A Loan by line of credit or overdraft...........coooiiiiii i, 12
A "Margin" Loan, which is a loan solely to purchase Shares or Managed
TN 7= 10 0= ) 13
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Q7 B1 Code | Route
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]
A Lease or Hire Purchase Agreement .........c.oouiiiiiiiiin i 14
House or Contents INSUMANCE .......cuiiii e e e 15
Comprehensive Vehicle INSUrANCE..........ccuviuiiiiiiiiici e 16
[DON'T READ IF HAS COMPREHENSIVE VEHICLE INSURANCE]
Third Party Vehicle INSUFraNCe..........iuiiiiiiii e e 17
Private Health INSUranCe........c.oniii e 18
Life INSUFANCE. ...t 19
Retirement Income Stream Product such as an annuity or pension..................... 20
Income Protection INSUFraNCe ........ oo e 21
Any other type Of INSUFANCE .........iiuiiiiiei e e eea e 22
None (DO NOT READ OUT) ..cuiiiiiiie ettt ettt e e e eens 94
Can't say (DO NOT READ OUT ) cuuiiiiiiiiieiieeie et e e 96
Q8 B1AA - NEW QUESTION Code | Route
IF HAVE SUPER (Q7/2) ASK
DON'T READ OUT, SINGLE RESPONSE
You said that you have Superannuation. Approximately how many
Superannuation or Roll-over funds do you have? [SA]
L PR 01
1o PP RPPRPRN 02
I L= 03
(o 18] o] gl g o] £ T PP PPRPTPRN 04
L0721 5 05 7= PP 99
Q9 B1A - NEW QUESTION Code | Route
IF HAVE SUPER (Q7/2) ASK
INTERVIEWER TO REFER TO 'TERM DEFINITIONS' CARD AS NECESSARY.
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
And to which of the following fund types do you or your employer currently
contribute to?[MA]
Self-managed superannuation fund ... 01
INAUSTIY FUNQ....eee et e e e e e e e e ennad 02
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Q9 B1A - NEW QUESTION Code | Route
IF HAVE SUPER (Q7/2) ASK
INTERVIEWER TO REFER TO 'TERM DEFINITIONS' CARD AS NECESSARY.
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
And to which of the following fund types do you or your employer currently
contribute to?[MA]
Corporation or Employer fund.........cooiiiiiii e 03
Y - | P 04
0] o] o]~ Tox (o PP 05
Retirement Savings ACCOUNt (RSA).....u i e 06
DO NOT READ OUT: Other (SPECIFY) .. 98
DO NOT READ OUT: Can't SAY . .cuuieeuieeieeiiieiiieeaeeiee e et eeaeeeaaeeaeeaneeenneenneeens 99
Q10 B1C -NEW QUESTION Code | Route
IF HAVE RETIREMENT INCOME STREAM PRODUCT (Q7/20), ASK
INTERVIEWER TO REFER TO 'TERM DEFINITIONS' CARD AS NECESSARY.
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
Which of the following Retirement Income Stream Product features best
matches the product or products you have? If you are not absolutely sure,
please say.[SA]
A set income that you receive for the rest of your life ...l 01
A set income that you receive for a specified term (e.g. 10 years).........cc............ 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
0 = T3 = P 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) ... 05
Some other type (PLEASE SPECIFY) ....oeiiiiieeee et 06
Q11 B7 Code | Route
READ OUT, SINGLE RESPONSE
ROTATE CODE FRAME
Who is responsible for money management in your household? [SA]
(o 10T ==Y | PP 01
B (o TV Tl =T (1= 02
You and your Partner jointly ..o 03
Page 290 of 356

@CNielsen




Q11 B7 Code | Route
READ OUT, SINGLE RESPONSE
ROTATE CODE FRAME
Who is responsible for money management in your household? [SA]
Family MEMDET ... e e e e e eans 04
(DON'T READ) SOMEONE €ISE.....uuieiiiiiiieeiee ettt 97
(DON'T READ) Can't SAY «.cuuieuueeiieiiae e et e e et e e e et e e e e e e s e e e e e eeanns 99
Q12 B9A - NEW QUESTION 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 newspapers Or MagaziNesS .......ccueeieiiiieeie et ees 01
Printed books or other financial publications .............cccooiiiiiiici e 02
Finance-related sites on the Internet ... 03
S T=Y 10T = 3 PP UPRRPRN 04
Publications from the finance iINdUSTry ..o 05
Publications from Government (eg. ASIC, FaCS, Fair Trading, Consumer Affairs)] 06
Publications from community organisations (eg. financial counselling) ................ 07
[DON'T READ] NONE ...ttt ettt ettt e e e e e e e e ea e eens 97
Other [PLEASE SPECIFY] ..ttt e e e e e 98
[DON'T READ] CaN't SAY ..evuieeuiiiieieeee ettt e et et e e e e e e e eneeens 99
Q13 B3 Code | Route
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
And have you consulted any of the following people regarding your finances?
[MA]
AN ACCOUNTANT ...t e 01
F Y, o T (o =T T= 0 =] ] (= 02
F ] (o Td Q= o] (Y o 03
AN INSUraNCe BroKer....... e 04
A Taxation SPeCialiSt.......ceu i 05
A FIinancial COUNSEIION ... ...t e e 06
A Bank Manager or Bank EMpIOYee..........ccouuiiiiiiiiii e 07
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Q13 B3 Code | Route
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
And have you consulted any of the following people regarding your finances?
[MA]
A Financial Planner Or AQViISEr.........cu it a e 08
Family OF frIENAS .....oeniee e e 09
SOMEONE EISE ...enieieii e e 10
[DON'T READ] NONE... ittt e e e eens 97
[DON'T READ] Can't SAY ...cuuiieuiiiiieiieeiieeiee e et e et e et e et e e e e e e e e e e e e enneeens 99

