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An important note on language and scope

Ethnicity and race

Our ethnicity is self-defined and reflects a broad range of factors including shared
culture, heritage, religion, and identity. While ethnicity and race are different concepts,
and we focus on ethnicity in this paper, there are links between the two. Both are
included in definitions of racism' and both are categories that are socially constructed
rather than reflecting a ‘natural’ underlying reality.’

Similarly, many of the barriers to good mental and financial health we highlight below are
structural and are borne out of underlying and persisting processes of systemic racism.”
Within the UK, the closely-linked concept of 'White privilege' captures the built-in
advantage that White people experience. People of colour from minoritised ethnic
groups will therefore experience the barriers around money and mental health
differently to those from White minoritised ethnic groups.

How we speak about minoritised ethnic groups

The language we use when talking about ethnicity is of vital importance. While there is
no ‘one size fits all" approach, our preferred overarching term when talking about those
whose ethnicity is not White British is minoritised ethnic groups. This is for two reasons.
Firstly, it recognises that these groups continue to experience active processes of
minoritisation as a result of unequal structures of power.” > And secondly, by placing
‘ethnic’ after ‘minoritised’, it emphasises that we all have an ethnicity and that ‘ethnic’
should not be conflated with simply meaning 'not White British’.

We aim to be as specific as possible when talking about particular ethnic groups, but
limitations concerning the representation of people from minoritised ethnic groups in
the polling we commissioned, and in available data more widely, means we haven't
always been able to achieve the level of specificity in our analysis that we would prefer.

In those instances, we've used broader categories that aggregate ethnic groups together,
following common practice in UK data collection, such as the Office for National
Statistics, or the census. However, we recognise that these umbrella terms group
together people with distinct identities, cultures, and experiences, and we urge caution
in interpreting them as naturalised and homogeneous groups.

In addition to this, while this report aims to raise many of the common experiences of
people in minoritised ethnic groups in comparison to those from the White British
group, it primarily focuses on the experiences of those from Asian or Asian British, and

T Ethnicity and Race. Content Style Guide. Office for National Statistics.

2Nazroo J, Bhui K, Rhodes J. Where next for understanding race/ethnic inequalities in severe mental illness? Structural, interpersonal
and institutional racism. Sociology of Health & lliness; 42(2):262-276. 2020.

3Nazroo J. Tackling racism: moving beyond rhetoric to turn theory into practice. British Medical