SECTION D. FINANCIAL RECORDS AND INFORMATION

THIS SECTION IS ASKED OF 50% OF RESPONDENTS ONLY

Q14 D1AA - NEW QUESTION Code | Route
[IF USE ATMs (Q5/6) OR HAVE ORDINARY, EVERYDAY ACCOUNT (Q7/1),
ASK]
[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 account......................... 01
GENERAL BANKING - Keeping the number of transactions | make to my
MONENIY TIMIL L. et e e e ena 02
CARD USE - Minimise the number of transaction | make per month ................... 03
CARD USE - Make fewer but larger cash withdrawals rather than more but
smaller cash Withdrawals ...........oooiiiii e 04
CARD USE - Withdraw cash when paying for other purchases (e.g. petrol,
Lo o TeT=T =T I 05
BRANCH USE - | minimise the number of branch visits ..............ccoooiiiiini 06
CREDIT CARD - Pay off monthly credit card balance in full................................ 07
CREDIT CARD - Ensure the minimum monthly payments are made on credit
o= o N 08
ACCOUNTS - Pay a flat account keeping fee which caps monthly charges ......... 09
ACCOUNTS - Keep at least a minimum amount in account.............c..c..cooeenenee. 10
CHEQUE ACCOUNT - Closed cheque accounts...........ccuoveviiiiiieieeieennecieeennn 11
CHEQUE ACCOUNT - Minimise the amount of money sitting in cheque
= T o0 U] o | (=R 12
(@1 =T 1T o =l 0 | o 4 PP 98
[DON'T READ] Can't SAY ...cuuiiuuieiiieiiieeeieeiee e e et e e e e e e e e e e e e e e e e e e eaneeens 99
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Q15 D2 Code | Route
[IF HAVE ORDINARY, EVERYDAY ACCOUNT (Q7/1), ASK]
[READ OUT]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new ordinary or everyday account with a bank, building
society or credit union, do you shop around? [SA]
N 1 P 01
N = 11 o] | PP 02
N 1114 PN 03
N[ A= 1A= | PPN 04
[DON'T READ] Have never done this/needed to do this.........ccccoeviiiiiiiinnanne. 97
[DON'T READ] Can't SAY ..ccuuieeuiieiieeueeieeiee et e e et e e e e e e e e e e e e eaeeens 99
Q16 D3 Code | Route
[IF NOT SHOPPED AROUND Q15/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What is the main reason that you don't shop around when arranging a new
ordinary or everyday account? What else? Anything else? [MA]
Couldn't be bothered ...........oouiiii e 01
Don'thave the time. ... ... e 02
"They're all the SamME" ... ... e a 03
Just go with what is recommended by friend or family member........................... 04
Just go with what is recommended by financial expert.........cccccooiviiiiiiinnnne, 05
Only 0Ne BanK iN tOWN ......oeeeee e e 06
Have never arranged a new ordinary/everyday account............cccccevevieiivenieinnnnnns 07
Spouse/partner does shopping arouNd ..........cooiiiiiiiiii e 08
Part of a package or combined with another product ................coooiiiinil, 09
(@ (g =T 1T o =l | 2 98
(07 o T YR 99
Q17 D4A - NEW QUESTION Code | Route
[IF HAVE SUPERANNUATION (Q7/2), ASK]
Have YOU ever had the ability to choose which superannuation or rollover fund
to use? [SA]
Y S et ettt e e e eans 01
o 02
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Q17 D4A - NEW QUESTION Code | Route
[IF HAVE SUPERANNUATION (Q7/2), ASK]
Have YOU ever had the ability to choose which superannuation or rollover fund
to use? [SA]
(07 0 BT 99
Q18 D4 Code | Route
[IF YES (Q17/1), ASK]
[READ OUT]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new superannuation policy or roll-over, do you shop
around?[SA]
N 1 P 01
N = 11 o] | P 02
N 1114 PN 03
N[ A= 1= | PP 04
[DON'T READ] Have never done this/needed to do this ...........ccoeveiiiiiiiiinnnnne. 97
[DON'T READ] Can't SAY .uecuuieeuiiiiieeieeieeiee et e et e et e e e e e e e e e e e e eaneeens 99
Q19 D5 Code | Route
[IF NOT SHOPPED AROUND (Q18/4), ASK
[DON’T READ] [MULTIPLE RESPONSE]
What is the main reason that you don't shop around when arranging a new
superannuation policy or roll-over? What else? Anything else? [MA]
Couldn't be BOthered ...... .o 01
Don't have the time. ... ... e 02
"They're all the Same" ... e 03
Just go with what is recommended by friend or family member........................... 04
Just go with what is recommended by financial expert ..., 05
Spouse partner does shopping around ..........cceuieiiiiiiiiiiie e 06
(@ (g =T 1T o =l 0 | 4 98
(07 o = N 99
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Q20 D5A - NEW QUESTION Code | Route
[IF HAVE RETIREMENT INCOME STREAM PRODUCT (Q7/20), ASK]
[READ OUT]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new retirement income stream product, do you shop
around?[SA]
N [ ] PP 01
N =1 o | P 02
N 1111 = PN 03
I [ = = | 04
[DON'T READ] Have never done this/needed to do this...........cccoiiiiiiiiininn.n, 97
[DON'T READ] Can't SAY .ueveuieeuieiiieeieeiieeiee et e et e e e et e e e e e e e ea e e e eenneenns 99
Q21 D5B - NEW QUESTION Code | Route
[IF NOT SHOPPED AROUND (Q20/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What is the main reason that you don't shop around when arranging a new
retirement income stream product? What else? Anything else? [MA]
Couldn't be bothered ...........oouiiii e 01
Don'thave the time. ... ... e 02
"They're all the SamME" .. ... e 03
Just go with what is recommended by friend or family member........................... 04
Just go with what is recommended by financial expert.........cc.ccoovviiiiiiinnnne, 05
Have no say in it, only one scheme is available...............c...coooiiiiii, 06
Spouse/ partner does shopping arouNd ..........ceuieuiiiiiiiiiie e e 07
(@ (g =T 1T o = 0 | i 4 98
(07 o = N 99
Q22 D6 Code | Route
[IF HAVE INVESTMENT (Q7/3-6), ASK]
READ OUT
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When purchasing or arranging a new investment, do you shop around?[SA]
N [ ] PPN 01
N = 1 o | P 02
N 1111 = PN 03
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Q22 D6 Code | Route
[IF HAVE INVESTMENT (Q7/3-6), ASK]
READ OUT
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When purchasing or arranging a new investment, do you shop around?[SA]
N[ A= 1= | PP 04
[DON'T READ] Have never done this/needed to do this.........ccccoeviiiiiiiiiinnann.. 97
[DON'T READ] Can't SAY ..ecuuieeuiieiieeueeieeiee et e et e et e e e e e e e e e e e eaneeens 99
Q23 D7 Code | Route
[IF NOT AT ALL (Q22/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What is the main reason that you don't shop around when purchasing a new
investment? What else? Anything else? [MA]
Couldn't be bothered ...........oouiiii e 01
Don't have the tiMe.... ..o e 02
"They're all the SamME" ... ... e 03
Just go with what is recommended by friend or family member........................... 04
Just go with what is recommended by financial expert.........cccccooiviiiiiiiinnann, 05
Have never purchased or arranged a new investment ..............ccooeiveiiiieniiennen. 06
Spouse/ partner does shopping around ..........c..ieuiiiiiiiiiiie e 07
(@ (g =T 1T o =l 0 | 4 98
(07 o = N 99
Q24 D8 Code | Route
[IF HAVE A MORTGAGE (Q7/7-8), ASK
[READ OUT]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new mortgage, do you shop around?[SA]
N [ ] PPN 01
N = 1 o | P 02
N 1111 = PN 03
NN T = - 1| P 04
[DON'T READ] Have never done this/needed to do this...........cccoeiiiiiiiinnnnie, 97
[DON'T READ] Can't SAY .uevvuieeuieeiieeiieeeeeiee e et e et e et e et e e e e e e e e ean e e e eeaneenns 99
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Q25 D9 Code | Route
[IF NOT AT ALL (Q24/4), ASK]
[DON’T READ] [MULTIPLE RESPONSE]
What is the main reason that you don't shop around when arranging a new
mortgage? What else? Anything else? [MA]
Couldn't be BOthered ...........iiuiiie 01
Don'thave the tiMe. ... ... e e e e 02
"They're all the SAME" ..... e e aas 03
Just go with what is recommended by friend or family member........................... 04
Just go with what is recommended by financial expert............ccooeviiiiiiinn, 05
Spouse/ partner does shopping aroUNd ..........veeiiuiiiiiiiiiie e e 06
(@ (g =T 1T o = 0 | o 4 PP 98
(O 1 1 057 | PP PPPPPN 99
Q26 D10 Code | Route
[IF HAVE A LOAN OTHER THAN A MORTGAGE (Q5/12-13 OR Q7/9,11-13),
ASK]
[READ OUT]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new loan other than a mortgage, do you shop around?[SA]
N [ 01
A TaIT DIt e 02
N 1114 = 03
(o] A= 1 A= || PP PPRUPTPRN 04
[DON'T READ] Have never done this/needed to do this.........ccceeiiiiiiiiiiinnenne. 97
[DON'T READ] CaN't SAY ..evuieruiiiiieieeteeee ettt e et e e e e e e e eneeens 99
Q27 D111 Code | Route
[IF NOT AT ALL (Q26/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What is the main reason that you don't shop around when arranging a new loan?
What else? Anything else? [MA]
Couldn't be BOthEIed ......ceeeieiee e e e e 01
Don'thave the tiMe. ... ... e 02
"They're all the Same" ... e 03
Spouse partner does shopping around..........cce.iiiiiiiiiiiie e 04
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Q27 D11 Code | Route
[IF NOT AT ALL (Q26/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What is the main reason that you don't shop around when arranging a new loan?
What else? Anything else? [MA]
Just go with what is recommended by friend or family member........................... 05
Just go with what is recommended by financial expert............ccooooeiiiiiiinn, 06
(@ =T 1T o = O | i 4 P 98
(07T o 1 BT PN 99
Q28 D12 Code | Route
[IF HAVE AN INSURANCE POLICY (Q7/15-19,21-22), ASK]
[READ OUT]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When arranging a new insurance policy, do you shop around?[SA]
N [ ] S PPN 01
N - 11 o 1 P 02
N 111 PPN 03
[ = = | 04
[DON'T READ] Have never done this/needed to do this.........cccoveiiiiiiiiiiinnnnin, 97
[DON'T READ] Can't SAY .ueeeuieeuieeuieeneeeeeieeeie e et e et eeea e e s eanseenaeeaeeaneeenneenneeens 99
Q29 D13 Code | Route
[IF NOT AT ALL (Q28/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What is the main reason that you don't shop around when arranging a new
insurance policy? What else? Anything else? [MA]
Couldn't be BOthEIed ......ceeeie e e e e 01
DoNThaVve tIMe ... e e e 02
"They're all the Same" ... ... e 03
Just go with what is recommended by friend or family member........................... 04
Just go with what is recommended by financial expert.........ccccooieiiiiiiiinnnnnen. 05
Spouse/ partner does Shopping arouNd ..........cc.ieuiiiiiiiiiiie e 06
(@ (g = 1T o = 0 | i 4 P 98
(07T o 1 BT N 99
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Q30 D14 Code | Route
[IF USED A FINANCIAL PLANNER OR ADVISER (Q13/8), ASK
[READ OUT]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
When choosing a financial planner or adviser, do you shop around?[SA]
N [ ] PPN 01
N = 1 o | P 02
N 1111 = PN 03
I [ = = | 04
[DON'T READ] Have never done this/needed to do this...........cccoiiiiiiiiininnin, 97
[DON'T READ] Can't SAY .uevuuiieuieiiieeiieeieeiee e e e et e et e et e et e e e e e e ean e e anaeeaneenns 99
Q31 D15 Code | Route
[IF NOT AT ALL (Q30/4), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What is the main reason that you don’t shop around when choosing a financial
planner or adviser? What else? Anything else? [MA]
Couldn't be bOthered ... ..o e 01
Don't have the time. ... ... e 02
"They're all the Same" ... e 03
Just go with what is recommended by friend or family member........................... 04
Just go with what is recommended by financial expert ..., 05
Spouse/ partner does shopping around ..........ccuieuiiiieiiiiie e e e 06
(@ (g =T 1T o = | 4 98
(07 o = N 99
Q32 D15B - NEW QUESTION Code | Route
[IF HAVE A FINANCIAL PLANNER OR ADVISER (Q13/8)), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What factors were influential in your final decision of WHICH financial planner or
adviser, to use? What else? Anything else?
[MA]
T =Y 1= e 1= oLt 01
Reputable Brand ... e 02
Recommended by financial eXpert ..........ccou i 03
Recommended by friend or family member............coooiiiiin 04
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Q32 D15B - NEW QUESTION Code | Route
[IF HAVE A FINANCIAL PLANNER OR ADVISER (Q13/8)), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What factors were influential in your final decision of WHICH financial planner or
adviser, to use? What else? Anything else?
[MA]
LOW/COMPETItIVE TEES .. v e 05
CommisSION Dased fEES.....cuuii i 06
(O] 017751 01T o To PPN 07
Good impression when first approached. ..o 08
Endorsements (by celebrity or consumer testimonial) ..............ccoocoiiiiiiininnin, 09
No particular reason why | chose that planner/ didn't think too much aboutit....... 10
(@ =T 1T o =l 0 | o 4 PP 98
(O 1 1 057 | PP PPPPPN 99
Q33 D15C - NEW QUESTION Code | Route
[ASK ALL]
READ OUT, SINGLE RESPONSE
ROTATE CODE FRAME
Thinking about financial planners or advisers, which ONE of the following is
most likely to give you impartial advice? [SA]
An adviser Who works only for fees ... 01
An adviser who works for both fees and a commission ............cccceviiiiiiiiiinienns 02
An adviser who works only for COmmiSSiON .........cc.oveuiiiiiiiiii e 03
[DON'T READ] CaN't SAY ..evuieruieiieeieete et ettt e et e e e e e e e eneeens 99
Q34 D17 Code | Route
[IF RESPONDENT HAS BANK ACCOUNT (Q7/1), ASK]
Do you receive bank account statements? [SA]
Y S ettt et e e eans 01
o 02
(07 o = N 99
Q35 D17A Code | Route
[IF RECEIVE BANK ACCOUNT STATEMENT (Q34/1), ASK
Do you read these at all?
[SA]
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Q35 D17A Code | Route
[IF RECEIVE BANK ACCOUNT STATEMENT (Q34/1), ASK
Do you read these at all?
[SA]
(= PPN 01
N O ettt e e et e e et e e e e e aa e e e eaa e e eean e aeeanans 02
(07 0 BT 99
Q36 D17B - NEW QUESTION Code | Route
[IF READ BANK ACCOUNT STATEMENT (Q35/1), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
And what do you generally look for when you receive your bank account
statement? What else? Anything else? [MA]
ACCOUNT DAIANCE ...coeiiii e 01
ACCOUNT FEES ...t e e e e e e e e een 02
Interest @arned............o i 03
JLIE= 2. PP 04
DEDIES ..t 05
L0 =T 1] PP 06
TrANSACHON Y P et e 07
TranSacCtioN fEES ... ceu i 08
ACCOUNT AELAIIS ....ceeieee e 09
Date of tranSacCtioNS .........oeuiei e 10
Date of statement....... .o 11
(=TT ] o) 18] 0] o= 12
ChequE NUMDETS. ... .. et e et e e e e e e e e enees 13
To check that everything is right ... 14
NOthiNg iN PArtICUIAN ... e e 15
(0] (o T=T g IS o =04 | 4 RPN 98
(07 o BT N 99
Q37 D24A Code | Route

@CNielsen

[IF NOT READ BANK ACCOUNT STATEMENT (Q35/2 or 99) ASK]

[DON'T READ] [MULTIPLE RESPONSE]
Why do you not read your bank account statement? What else? Anything else?
[MA]

Page 301 of 356




Q37 D24A Code | Route
[IF NOT READ BANK ACCOUNT STATEMENT (Q35/2 or 99) ASK]
[DON'T READ] [MULTIPLE RESPONSE]
Why do you not read your bank account statement? What else? Anything else?
[MA]
Couldn't be bothered ...........oouiiii e 01
Don'thave the time. ... ... e 02
Other priorities Mmore iMportant ..........ccooiiiiiiiiii e 03
Just assume they're COrreCt/OK .........ocu i e 04
Too difficult to understand ... 05
Someone else reads them ... e 06
Find it too depressing/ worried about what | would find ................cooiiiiiinie, 07
(@ (g =T 1T o =l | 2 98
(07 o = N 99
Q38 D18 Code | Route
[IF USES CREDIT CARD OR STORE CARD (Q5/4-5), ASK]
Do you receive credit card or store card statements? [SA]
D 0= 01
o PSP 02
LO7= 1 1 05 7= PP 99
Q39 D18A Code | Route
[IF RECEIVE CREDIT CARD OR STORE CARD STATEMENTS (Q38/1), ASK]
Do you read these at all? [SA]
D = TP UPPP 01
o 02
(07 o = N 99
Q40 D18B - NEW QUESTION Code | Route
[IF READ CREDIT CARD OR STORE CARD STATEMENTS (Q39/1), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
And what do you generally look for when you receive your credit card or store
card statements? What else? Anything else? [MA]
ACCOUNE DAIANCE ...t 01
oo 10 o | == T 02
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Q40 D18B - NEW QUESTION Code | Route
[IF READ CREDIT CARD OR STORE CARD STATEMENTS (Q39/1), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
And what do you generally look for when you receive your credit card or store
card statements? What else? Anything else? [MA]
INterest Charged ... 03
Reward scheme annual fee...........iie i 04
Reward sCheme POINtS ..o e 05
AMOUNT SPENT .. e 06
AMOUNT FEPAI «.eeiiiii e e 07
Available Credit ...... ..o 08
Foreign eXChange fEES .....uiuiii e 09
ACCOUNT AELAIIS ... e 10
Date Of tranSaCioNS .........uoiiiiiiii e 11
Date of Statement........cooei e 12
Minimum PaymMENt dUE........iinie i 13
CaSh @UAVANCES ... e 14
Date paymMent iS AUE......cu i 15
To check that everything is right ... 16
NOthiNg iN PArtICUIAN ... e e 17
Q41 D25B Code | Route
[IF RECEIVE CREDIT CARD OR STORE CARD STATEMENTS (Q38/1) ASK]
DON'T READ] [SINGLE RESPONSE]
For how long do you keep your credit card or store card statements? [SA]
Don't keep them/read, then throw away ......... .o 01
LeSS than ONE day ......cuieiiiii e 02
L S I £= 12 PPN 03
T oA WEEKS .. 04
T - S MONTNS e 05
B - 11 MONTNS....ce e 06
LS 205 T PSPPI 07
IR L= = - TP 08
7 - 8 years/as required for taX PUMPOSES ......cuniiiiiiiiieie e 09
1S o 0 4[RO PR 10
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Q41 D25B Code | Route
[IF RECEIVE CREDIT CARD OR STORE CARD STATEMENTS (Q38/1) ASK]
DON'T READ] [SINGLE RESPONSE]
For how long do you keep your credit card or store card statements? [SA]
UNLil 'S Paid . 11
Until figures have been reconciled ...........c.ooeiiiiiii e 12
Until the account/policy iS ClOSEd .........ceuiiieiiiiiee e 13
F O OV T . e 14
(@ (g =T 1T o = 0 | 4 P 98
(07 o = 99
Q42 D24B Code | Route
[IF DON'T READ CREDIT CARD OR STORE CARD STATEMENTS (Q39/2 OR
99), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
Why do you not read your CREDIT CARD OR STORE CARD STATEMENTS?
What else? Anything else? [MA]
Couldn't be bothered ...........oouiiii e 01
Don't have the tiMe.... ..o e 02
Other priorities Mmore important ..........ccouiiii i 03
Just assume they're COrreCt/OK .........oeu i e 04
Too difficult to understand ............oo i 05
Someone else reads them ... e 06
Don't reCceive them ... e 07
Find it too depressing/ worried about how much | would have spent.................... 08
Other [SPECIFY .t ettt et e e e e e e 98
L0721 5 05 7= PP 99
Q43 D20 Code | Route
[IF HAVE SUPERANNUATION OR ROLLOVER FUND (Q7/2), ASK
Do you receive superannuation statements? [SA]
Y S ettt et e e eans 01
o 02
(07 o = N 99
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Q44 D20A Code | Route
[IF RECEIVE SUPERANNUATION OR ROLLOVER FUND STATEMENTS
(Q43/1), ASK]
Do you read these at all? [SA]
Y S = FBAUS .ttt eans 01
NO - dOES NOL FEAQ .. e e ans 02
(07 0 BT 99
Q45 D20B - NEW QUESTION Code | Route
[IF READ SUPERANNUATION OR ROLLOVER FUND STATEMENTS (Q44/1),
ASK]
[DON'T READ] [MULTIPLE RESPONSE]
And what do you generally look for when you receive your superannuation or
rollover fund statements? What else? Anything else? [MA]
(1 == TP 01
ManNagemMENT fEES ....ouiiii i e 02
Life INSUranCe PremilmS . ... et e e e e e e e e e eaaes 03
Break down of INVESIMENTS .......iiiii e 04
Value of INVESIMENT ... ..o 05
Employer CONtribULIONS ... c.ovniii e 06
Personal contribUtioNS ........ooniiiiii e 07
Investment return/Performance...........coouiiu i 08
Death or Disablement benefit ..., 09
BeNEfiCIANES .. e 10
RS T= ] 0 oI {5 11
To check that everything is right ..o 12
NOthiNG iN PArtiCUIAK ... oo e 13
(07 o BT N 99
Q46 D24D Code | Route
[IF DON'T READ SUPERANNUATION OR ROLLOVER FUND STATEMENTS
(Q44/2 or 99), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
Why do you not read your SUPERANNUATION OR ROLLOVER FUND
STATEMENTS? What else? Anything else? [MA]
Couldn't be bothered ...........oouiiii e 01
DON't haVve tIME ... e e 02
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Q46 D24D Code | Route
[IF DON'T READ SUPERANNUATION OR ROLLOVER FUND STATEMENTS
(Q44/2 or 99), ASK]
[DON'T READ] [MULTIPLE RESPONSE]
Why do you not read your SUPERANNUATION OR ROLLOVER FUND
STATEMENTS? What else? Anything else? [MA]
Other priorities more important (eg mortgage or credit card).........cccccoevvvenveenenne. 03
Just assume they're CorreCt/OK .........c. i 04
Too difficult to understand ............oouii i 05
Someone else reads them ... 06
Don't reCceive them ... e 07
(@ (g =T 1T o = 0 | 4 P 98
(07 o = 99
Q47 D25D Code | Route
[IF RECEIVE SUPERANNUATION OR ROLLOVER FUND STATEMENTS
(Q43/1), ASK]
[DON'T READ] [SINGLE RESPONSE]
How long do you keep your superannuation statements? [SA]
Don't keep them/read, then throw away ......... ..o 01
LeSS than ONE Ay ......cuieiiiii e 02
LG I F= 1= PSPPI 03
Tod WEEKS . .. e 04
oD MONTNS .o 05
B-11 MONTNS ... e 06
L IS T PPN 07
Y= 1 TP 08
7-8 years/as required for taX PUIMPOSES .....cuieiiiiieii e 09
1S o 0 4[RO P 10
LU ] = o = [ 11
Until the figures have been reconciled...........ccoviiiiiiiiii e 12
Until the account/policy iS ClOSEd .........ceuiiieiiiiee e 13
F O OV T e e e 14
(@ (g =T 1T o = 0 | 4 P 98
(07 o = N 99
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Q48 D27 Code | Route
[ASK ALL]
[READ OUT]
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
Would you find understanding an annual statement for a superannuation
fund?[SA]
Very diffiCUlt.. ... 01
1D 1T B 02
= 1P 03
VBIY BASY ..ttt ettt ettt ettt e e e e e e e a e e eas 04
[DON'T READ] Can't SAY ..cceuieeuiiiiieeieeieeiee et e et e e e e e e e e e e e e eaneeens 99
Q49 BS Code | Route
Moving now to a new topic, have you ever visited an Internet site with
calculators for comparing financial products? [SA]
(= P 01
o PP 02
(O 1 1 057 | PP PPPPPN 99
Q50 NEW QUESTION Code | Route
[IF YES (Q49/1) ASK]
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
And have you ever used the calculators to do any of the following? [MA]
Compare iINterest rates ........oeuiiiiiii i 01
Compare fees and Charges ..........ooeuiiiiiiiiiee e 02
Calculate how much you can borrow ..........ccuoveiiiiiiii e 03
Calculate repayments 0N [0ANS..........ocuiiiiiie e 04
Help you in bUAgeting ....cueeiee 05
Help you compare superannuation Options ...........ocoiviiiiiiiiiiiiii e 06
Help you compare other financial products ..........cccoviiiiiiiiiii e 07
Anything else [SPECIFY] ... e 98
[DON'T READ OUT] Can't SAY....ceuuieunieeieiieeeie et eeee et ee e e e e eeaeeens 99
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Q51 A3 -NEW QUESTION Code | Route
[IF USE OR KNOW HOW TO USE INTERNET BANKING (Q5/11 or Q6/11)
ASK]
Do you think there are risks associated with internet banking? [SA]

(= PP 01
o PP 02
LG22 1 1 05 T= PP 99
Q52 [IF YES (Q51/1), ASK] Code | Route

[DON'T READ OUT] [MULTIPLE RESPONSE]
What are some of those risks? What others? Any others? [MA]

EMail SCAMS ... 01
Key [0gging - NACKEIS ... e i 02
Credit Card fraud .........o.eii e 03
UNSECUIEA SItES ...ceiiieiieeiei et eans 04
(o] g =3V =18 e e [= 4o T PP 05
g 715 ] T PP 06
(0] (o 1=T g IS o =0 | 4 PP 98
(07 o = N 99
Q53 A4 - NEW QUESTION Code | Route

[IF YES (Q51/1), ASK]
Are you aware of any ways in which these risks can be minimised? [SA]

D 0= 01
[N Lo TR 02
(07 o BT 99
Q54 NEW QUESTION Code | Route

[IF YES (53/1), 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 websites............c...ccooviiieiiennen. 01
Keep anti-virus software up to date ........ccouiiiiiiiii e 02
1= Y=Y | 03
AIWAYS ClOSE DIOWSEN ... e e e e e e e eas 04
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Q54 NEW QUESTION Code | Route
[IF YES (53/1), 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]
Change password reguIary..........ooe.i i 05
(O] g 1= To7 [q (o] Y71 U 1= PP 06
Don't Open SUSPECE filES ..vnie e 07
(@ =T 1T o =l 0 | o 4 PP 98
L7 o BT 99
SECTION E. SPENDING MONEY AND BUDGETING
THIS SECTION IS ASKED OF 50% OF RESPONDENTS ONLY
Q55 E2 Code | Route
READ OUT, SINGLE RESPONSE.
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
Which ONE of the following statements best applies to you? [SA]
| try to save on a regular basis if | possibly can ..., 01
| save only when | want to save up for something big or special.......................... 02
There's no point in trying to save because there's never enough money.............. 03
Saving is not something I need t0 dO.......oeeiieiiii i 04
[DON'T READ] Can't SAY «ueeeuieeuieeiieeueeieeieeee e e e et e eea e e e ean s eeaaeeaeeaneeenneenneeens 99
Q56 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]
| don't keep an eye onexpenses atall...........couveniiiiiiiiicici 01
| keep my eye on expenses @ Dit..........covviiiiiiii i 02
Without keeping written records, | keep a fairly close eye on expenses ............... 03
| use written records to keep a close eye 0N EXPENSES ........cceveeuveriieeieenneennnnns 04
[DON'T READ] Can't SAY ..ecuuieeuiieiieeueeieeiee et e et e et e e e e e e e e e e e eaneeens 99
|SECTION F. RISK AND RETURN (INCLUDING INSURANCE)
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THIS SECTION IS ASKED OF ALL RESPONDENTS

Q57 F1A - NEW QUESTION Code | Route
[IF RESPONDENT HAS INSURANCE (Q7/15-18,21-22) 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]
I LS o) (= .40 o 01
TG EXCESS et 02
The level of cover - general..........cou i 03
The level of cover to make sure you are not underinsured..............ccoeevveiiinennnen. 04
Brand or reputation of the supplier ... 05
Benefits INCIUAEA..... ... e 06
The date payment of the policy renewal is needed ..., 07
| don't know enough about it so rely on the insurance agent to help me............... 08
(@ (g =T 1T o =l | 2 98
(07 o = N 99
Q58 F1 Code | Route
IF RESPONDENT HAS INSURANCE (Q7/15-18,21-22) ASK]
[DON'T READ] [MULTIPLE RESPONSE]
And what factors do you take into consideration when RENEWING an insurance
policy other than life insurance? [MA]
B I =N ] =10 110 Lo P 01
I ST 2 o= T 02
The level of COVEr - QENEIAl.........ceniiie e 03
The level of cover to make sure you are not underinsured..............ccoooiviiiiiannen. 04
Brand or reputation of the SUPPlier..........ooeiiiiii e 05
Benefits iNClUded....... oo e 06
The date payment of the policy renewal is needed ............cccoeeviiiiiiiiiiiiiieeennee, 07
(€ ToTo o Wer0 1= (o]0 =T A=Y= AV, o = 08
(@ T 1T o = 0 | o 4 PP 97
[ 1= P 98
(07 o = N 99
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Q59 F2A - NEW QUESTION Code | Route
[IF RESPONDENT HAS HOUSE, CONTENTS OR CAR INSURANCE (Q7/15-
17) ASK]
[DON'T READ] [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]
(= P 01
o PSP 02
Position varies from insurer t0 iINSUrer ...... ... 03
(07 o = N 99
Q60 F3 Code | Route
| am 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]
I8 = TP 01
= 1T P 02
(0= 10 | 087 | PP PPN 99
Q61 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 long term ........................ 01
Good investments are always increasing in value............cccoeeovviiiiiiiiiieineeeen. 02
Short-term fluctuations in market value can be expected, even with good
LAY g 0= 0 03
[DON'T READ] Can't SAY ..ecuuieeuiieiieeueeieeiee et e et e et e e e e e e e e e e e eaneeens 99
Q62 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..........cccooiiiiiiiii i 01
Invest lightly to see how it goes before investing more heavily............................ 02
Invest heavily to maximise YOUr return...........oouveiiiiiiiiii e 03

@CNielsen

Page 311 of 356




Q62 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]
0 I = AN ] 0= g T 99
Q63 F6 Code | Route
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
= PP PR 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 years Old ........cuiiiiiii e 03
You are entirely responsible for any debt the other person incurs on the card ...... 04
[DON'T READ] CaN't SAY ..cuuieeuiiiieieeee et ettt ettt e et e e e e e eneeens 99
Q64 F7 Code | Route
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 loan.................................. 01
Both persons are responsible for repayment of the entire loan............................ 02
Only one person must be responsible for repayment of the entire loan ................ 03
The older of the two persons is responsible for repayment of the entire loan........ 04
[DON'T READ] Can't SAY «ueeeuieeuieeiieeueeieeieeee e e e et e eea e e e ean s eeaaeeaeeaneeenneenneeens 99
Q65 F8 Code | Route
[IF RESPONDENT HAS INVESTMENTS (Q7/3-6) ASK]
[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]
Very IMPOMANt ... ..o 01
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Q65

F8
[IF RESPONDENT HAS INVESTMENTS (Q7/3-6) ASK]

[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]

QUItE IMPOIANT ... e e
Of SOME IMPOMANCE ....eeeeeece e e e e e e
Not at all ImPOrtant ... e
[DON'T READ] CaN't SAY ..evvuuiiieiiiieieieiee ettt e e e

Code

03
04
99

Route

SECTION G. SUPERANNUATION
THIS SECTION IS ASKED OF RESPONDENTS WHO HAVE SUPERANNUATION (Q7/2) AND ARE
AGED UNDER 65 (Q3/1-10) AND ARE EMPLOYED RATHER THAN SELF-EMPLOYED (Q4/1-4)

Q66 G1 Code | Route
Returning now to superannuation, | am going to read you a couple of
statements. For each one, please tell me whether you think the statement is true
or false.
Employers are required by law to make superannuation payments on behalf of
their employees
[SA]
LI 1R 01
F Al e e 02
L0721 5 05 7= PP 99
Q67 G2 Code | Route
Employees cannot make superannuation payments additional to any payments
made by their employer [SA]
I 8= TP UPP 01
= ] PR 02
(07 o = N 99
Q68 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]
01T ol = | (Y 01
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Q68 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]
[ 1o 1= i = (= PRSPPI 02
SAMIE TALE. et aa 03
(O 1 1 057 | PP PPPPPN 99
Q69 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 liviNg NOW ..o 01
About as comfortably as I'm living NOW .........ccoiiiii i, 02
Less comfortably than I'm living now, but getting by OK ..., 03
Less comfortably than I'm living now, and not coping.........cccevviiieiiiiiiiiiicineennes 04
[DON'T READ] Can't SAY «ueeeuieeuieeiieeueeieeieeee e e e et e eea e e e ean s eeaaeeaeeaneeenneenneeens 99
Q70 G8 - NEW QUESTION Code | Route
Have you identified a figure for how much per year you will need to live on when
you retire? [SA]
(= P 01
o PSP 02
L7 0 BT 99
Q71 G8B - NEW QUESTION 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 before retirement ... 01
(@101 =Y a1 A T= 1V T T N 02
Eligibility for the pension or government benefits ..o, 03
Expected earnings from investments..........cc.ovoiii i 04
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Q71 G8B - NEW QUESTION 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]
Expected superannuation benefits ..o 05
Intention to still do some paid work while in retirement...................l 06
Desired standard of living in retirement............coooiiiiiii e 07
What costs might need to be met during retirement ... 08
EXpected [ife SPan ......cc.oeii e 09
Value of assets upon retirement ... 10
Current Cost Of lIVING ...ovni e 11
Whether own home or MOt ... ... 12
(@ T 1T o = 0 | o 4 PP 98
L7 0 BT 99
Q72 G8C - NEW QUESTION Code | Route
DON'T READ RESPONSE MULTIPLE
Where would you go to get information on working out how much you need for
your retirement? [MA]
AN ACCOUNTANT ... et 01
A Taxation SPeCialiSt.......ceu i 02
A FIinancial COUNSEIION ... ... e e 03
A Bank Manager or Bank EMpIOYee..........oouiiiiiiiiieee e 04
A Financial Planner O AQVISEr.... ... 05
General search onthe internet ... 06
A specific internet site (€.9. ASIC).. e 07
Family OF fHIENAS ... 08
[ To] o A g o PPN 97
(@ (g = 1T o = O | i 4 P 98
(07T o 1 BT N 99
Q73 G10D - NEW QUESTION Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
As far as you are aware, what change to the law regarding superannuation will
come into effect on July 1st this year? [MA]
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Q73 G10D - NEW QUESTION Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
As far as you are aware, what change to the law regarding superannuation will
come into effect on July 1st this year? [MA]
Super choice / portability/ ability to choose superannuation fund provider-............ 01
Other [SPECIFY ettt e e e eanas 98
L7 0 BT 99
Q74 G10C - NEW QUESTION Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
As far as you are aware, what are the potential problems with having multiple
superannuation funds? [MA]
Multiple entry and Set-Up fEES ... ... 01
MUILIPIE EXIT FEES ..vniei e e e e e e 02
Multiple administration or management fees ...........ccooeiiiiiiiiniiii e 03
LOSE track Of them ... ... e 04
1 [ 1= 97
(@ (g T 1T o =l 0 | o 4 PP 98
(O 1 1 057 | PP PPPPPN 99
Q75 G11-NEW QUESTION Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
What things would you consider when choosing a superannuation fund? [MA]
FEeS/Charges/COSES ......ccuiiiieie e 01
Long-term level of performance ...........oou i 02
Recent level of performance. ... ... 03
Availability of eXpert adViCe ........ccuiiuiiii i 04
Recommendation by people you trust ... 05
The number of fund options they offer/they offer high risk and low risk product
o] 01110 = 06
HOW risky the fUN IS ....ceeeeee e e 07
Other [SPECIFY J. et e e e 98
LO7= 1 1 05 7= PP 99
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Q76 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 Per-Unit COSt .. e e e 01
The RetUMN L. e 02
B I L= == TN 03
The amount of return left after the fees are taken out.............ccoooiiiiiiiiis 04
[DON'T READ] Can't SAY .ueveuieeuieeiieiieeieeiee e et e et e e e e et e e e e e e e e ean e e e eenneenns 99
Q77 G14 - NEW QUESTION 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 funds frequently ... 01
Poor fund choices for their life circumstances ............ccoovviiiiiiiii e, 02
Choosing a fund with high fees and charges...........ccoooiiiiiiii e, 03
Relying on short term performance record...........ccooiiiiiiiiiiiici e 04
Not considering long term performance ...........cooe v 05
Switching as soon as the performance drops.......cccoviviiiiiiiiiiiii e 06
Selecting a fund with a very high risk profile...........ccooi i 07
Not contributing sufficient fUNAS ... 08
(@ = 1T o = O | i 4 P 98
(07T o 1 BT N 99
SECTION Ga. RETIREMENT INCOME STREAM
THIS SECTION IS ASKED OF RESPONDENTS WHO HAVE RETIREMENT INCOME STREAM
PRODUCT (Q7/20)
Q78 G13 - NEW QUESTION Code | Route
[IF HAVE RETIREMENT INCOME STREAM PRODUCT (Q7/20), 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]
Level of INCOME it ProVIAES .....c..ivnii e 01
Page 317 of 356

@CNielsen




Q78 G13 - NEW QUESTION Code | Route
[IF HAVE RETIREMENT INCOME STREAM PRODUCT (Q7/20), 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]
How long income will last (e.g. for a set period, lifetime etc) .........ccooeviieiionio. 02
F S i e e 03
(= 10T ) (=1 0y o T 04
Past performance of fund Manager ............couiiiiiii i 05
Reputable brand of fund manager...........coo i 06
EXPEIt AQVICE...e i e 07
Control/self-Managed ..........oou i 08
Tax effeCtiVENESS ...cee e 09
Recommended by Others ... 10
1= (] o111 3PP 11
o7 P 12
Other (SPECIFY ) ettt e e e e e eanas 98
(O 1 1 057 | PP PPPPPN 99

SECTION H. MORTGAGE

THIS SECTION IS ASKED OF ALL RESPONDENTS

Q79 B6 Code | Route
[IF RESPONDENT DOES NOT HAVE A MORTGAGE ON OWN HOME OR AN
INVESTMENT PROPERTY MORTGAGE (Q7/7-8) ASK]
Now I'd like to talk to you about mortgages. You said earlier that you don'’t have
a mortgage, are you considering taking one on in the next 12 months? [SA]
(=P 01
o PP 02
(O 1 1 457 | PP PPPPPN 99
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Q80 H5 Code | Route
[I[F RESPONDENT CONSIDERING MORTGAGE (Q79/1) ASK]

[DON'T READ] [MULTIPLE RESPONSE]

As far as you are aware, what are the disadvantages of fixed interest loans,
compared with variable interest loans? What else? Anything else? [MA]

Locked in/stay the same when variable interest rates go down ...............c...cee.e. 01
Fee for early termination ...........ccoiiiiiii i 02
(@ (g =T 1T o = | i 4 P 98
(07T o 1 BT N 99
Q81 H8 Code | Route

[IF RESPONDENT HAS A MORTGAGE ON OWN HOME OR AN INVESTMENT
PROPERTY MORTGAGE (Q7/7-8) ASK]
[DON'T READ] [MULTIPLE RESPONSE]

What would you do if you were advised of an upcoming increase in the interest
on your mortgage?

[MA]

EXtend 10an PeriOd ..... ..o 01
= Y PP 02
Forego something in order o pay it........ccoeuieeu i 03
Put the property Up for sale ..o 04
Switch to cheaper [eNder...... ..o e 05
Change loan structure e.g. from variable to fixed or splitloan............................. 06
Discuss increase with mortgage provider...........c.oooeiieiiiieiieeini e 07
Borrow more money from another SOUICE ........cuvviiiiiiii e 08
Rely on credit card more for other eXpenses...........ccooeviieiiiiiiiiii e 09
Wouldn't do @anything ......ceiii 10
[ don't KNOw What I'd dO......coeeeee e 11
OFNEr (SPECIFY ) ettt e et et e e e e e e 98
LO7= 1 1 05 7= PP 99

SECTION HX. PERSONAL DEBT
THIS SECTION IS ASKED OF ALL RESPONDENTS

|We are now going to ask a few questions about debt. Feel free to answer only those questions that you |
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are comfortable with. Thinking about owing money, borrowing money, credit cards, leasing, hire
purchase arrangements, mortgage payments or rent and household bills....

Q82 HX1-NEW QUESTION Code | Route
[READ OUT]
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 uncomfortable .........cooiiiiii e 01
Somewhat uncomfortable......... ... 02

Neither comfortable nor uncomfortable...............coooiiii e, 03

Fairly comfortable. ...... .o 04

Very COMIOrabIe ... . ... 05

[DON'T READ] CaAN't SAY .evvuuieeiiuueaeeeiiaaeeeituaeeeeetieeeeeatn e e e eeesn e e e eeennnaeeeeennnns 98

[DON'T READ] REfUSEA ...t 99

Q83 HX2-NEW QUESTION Code | Route

[READ OUT]

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 control ALL of the time ........ooeiie e 01
Out of control MOST of the time .........oiiiiiii e 02
Fluctuates between being in and out of control..............oooiiii 03
In control MOST of the time........coouiii e 04
In control ALL Of the tiMe ....ceeie e e 05
[DON'T READ] CaN't SAY vvvuuieieiiieeeeiiiae e eeia e e e eeta e e e et eeeea e e e e enne e e enenaes 98
[DON'T READ] REfUSEA ...t e e 99
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Q84 A2A - NEW QUESTION Code | Route
READ OUT, MULTIPLE RESPONSE
ROTATE CODE FRAME
(IF NECESSARY FOR CODE 03: Pay day lenders provide loans for a small
amount which is repaid by the next pay day. The pay day lender charges a “fee”
for this service. A typical pay day lending transaction would see a consumer
borrow $200 to be repaid within 14 days at a fee of $50.)
| 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 or credit UNiON ...........coouiiiiiiii e 01
Family OF frIENAS ... e aa s 02
Pay day [ENAET ... ... s 03
Pawnbroker or Cash CONVEMEr ........c.u i 04
FINGNCE COMPANY ... e e e e e eens 05
Retailer finance (e.g. Harvey NOrman)...........cooiiiiiiiiiiiiii e 06
Debt Rescue or Debt Relief company...........ocu i 07
Cash advance on your salary from your employer ..........ccccoeiiiiiiiiiieieieeeeenees 08
Store loan or interest free deal........c.ooieiiiiiii e 09
(@ =T 1T o =l 0 | o 4 PP 96
[DON'T READ] Can't SAY .uevvuieeuieeiieeiieeeeeiee e et e et e et e et e e e e e e e e ean e e e eeaneenns 97
[DON'T READ] NONE ...ttt ettt ettt e e e e e e e e e e eneeens 98
[DON'T READ] REFUSEA ... .cunieeiieie ettt e e e eeas 99
Q85 HY1-NEW QUESTION Code | Route
[Yes continues, if No or Can't recall skip to SECTION 1]
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?
We are not talking about utility bills, just loans, cards and other types of
borrowings[SA]
B (= P 01
o PP 02
(O 1 1 057 | PP PPPPPN 99
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Q86 HY2-NEW QUESTION 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]
Credit Card. .. .. 01
(@7 g T o =3 o= o AR 02
1 (0] (= o= (o PSPPI 03
Y/ o] o (o =T = PP 04
Personal l0@N..... ... 05
Personal overdraft........ ... 06
[ [T 01U o] = T = 07
A IBASE. ..ttt 08
(0] (o T=T g IS o =4 | 4 PPN 98
CAN"T SAY ..ttt 99
Q87 HY3 -NEW QUESTION 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]
PROBE [PROBE FULLY]
Borrowed too much money originally.........cccovuiiiiiiiii 01
Over spent on my credit card/charge/store card .............ccooeviiiiiiiiiiieeeeeeee 02
INterest rates WeNt UpD . o.ieiiie e 03
| did not budget correctly/l did not plan properly ..........cooeeiieiiiii e 04
| had a loss of income/lost MY JOD ...c.oviiiniie e 05
Partner 10st iNCOME/IOSE JOD ....c..niieie e 06
I had an unexpected emergency expenditure........ccocovuviiiiiiiiiii i 07
An expense | had was a lot more than expected ... 08
| had unexpected medical expenses/illness in the family ...............cooooeiiiinn. 09
Relationship breakdOWn....... ... e 10
(0] {1=T g IS o = O | 4 TR PTPPPPPPPRPIN 98
[DON'T READ] CaN't SAY .evvuuieeiinieaaeiitiaeeeeieae e e e eetie e e aeeta e e eaeena s e aaeeeaaaeaeennnns 99
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Q88 HY4 - NEW QUESTION Code | Route
[ASK FOR EACH REPAYMENT TYPE MENTIONED IN Q86]
You mentioned that at some stage in the last 12 months you were NOT able to
make a repayment on <INSERT FROM Q86>. Have you since been able to
make the minimum repayment required?
[SA]
D 0= 01
o PSPPI 02
[DON'T READ] REfUSEA ... .cuiieiieeeee et e e eens 99
Q89 NEW QUESTION Code | Route
[ASK FOR EACH REPAYMENT TYPE MENTIONED IN Q86 AND 'YES' AT
Q88]
[DON'T READ] [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 Q86>7?
[SA]
1 1Y (o £ PP 1
2 IMONTNS L. e 2
B IMONTNS L. 3
A-5 MONTNS ..o e 4
B-9 MONTNS ..o e 5
TO-T2 MONTNS ... e e e e e eas 6

SECTION I. MAKING PERSONAL LIFE CHOICES
THIS SECTION IS ASKED OF 50% OF RESPONDENTS ONLY

Q90 11 -16 [ASK ALL] [ASK I7 IF UNDER 65]
ROTATE STATEMENTS
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS
| 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...
[SA]
Strongly | Disagree | Agree | Strongly [Can't say
Disagree Agree
It is important to me to have a long-term
(R1)financial plan.........ccooeeiveiiiiiiiiieeees 01 02 03 04 16
(R2)It is important to me to have a financial plan 01 02 03 04 16
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Strongly | Disagree | Agree | Strongly [Can't say

Disagree Agree
for the short-term.........ccooiiiiiiii,
| spend all of my income as | get it and don't
(R3)really plan for the future .........cc.cceeeenenien, 01 02 03 04 16
| feel out of control with my borrowing and
(R4)credit card generally ..........ccooveviieeiiinieennnes 01 02 03 04 16
If I had a major loss of income | could
(R5)manage for a period of time........................ 01 02 03 04 16

| have problems setting money aside for
major financial outlays [IF NECESSARY,
EXPLAIN: A major financial outlay might be
something like paying vehicle insurance or
(R6)taking a holiday] .......cccuveeuiiiiiiiiiieiieeieeees 01 02 03 04 16
| don't think it really matters much about
superannuation or planning and saving for
retirement because the government will
(R7)make up the gap .......cccceeuveeniiniiiniiennaennes 01 02 03 04 16

Q91 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 overdraft...........ccccooiiiiii i 01
Borrowing from an organisation other than abank...............ccoooiiii e, 02
Taking out a second mortgage to buy your own home ..........ccccoeiviiiiiiiiiiinnnnns 03
Being more than 60 days late with the minimum payment on a credit card........... 04
[DON'T READ] CaN't SAY ..cvvuuieieiiieieieite ettt eeeeas 99
Q92 19A - NEW QUESTION 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 defaults........ .o 01
Late payments - 3 MONthS OF MOTE........cuiiiiiiii e e 02
Late payments - less than 3 months............coooi e 03
Late payments - any time period..... ..o 04
Loan or Credit refuSals ..........oeeioeiee e 05
(0] (o 1=T gl ] o = O | PP PRSP 98
O 1 1 05 T= PP 99
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ROTATE STATEMENTS
CODE FRAME TO BE REVERSED FOR 50% OF RESPONDENTS

Q93 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]
FaMUIY e e 01
[ 1= o o I U UP PR PPRUPRPR 02
Financial planner/adViSer ... 03
Financial CoUNSEIIOr. ... .. ... e 04
ACCOUNTANT ... e 05
RS To] [T ] (o L PP PPN 06
Bank/financial iNStitution ... 07
(0= 1] g 7o) 0 1V =T o (= PPN 08
Pay day [ENAET....... s 09
Government agency €.g. centrelink.........coovoiii i 10
Charity organisation e.g. Salvation Army. St Vincentde Paul ............................. 11
(@ T 1T o = 0 | o 4 PP 98
L0721 05 7= PP 99
SECTION J. CONSUMER RIGHTS AND RESPONSIBILITIES
THIS SECTION IS ASKED OF 50% OF RESPONDENTS ONLY
Q94 J1 Code | Route
READ OUT, SINGLE RESPONSE
ROTATE CODE FRAME
A person keeps their PIN number 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]
ThEe BanK ONIY ...ttt e e e e e e e enns 01
Both the bank and the card-holder, in equal part ...........cccooeiiiiiiiciici e, 02
The card-Nolder ONIY..... ... e e e e 03
[DON'T READ] Can't SAY ..ecuuieeuiieiieeueeieeiee et e et e et e e e e e e e e e e e eaneeens 99
Q95 J2-3/J6-7

| 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

Page 325 of 356




N=

i

each of these statements...
[SA]

Strongly | Disagree | Agree | Strongly [Can't say
Disagree Agree

You generally feel well informed when

(R1)making financial decisions...........c...ccceeeunnee 01 02 03 04 16
Providers of financial products and services
have a legal duty to provide clear

(R2)information to consumers.............cccceeueennnes 01 02 03 04 16
You are very clear about your rights if you
(R3)have a problem with a financial institution .... 01 02 03 04 16

Consumers have a duty of honest
disclosure when taking out a financial
service or product and may face penalties

(R4)for not doing SO. .......cevuveeniieiiiiiiiiniieeaaens 01 02 03 04 16
Q9% J16-J17
And now please tell me whether, as far as you know, each of the following statements is true or
false...
[SA]
True False Can't say

The Australian securities and investment commission checks
(R1)the accuracy of all prospecti lodged with it ..............cc.cceee. 01 02 16

If providers of professional advice about financial products

may receive commissions as a result of their advice, they are
(R2)required by law to tell this to their clients.............................. 01 02 16

Q97 J14A Code | Route
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 refunded? [SA]

(= PP 01
o PP 02
LO7= 1 1 05 7= PP 99

SECTION K. ACCESS TO ASSISTANCE (INCLUDES AWARENESS OF DISPUTE RESOLUTION
SERVICES)
THIS SECTION IS ASKED OF 50% OF RESPONDENTS ONLY
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Q98 K1 Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
If you experienced difficulty with a banking-type product, such as a credit card or
a loan, that you were unable to resolve with the provider of that service, who
would you contact? Who else? Anyone else? [MA]
PERSONAL = FamMIly ... e e e eens 01
PERSONAL - FFIEeNd. ... ettt eeas 02
PROFESSIONAL - Financial planner/adviser...........cccooiuiiiiiiiiiiiiiieieieeeee 03
PROFESSIONAL - Financial counsellor ...........ccuuviiiiiiiiiiie e 04
PROFESSIONAL - ACCoUNtant ..o e 05
PROFESSIONAL - SONCIHO .. ettt 06
PROFESSIONAL - Financial Planning Association..............ccovveuiiiiiiiiineeniienne. 07
CORPORATE - INSUraNCe COMPANY ...ucvuiiuiiieiiieeeteeeeteeeeeaeetaeeeeneeaaaeneesaeennes 08
CORPORATE - FUNA ProVIder. ... oot 09
CORPORATE - Bank/financial institution ..............coooiiiiii e 10
CORPORATE - Insurance Council of Australia ..........ccccooiiiiiiiiiiiien 11
GOVERNMENT AGENCY = ASIC ... 12
OMBUDSMAN / COMPLAINTS - Banking Ombudsman - Banking & Financial
Services Ombudsman (BFSO) ......ccuiiiiiiiei e 13
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman - State government ..... 14
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman - Industry.................... 15
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman (unspecified) .............. 16
OMBUDSMAN / COMPLAINTS - Credit Union Dispute Resolution Centre........... 17
OMBUDSMAN / COMPLAINTS - Financial Industry complaints service............... 18
OMBUDSMAN / COMPLAINTS - Insurance enquiries & complaints.................... 19
OMBUDSMAN / COMPLAINTS - Superannuation Complaints Tribunal............... 20
OMBUDSMAN / COMPLAINTS - Ombudsman (unspecified)........c..ccceveenieennennn. 21
Other (SPECIFY ) et e e 98
LO7= 1 1 05 7= PP 99
Q99 K2 Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
If you experienced difficulty with an insurance policy that you were unable to
resolve with the insurance company, who would you contact? Who else?
Anyone else?
[MA]
PERSONAL - FamIly ...t e e e eeas 01
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Q99 K2 Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
If you experienced difficulty with an insurance policy that you were unable to
resolve with the insurance company, who would you contact? Who else?
Anyone else?
[MA]
PERSONAL - FFIENd. ...t eeas 02
PROFESSIONAL - Financial planner/adviser...........cocooiuiiiiiiiiiiiiiieieieeeee 03
PROFESSIONAL - Financial counsellor ...........cceuviiiiiiiiiiiii e 04
PROFESSIONAL - AcCoUNtant ..o 05
PROFESSIONAL - SONCIHO .. et 06
PROFESSIONAL - Financial Planning Association..............ccovveuiviiiieeneeniieenee. 07
CORPORATE - INSUraNCe COMPANY ...uivniiiiiieiiieeeieee et e eeeeaeetaeeeenseaaaeneenaeens 08
CORPORATE - FUNA ProVIder. ... oo 09
CORPORATE - Bank/financial institution ..............ccooiiiiii e 10
CORPORATE - Insurance Council of Australia ..........cccooiiiiiiiie 11
GOVERNMENT AGENCY = ASIC ...t 12
OMBUDSMAN / COMPLAINTS - Banking Ombudsman - Banking & Financial
Services Ombudsman (BFSO) ......ccuiiiiiiiei e 13
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman - State government ..... 14
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman - Industry.................... 15
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman (unspecified) .............. 16
OMBUDSMAN / COMPLAINTS - Credit Union Dispute Resolution Centre........... 17
OMBUDSMAN / COMPLAINTS - Financial Industry complaints service............... 18
OMBUDSMAN / COMPLAINTS - Insurance enquiries & complaints.................... 19
OMBUDSMAN / COMPLAINTS - Superannuation Complaints Tribunal............... 20
OMBUDSMAN / COMPLAINTS - Ombudsman (unspecified)........c..cccoveeuieennennn. 21
Other (SPECIFY ) et ean s 98
L0721 5 05 7= PP 99
Q100 K3 Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
If you experienced difficulty with a managed fund or superannuation fund that
you were unable to resolve with the provider, who would you contact? Who
else? Anyone else? [MA]
PERSONAL - FamIly ...t eeas 01
PERSONAL - FriEeNd. ...ttt e e e e e eens 02
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Q100 K3 Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
If you experienced difficulty with a managed fund or superannuation fund that
you were unable to resolve with the provider, who would you contact? Who
else? Anyone else? [MA]
PROFESSIONAL - Financial planner/adviser...........cccooviiiiiiiiiiiiiieieieeeee 03
PROFESSIONAL - Financial counsellor ...........ccuviiiiiiiiiiicee e 04
PROFESSIONAL - ACCOUNtaNt ... e e 05
PROFESSIONAL - SONCIHO...etieiiiee e 06
PROFESSIONAL - Financial Planning Association...............ccovveuiviiiiiiiniennieenee. 07
CORPORATE - INSUraNCe COMPANY ...ucvuiiuieeeeieeeeiieeeeeteeeeeneetaeeeenseaaaeneenaaennes 08
CORPORATE - FUNA ProVIder. ... oo 09
CORPORATE - Bank/financial institution ..............cooiiiiii e 10
CORPORATE - Insurance Council of Australia ..........cccooiiiiiiiie 11
GOVERNMENT AGENCY = ASIC ...t 12
OMBUDSMAN / COMPLAINTS - Banking Ombudsman - Banking & Financial
Services Ombudsman (BFSO) ......ccuiiiiiiiei e 13
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman - State government ..... 14
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman - Industry.................... 15
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman (unspecified) .............. 16
OMBUDSMAN / COMPLAINTS - Credit Union Dispute Resolution Centre........... 17
OMBUDSMAN / COMPLAINTS - Financial Industry complaints service............... 18
OMBUDSMAN / COMPLAINTS - Insurance enquiries & complaints.................... 19
OMBUDSMAN / COMPLAINTS - Superannuation Complaints Tribunal............... 20
OMBUDSMAN / COMPLAINTS - Ombudsman (unspecified)........c..cccoveenniennennn. 21
Other (SPECIFY ) i e e e 98
L0721 5 05 7= PP 99
Q101 K4 Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
If you experienced difficulty with a financial planner or adviser that you were
unable to resolve directly, who would you contact? Who else? Anyone else?
[MA]
PERSONAL - FamIly ...ttt et e e eeas 01
PERSONAL - FriEeNd. ...t e e e e e e eeas 02
PROFESSIONAL - A different Financial planner/adviser............cccccoovviviieinannnn. 03
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Q101 K4 Code | Route
[DON'T READ] [MULTIPLE RESPONSE]
If you experienced difficulty with a financial planner or adviser that you were
unable to resolve directly, who would you contact? Who else? Anyone else?
[MA]
PROFESSIONAL - The same Financial planner/adviser ............cccoooiiiieiiinaan.e. 04
PROFESSIONAL - Financial counsellor ...........ccuviiiiiiiiiiicee e 05
PROFESSIONAL - ACCOUNtaNt ... e e 06
PROFESSIONAL - SONCIHO...etieiiiee e 07
PROFESSIONAL - Financial Planning Association...............ccovveuiviiiiiiiniennieenee. 08
CORPORATE - INSUraNCe COMPANY ...ucvuiiuieeeeieeeeiieeeeeteeeeeneetaeeeenseaaaeneenaaennes 09
CORPORATE - FUNA ProVIder. ... oo 10
CORPORATE - Bank/financial institution ..............cooiiiiii e 11
CORPORATE - Insurance Council of Australia ..........cccooiiiiiiiie 12
GOVERNMENT AGENCY = ASIC ...t 13
OMBUDSMAN / COMPLAINTS - Banking Ombudsman - Banking & Financial
Services Ombudsman (BFSO) ......ccuiiiiiiiei e 14
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman - State government ..... 15
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman - Industry.................... 16
OMBUDSMAN / COMPLAINTS - Insurance Ombudsman (unspecified) .............. 17
OMBUDSMAN / COMPLAINTS - Credit Union Dispute Resolution Centre........... 18
OMBUDSMAN / COMPLAINTS - Financial Industry complaints service............... 19
OMBUDSMAN / COMPLAINTS - Insurance enquiries & complaints.................... 20
OMBUDSMAN / COMPLAINTS - Superannuation Complaints Tribunal............... 21
OMBUDSMAN / COMPLAINTS - Ombudsman (unspecified)........c..cccoveenniennennn. 22
Other (SPECIFY ) i e e e 98
L0721 5 05 7= PP 99
Q102 K6 Code | Route
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]
RV =Y YA oo g ¥ 1= o | 01
Fairly confident ........oo e 02
Not very confident ... ..o e 03
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Q102 K6 Code | Route
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]
Not at all confident ... e 04
(07 0 BT 99
Q103 B10 - NEW QUESTION Code | Route
Do you feel you need further education or information in relation to finance? [SA]
D 0= 01
o PP 02
LG22 1 1 05 T= PP 99
Q104 B11- NEW QUESTION Code | Route
[IF FEEL NEED FURTHER EDUCATION (Q103/1) ASK]
[DON'T READ] [MULTIPLE RESPONSE]
What finance topics would you like more information on?
[MA]
BUAGEUING ..t 01
T L2213 (] o P 02
RS TU] 1= =T o a1 E=1 o o 03
TAXALON .. e ans 04
BUSINESS fiNANCE .. e e 05
How to make complaints/resolve diSPUtesS .........couviniiiiiiii e 06
(@1 =T 1T o =l 0 | 4 98
(07 o = N 99
Q105 B12 - NEW QUESTION Code | Route
[ASK FOR EACH FINANCE TOPIC (NOT ‘CAN’'T SAY’) MENTIONED IN Q104]
[DON'T READ] [MULTIPLE RESPONSE]
And how would you like information on <TOPIC FROM Q104> made
available?.
[MA]
Communications from financial institutions ............cccooiiii i, 01
Communications from governmMeNt...... ..o 02
TAFE COUISE. .t eans 03

@CNielsen
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Q105 B12 - NEW QUESTION Code | Route
[ASK FOR EACH FINANCE TOPIC (NOT ‘CAN’'T SAY’) MENTIONED IN Q104]
[DON'T READ] [MULTIPLE RESPONSE]

And how would you like information on <TOPIC FROM Q104> made

available?.

[MA]

Council of Adult Education (CAE) COUISE.....cuuiiniiiiiieii et e 04
Read bOOKS ON fINANCE .....cuiiie e 05
GO DACK t0 SCHOOI ... 06
] =Y T P 07
Radio advertiSEMENTS ... ... e 08
TV @dVertiSEMENTS . ..oeiiiii e e et aeaaas 09
Newspaper / magazine advertiSEemMents ..........ccoveuiiiiiiiiiii i 10
(@ (g = 1T o = | i 4 P 98
(07T o 1 BT N 99

SECTION L. ARITHMETIC/ MATHEMATIC LITERACY AND STANDARD LITERACY

THIS SECTION IS ASKED OF 50% OF RESPONDENTS ONLY

Q106 L19 Code | Route
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]

32 USRS 01
(@ (g = 1T o = 0 | i 4 P 98
(07T o 1 BT N 99

Q107 L20 Code | Route
If a person pays for goods valued at $165 with four $50 notes, how much
change would they receive? [SA]

R TSSO PR PP 01
Other (SPECIFY ) ettt e e e e e eanas 98
(O 1 1 057 | PPN 99
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Q108 L21 Code | Route
If 20 lotto players each won a prize of $350, what is the total amount paid out in
prize money to them? [SA]
7,000 ... e e e e e e e e e e eaaaaaaae 01
Other (SPECIFY ) et e e e 98
L0721 5 05 7= PP 99
Q109 L22 Code | Route
If a lottery win of $18,000 is shared equally between six people, how much will
each person receive? [SA]
3G 700 UPPPPRRN 01
(@ (g =T 5 L O | 98
(07 o = N 99
Q110 L23 Code | Route
If a person takes home $1,400 a month and 50% of this goes on rent, what is
their monthly rent? [SA]
700 e et e e e e e e aaaaaaaa 01
Other (SPECIFY ) i e e 98
L0721 05 7= PP 99
Q111 L24 Code | Route
If a refrigerator priced at $1,000 is discounted by 10% at a sale, how much
would it cost? [SA]
000 e e e e et e e e e e e e e aaaaaaaae 01
(@ (g =T S o L O | 98
(07 o = N 99
DEMOGRAPHICS
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Q112 DEM9 Code | Route
[ASK ALL]
| 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 reached?
[SA]
Primary SChOOL ... ... e 01
Some SecoNdary SCHOOL........ccuiiieii e 02
Some technical or CommeErcial..........coouiiiiiii e 03
Passed 4th form/Year 10 ... 04
Passed 5th form/Year 11/Leaving .......ccuuoeeuiiiuiiiiiee e 05
Finished technical school, commercial college or TAFE .........ccoiiiiiiiiiniiiiien, 06
Finished/now studying H.S.C/V.C.E./Year 12........cccouiiiiiiiiiiieeeee e 07
Diploma from CAE.......ce e 08
Some UNIVErSIty/CAE ... 09
Degree from university or CAE ......c.oiiii i 10
(@ (g =T 5 L O | 2 98
Q113 DEMS3 Code | Route
READ OUT, SINGLE RESPONSE
Which of the following best describes your household situation?
[SA]
SiNGIE - LiVE AIONE ... 01
Single - Live in Shared HOUSENOId ..........ccuiiuiiiiii e 02
SINGIE Parent ... e e 03
Couple - Children At HOME........ccuniiie e e 04
Couple - No Children AtHOME ... 05
[DON'T READ] Other (SPECIFY ) .cuniiiiiieee et 98
[DON'T READ] Can't SAY «ueeeuieeuieeiieeueeieeieeee e e e et e eea e e e ean s eeaaeeaeeaneeenneenneeens 99
Q114 [IF CHILDREN AT HOME (Q113/2-4) ASK Code | Route
How many children aged under 16 live in your household?
[SA]
L PPN 01
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Q114 [IF CHILDREN AT HOME (Q113/2-4) ASK Code | Route
How many children aged under 16 live in your household?
[SA]
P 02
PPN 03
et e et et e e e et e ea e e e e e eaeea e e e e eeaa e aenn 04
5 TP 05
P 06
A PP PPN 07
P 08
NONE ...ttt e et e e ettt e e eans 09
Q115 C1 Code | Route
[IF IN PAID EMPLOYMENT (Q4/1-5), ASK]
And is your wage generally fixed from one pay period to the next or does it tend
to vary? [SA]
(T PP 01
Y= = o) = 02
(07 0 BT 99
Q116 DEM5 Code | Route
[IF NOT IN PAID EMPLOYMENT (Q4/6), ASK]
Are you now looking for a paid job?
[IF YES ASK] For a full-time job for 35 hours or more a week, a part-time job, a
casual job, or a freelance job? [IF NO ASK] Are you a student, in home duties,
retired or a non-worker? [SA]
A full-time job for 35 hours Or More @ WeeK .........cc.oveuuiieiiiiiiiiiiie e 01
A Part-time JOD ... 02
A CASUAL JOD .. 03
A TrEEIANCE JOD .. e 04
0 10 o 1= o P 05
HOME AUEIES ..ttt e eanad 06
=] 1 =Y [P 07
I [ o 2 PPN 08
Page 335 of 356

@CNielsen




Q117 DEM®6 Code | Route
What is your/ was your last/ main occupation - the position and industry? [SA]
ProfessioNal.........ceeiiie e 01
OWNEIS OF EXECULIVES ... e e e e e e 02
Owners of SMall BUSINESSES .....cuuiiiiieiiiei et e e e e 03
ST 1 = P 04
SEMI-ProfessioNal ........ oo e 05
Other White Collar........cu e e e e e e 06
R 11T PPN 07
SEMI-SKIllEA ... e e e eans 08
UNSKIIEA ...t e et e e e e e e e e e e enns 09
= 10 1 1Y 1= 10
= T (IR0 o T = PP 11
I\ [ 3o Yo o] o = 1 1 [ o 1 12

Q118 DEM7 Code | Route
[RECORD WHETHER RESPONDENT IS/ WAS WORKING IN FINANCE,

SUCH AS WORKING IN A BANK, BEING AN ACCOUNTANT, FINANCIAL
PLANNER/ ADVISER, WORKING IN SUPERANNUATION, ETC.] [IF NOT
SPECIFIED TYPE OF OCCUPATION ASK]

Are you / Were you working in finance, such as working in a bank, being an
accountant, financial planner/adviser or working in superannuation, etc.?

[SA]

WOrKing iN fIN@NCE.... .o e e e 01
Not working in fiNANCE ... ..eie e 02
O 1 1 05 7= PP 99

Q119 DEMS8 Code | Route

[IF RESPONDENT HAS OCCUPATION (Q117/1-11), ASK]

Are you / Were you self-employed in this occupation?

[SA]

(5 PP 01

o 02

(O N I PP PRPPN 99
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Q120 DEM11 Code | Route
Do you or your family own your residence outright, or are you paying it off, or are
you renting it? [SA]
OWN OULTIGNT .. e e e eaaes 01
PaYiNg Off .. e 02
=T 011 o o PSP 03
(0] {1=T g IS o = O | 4 TR PTPPPPPPPRPIN 98
LO7= 1 1 05 7= PP 99
Q121 DEM12 Code | Route
[IF RESPONDENT OWNS OR IS PAYING OFF RESIDENCE (Q120/1-2), ASK]
What is the approximate current value of your home? [SA]
UNAEr $100,000 ....eeuueeeeeeeeeettii ettt e ettt e e e et e n b e e e eeaes 01
$100,00-8124,999 ... e as 02
$125,000-5149,999 ...t 03
$150,000-3174,999 ... as 04
$175,000-5199,999 ... 05
$200,000-3224,999 ... s 06
$225,000-5249,999 ...t 07
$250,000-3274,999 ... e s 08
$275,000-5299,999 ...t 09
$300,000-3324,999 ... e 10
$325,000-3349,999 ...t 11
$350,000-3374,999 ... 12
$375,000-5399,999 ...ttt 13
$400,000-F424,999 ... e 14
$425,000-3449,999 ...t 15
$450,000-F474,999 ... e 16
$475,000-5499,999 ...t 17
$500,000-3549,999 ... e as 18
$550,000-3599,999 ...ttt 19
$600,000-F649,999 ... e 20
$650,000-5699,999 ...t 21
$700,000-F749,999 ... 22
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Q121 DEM12 Code | Route
[IF RESPONDENT OWNS OR IS PAYING OFF RESIDENCE (Q120/1-2), ASK]
What is the approximate current value of your home? [SA]
$750,000-5799,999 ... e 23
$800,000-3849,999 .....oiiiiiiiie e 24
$850,000-3899,999 ... e s 25
$900,000-5949,999 ...t 26
$950,000-3999,999 ... e as 27
1 MIllION OF MOTE....cee e 28
(0] (o 1=T g (5] = =L O 1 o 4 PP 98
(07 o = N 99
Q122 DEM13 Code | Route
In which COUNTRY were you BORN? [SA]
AUSTIANIA ... 01
L6 1 0= T PP PRUPPPP 02
7= Y5 0 T 0 03
LG =T=T o S PPN 04
L [0 g Vo T 1o T PP 05
o = PPN 06
Ireland (republiC OF) ......ce e 07
2= PPN 08
LEDANON ... e 09
Y= 1= =T - PSP 10
MalA. e 11
=1 L= o =T o £ PP 12
NEeW ZaIANG ......eiiiiiii e 13
o 1111 o o1 1= T 14
POLaNd ... 15
L0101 g1 o= PP 16
L0145 2 17
UK. (England, Scotland, Wales, N.Ireland) ..o 18
U S A ettt e e e e e e n s 19
[V AT 14 T= o PSPPI 20
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Q122 DEM13
In which COUNTRY were you BORN? [SA]

Yugoslavia (the former).........ccooviiiiiiii e,
AUSHIA e

(OF=1 001 0o Yo | 7=

Lithuania ...
Papua New GUINEa ........ccviiiiiiiiiiicee e,
Russia and former USSR.........ccoooiiiiiieee,
SINGAPOIE ..
SOUth KOI€@ ....eeeieiiieee e
SHLANKA ..o
Australian offshore territories............coooiiiiiiiiiiines
Other Pacific islands...........cccooveiiiiiiii e,
Central AMEriCa .....ccvuiieiie e
Other South America.........ccooovviiiiiiiii e
The Caribbean ...
Other EUIOPE ....eiieeeee e
Other AfICa . .ceeeee e
Other Middle East ..........cooiiviiiiiiii e
Other South-East Asia .........ccooveviiiiiiiiiee e
Other ASIa ......coeuuiiiiee e
Other countries, islands, territories, etc.............cc...c.e..
OTHER [SPECIFY] .ot
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Q122 DEM13 Code | Route
In which COUNTRY were you BORN? [SA]
CANT SAY ettt ettt ettt e e e e eees 99

Q123 DEM14 Code | Route
Do you speak a language other than English at home? [IF YES, ASK] What is
that language? [SA]
NO, ENGIISN ONIY ... e 01
Yes, Arabic (including Lebanese)...........coouiiiiiii e, 02
T T 0= 1 0] (0] 15T < 03
TSI C 1Y 1 0= o T 04
TSI €T (==Y 05
D (=T 1 =1 1= o 06
TSI 1Y, = T gL F= T T 07
Y S, SEIDIAN/ CrOatiON . ... eieii ettt et eans 08
Y €S, SPANISN e e 09
R STV 121 0 =1 AT 10
Yes, other Asian [aNQUAGE ..........oiuiiiiiie e e e 11
Yes, other European language ........co.vuiiiiiiiii i 12
Yes, Aboriginal/indigenous Australian ............c.ooeeiiiiiieiiii e 13
Y €S, PIagIN e 14
TSI Y= T To Y= T o 15
Yes, other Polynesian/Pacific island.............cooiiiiiii e, 16
Yes, other Middle BEaStern ........ouieieiiii e 17
T2 o= o 18
YeS, Other [SPECIFY] ...ttt e e et eeeea e eeeens 98
CANT SAY ettt ettt e e eees 99

Q124 DEM14A - NEW QUESTION Code | Route
Are you of Aboriginal or Torres Strait Islander descent? [SA]
(= PP 01
N O ettt et e e e n e e n e e nna s 02
LO7= 1 1 05 7= PP 99
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Q125 DEM14B - NEW QUESTION Code | Route
Do you personally own or are you paying off a motor vehicle? [SA]
Yes - own Or PAYING OFf .....eeeee et 01
L J PSPPSR 02
(07N B IS 7 PPt 99
Q126 DEM15 Code | Route
READ OUT AND PROBE TO CODE
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 $5,900 ..o 01
$6,000-39,999 ..o e e e e eaannnaan 02
$10,000-814,999 ... i 03
$15,000-819,999 ... . iiiiiiiiiii e a e 04
$20,000-824,999 ... . 05
$25,000-829,999 ... i ar e 06
$30,000-834,999 ... e 07
$35,000-839,999 ... i a e 08
$40,000-844,999 ... .. 09
$45,000-849,999 ... i r e 10
$50,000-859,999 ... i 11
$60,000-869,999 ... .ciiiiiiiiii e e e r e e 12
$70,000-879,999 ... 13
$80,000-889,999 ... .ciiiiiiiii e ea e 14
$90,000-899,999 ... 15
F$100,000 OF MOTE .. cenieeeeeeee ettt e et e et e e e e e e e e e e e e et e easeanee e seaseanseenneen 16
(07T o 1 BT N 98
(= {1 1T =Y o P 99
Q127 DEM16 Code | Route
ASK IF 'CAN'T SAY' OR 'REFUSED' AT Q126
Well, could you tell me whether your income would be over $50,000 or under
$50,000 per annum? [SA]
UNEE $50,000 ....euiieeeeieee ettt et e e e e e e e e e e e e et e e e e e ea e e e e ara e eaanas 01
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Q127 DEM16 Code | Route
ASK IF 'CAN'T SAY' OR 'REFUSED' AT Q126
Well, could you tell me whether your income would be over $50,000 or under
$50,000 per annum? [SA]
550,000 OF MO e e et ettt et e ettt e e e e et e e e e e e e e eneenees 02
(G- o i 087 PSPPI 98
REFUSEA ... 99
Q128 DEM17 Code | Route
READ OUT AND PROBE TO CODE
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?
LeSS than $5,999 .....ieiii e aaas 01
$6,000-39,999 ... e e e 02
$10,000-814,999 ... i aa e 03
$15,000-819,999 ... 04
$20,000-824,999 ... .. a e 05
$25,000-829,999 ... i 06
$30,000-834,999 ... ..o a e e 07
$35,000-839,999 ... 08
$40,000-844,999 ... i a e 09
$45,000-849,999 ... i 10
$50,000-859,999 ... .ciieiiiiee e a e 11
$60,000-869,999 ... i 12
$70,000-879,999 ... i r e 13
$80,000-889,999 ... .. 14
$90,000-899,999 ... i aa e 15
$100,000-F109,999 ...t 16
$110,000-3119,999 ...t 17
$120,000-5129,999 ... 18
$130,000-3139,999 ....eiiiiiiie e 19
$140,000-5149,999 ... 20
RS TO N0 [0 [ 10T gl Lo =Y 21
(07T o 1 BT N 98
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Q128 DEMA17 Code | Route
READ OUT AND PROBE TO CODE
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?
Y {0 7Y P 99
Q129 DEM18 Code | Route
ASK IF 'CAN'T SAY' OR 'REFUSED' AT Q128
Well, could you tell me whether your household income would be over $100,000
or under $100,000 per annum? [SA]
UNAEE $100,000 .. .eneneeeeee e e ettt e e e 01
B100,000 OF MNOIE e e e et 02
(0= o I 087 | PP PPT PPN 98
= {0 ET= o PP 99
Q130 DEM19 Code | Route
READ OUT AND PROBE TO CODE
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?
LesSS than $100 ......coeeeiiieee e aaans 01
BT00-F499 ... e e e e e aaae 02
B500-3999 ... e e e aaa e aaas 03
F1,000-81,999 ...t e e aaes 04
B2,000-84,999 ...t e a e 05
$5,000-89,999 ...t a e aaes 06
$10,000-819,999 ... e e e aaaa 07
$20,000-549,999 .....niiiiii e e e aeaas 08
$50,000-599,999 .....eniiiiii e e e aaaa 09
$100,000-3249,999 .....iiiiiiieiiii e aaaa 10
$250,000-3499,999 ... .oiiiiiiiii e aaaa 11
$500,000-F749,999 ... e aeaa 12
$750,000-3999,999 .....oiiiiiiiii e anaa 13
$1 MilliON OF MOTE....nieeii e ettt e e e e et eeeeea e e eeeees 14
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Q130 DEM19 Code | Route
READ OUT AND PROBE TO CODE
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?
[DO NOT READ] Can't SAY...uccuuieuieieeeeeieeee et et et e et e e e e e e e e e e eaneeens 98
[DO NOT READ] REfUSEA .....eeiieiieee ettt et e e e eeas 99
Q131 DEM20 Code | Route
ASK IF 'CAN'T SAY' OR 'REFUSED' AT Q130
Well, could you tell me whether it would be over $100,000 or under $100,000?
[SA]
UNAEEN 100,000 .. .eneneee e ettt e e e 01
B100,000 OF MNOIE e e e et aenae 02
(0= o I 087 | PP PPTUPRPPPN 98
= {0 Y=o PP 99
Q132 DEM20A Code | Route
DO NOT ASK Q132 IF 'OWN OUTRIGHT' AT Q120
READ OUT AND PROBE TO CODE
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?
LesSS than $100 ... oo e e 01
B100-8499 ... e e e aaes 02
B500-3999 ... i et a e e e eaaaaaae 03
B1,000-81,999 ...t e aa e 04
B2,000-84,999 ...t e e e e aaes 05
$5,000-89,999 ...t e aaa e 06
$10,000-819,999 ... e e aaaas 07
$20,000-549,999 ......niiiiii i e e e aaaa 08
$50,000-599,999 ... e e e aaaas 09
$100,000-3249,999 .....oiiiiiiiiiiie e e aaaa 10
$250,000-3499,999 .....oiiiiiiiiii e aaaa 11
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Q132 DEM20A Code | Route

DO NOT ASK Q132 IF 'OWN OUTRIGHT' AT Q120

READ OUT AND PROBE TO CODE

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?

$500,000-3749,999 .....iiiiiiiiiiiie e e aeaa 12

$750,000-3999,999 .....oiiiiiiiiii e aaaa 13

Y 11 [ToTa e Tl 44 To =Y 14

[DO NOT READ] Can't SAY...uicuuieuieueeieeieee e eee et e et et e e e e e ea e e e eaneeens 98

[DO NOT READ] REfUSEA .....eeiieiieee ettt et e e e eeas 99

Q133 DEM21 Code | Route

READ OUT AND PROBE TO CODE

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?

LesSS than $100 ... .o 01

B100-8499 ... e aa e aaes 02

B500-3999 ... i e e et e e e eaaaaaae 03

B1,000-81,999 ...t e aa e 04

B2,000-84,999 ...t e e e e aaes 05

$5,000-89,999 .. .iiiiii e a e 06

$10,000-819,999 ... e e aaaa 07

$20,000-549,999 .....eniiiiii e aaaa 08

$50,000-599,999 ... e e e aaaas 09

$100,000-3249,999 .....oiiiiiiiiiiie e e aaaa 10

$250,000-3499,999 .....iiiiiiiiii e aaaa 11

$500,000-3749,999 .....iiiii i aaaa 12

$750,000-3999,999 ... e aaaa 13

I\ 111 [ToTa W 44 To ) (= YR 14

[DO NOT READ] Can't SAY...uceueeuieueeieeiee ettt e e e e e e ea e eeas 98

[DO NOT READ] REfUSEA ....ueeieeeeee ettt e e e eens 99
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Q134 DEM22 Code | Route
ASK IF 'CAN'T SAY' OR 'REFUSED' AT Q133
Well, could you tell me whether it would be over $100,000 or under $100,000
per annum? [SA]

L8 aTo [T 0O 000 01

B100,000 OF MOTE ...ttt et e e et e e 02

107 o - 98

(S [ 5T 99
Q135 M2

CONFIRM DETAILS
Would it be OK with you if we contacted you again in the future to invite you to participate in a
follow up study?

(R1)Name:

Page 346 of 356

@CNielsen




im:
|'l|i

@CNielsen

Page 347 of 356



Appendix 2 — Sample Demographics

@CNielsen

Demographic Summary Sample
Due to rounding percentages may not add up to 100%: 2002 (n=3458), 2005 (n=3513)
2002 2005

Demographic % %
Male 49 49

GENDER Female 51 51
18-24 12 13
25-34 20 18
35-44 21 18
45-59 24 27
60-69 12 13

AGE 70+ 1 11
Australia 81 80
BIRTH PLACE Elsewhere 19 20
[English Only 90 90
LANGUAGE Other Languages 10 10
Primary/St;me Secondary 12 10

Tech/Commercial/TAFE 11 11
Passed Year 10 16 15

Passed Year 11 10 8
Finished Year 12 16 16

Some Tertiary/Diploma 11 6
Degree or Higher 25 32

EDUCATION Other/Cant say/ Refused 1 2
Single-Living Alone 19 22

Single-Live in shared Household 12 11

Single Parent 7 7
Couple-Children at home 36 30
Couple-No Children at home 26 28

HOUSEHOLD STRUCTURE |Other/Cant say/ Refused 1 2
Professional 11 25

Owners/Execs incl. Small Business 7 5

Sales 7 6

Semi-Professional 12 8

Other White Collar 22 11
Skilled 17 20

Semi-Skilled 11 11

Unskilled 8 8

Farm Owner 1 2

Farm Worker 1 1

Elo Occupation 4 2

OCCUPATION Refused 1
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Appendix 3 — Adult Financial Literacy Framework 2002

Mathematical Literacy and Standard Literacy

Essential
mathematical,
reading and
comprehensio
n skills

Basic requirements

Advanced competence

o Ability to add, subtract, multiply and
divide (with or without calculator)

¢ Ability to understand and calculate
percentages (with or without
calculator)

o Ability to read and comprehend
basic English

e Understanding of financial terms

o 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

e 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

e Ability to compare the advantages
and disadvantages of different
forms of payment

e 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
e 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

e Understanding of the concept and
implications of personal guarantor
and co-borrower arrangements

e Understanding of how credit records
are generated and the implications
of bad records for future borrowing

Understanding
of where
money comes
from and goes

e Ability to read a pay-slip

e Recognition of household expenses
and regular financial commitments

e Understanding of how companies
and other organisations are
financed, including shares
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Financial Competence

Understanding
of the main
features of
basic financial
services

Basic requirements

Advanced competence

o Awareness of the availability and
basic features of:

— Basic banking

— Electronic banking
(e.g. ATMs; EFTPOS;
telephone banking; Internet
banking)

— Superannuation

— Other investments
(e.g. shares; term deposits;
managed investments; life
insurance with an investment
element)

— Risk insurance
products (e.g. house and
contents insurance, including
coverage and exclusions;
health insurance)

e Awareness of the sorts of fees that
apply to these services

e Awareness of the trade-off between
fees and return

¢ Awareness that one should shop
around before purchasing financial
products

o Ability to make strategic use, to
maximise personal financial
advantage, of:

— Basic banking

— Electronic banking (e.g.

ATMs; EFTPOS; telephone
banking; Internet banking)

— Superannuation

— Other investments (e.g.

shares; term deposits;
managed investments; life
insurance with an investment
element)

— Risk insurance
products (e.g. house and
contents insurance, including
coverage and exclusions;
health insurance)

Understanding
of
superannuation

e Understanding that superannuation
sets aside money for retirement,
and involves compulsory employer
contributions

e Understanding that personal
contributions can be made to
superannuation as an option

o Ability to check that an employer
has been making compulsory
contributions to superannuation

e Ability to check records (e.g. Annual
Statements) from superannuation
funds to determine whether current
contribution levels and % returns
are appropriate for anticipated
needs

¢ Knowledge concerning what
constitutes an adequate level of
insurance for total and permanent
disablement or death benefit, and
ability to check that a
superannuation fund is providing it

¢ Understanding that taxation can be
minimised through personal
contributions to superannuation vs.
other forms of investment

Understanding
of mortgages

e Understanding of fixed interest
rates vs. variable interest rates

e Understanding of terms and
conditions for early termination and
other variations

o Ability to use property for personal
financial advantage (e.g. purchase
investment property)
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Financial Competence (continued)

Ability to
understand
financial
records and
appreciation of
the importance
of reading and
retaining them

Basic requirements

Advanced competence

e Ability to check accuracy of official
financial records, such as:

— Bank statements

— ATM service
statements

—  Credit card statements

—  Superannuation
statements

— Insurance policies and
renewal notices (e.g.
understand coverage,
exclusions and duty of
disclosure)

— Loan documentation

e Understanding of the need to keep
records

e Ability to reconcile a bank statement
to allow for items not yet reconciled

e Ability to read an Annual Statement
from a superannuation fund to see
the asset classes invested in and %
return over time

e Understanding of official financial
records, such as prospectuses and
Annual Statements for investment
products

e Understanding of the need to
monitor performance of investments
over time

Attitudes to
spending
money and
saving

e Understanding of the purpose of
saving

e Understanding of why you need to
save for retirement

e Understanding that there are a
variety of places and ways in which
to save money

e Understanding of how to use
budgets to plan and control
personal spending

o Ability to forecast and recognise the
impact of irregular major financial
outlays (e.g. vehicle registration;
holidays)

o Ability to budget strategically to
make payments as late as possible
and keep money earning interest as
long as possible
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Financial Competence (continued)

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
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Financial Responsibility

Ability to make
appropriate
personal life
choices about
financial
issues

Basic requirements

Advanced competence

e Understanding of the difference
between long-term and short-term
needs

o Ability to prioritise different needs to
balance income and expenditure
within financial capacity

e Understanding of the difference
between good (manageable and
planned) debt and bad
(unmanageable and unplanned)
debt

e 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

Understanding
of consumer
rights and
responsibilities

o Understanding that consumers do
have rights

e Understanding that consumers have
a right to clear information about
products both pre-purchase and
ongoing post-purchase

e Awareness of and ability to access
independent dispute resolution
schemes for financial products

e 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 advisery
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

o Awareness of 14-day cooling-off
period for insurance
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Financial Responsibility (continued)

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. advisers; 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 advisers 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
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Appendix 4 — Confidence intervals and sample size

The 99% confidence interval was selected after initial analysis of the survey data. It
was felt that this level would best highlight the areas of greatest difference within the
sample and produce concise and consistent analysis of the significant amount of
information and issues raised in this research.

The standard error measures the sample error — the variability arising from taking a
random sample rather than full population. Suppose that an estimate of 70% was
calculated from a survey and that the standard error of this estimate was 2%.

A fundamental result in statistics says that there is 99% probability that the actual
population values lie within 3 standard errors of the sample mean.

Expressed in another way, on 99 times out of 100 a randomly drawn sample will have
a mean value within 3 standard errors of the actual population value.

Thus, in the example, we can be 99% confident that the actual population mean value
is in the range 70%_+6% that is in the range 64% - 76%. This confidence interval
width of 6% is a valuable way of summarising the survey’s reliability.
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Appendix 5 — ACNielsen Telephone Omnibus

ACNielsen Omnibus is a robust and reliable nationwide study of consumers.
Telephone Omnibus Methodology

Omnibus via telephone utilises CATI (Computer Assisted Telephone Interviewing).
1400 interviews are conducted every fortnight using a nationally representative
random sample of people aged 18 years and over.

Sampling: Sample sizes large enough for state by state analysis.

Data is post-weighted to state populations and, within states, to city/rest-of-state
distribution, based on the latest ABS Population Data.

Approx. CITY REST STATE TOTAL
Distribution:
NSW 325 100 425
VvIC 325 50 375
QLD 250 50 300
SAINT 100 25 125
WA 100 25 125
TAS 25
ACT 25
TOTAL 1100 250 1400

Page 356 of 356

@CNielsen



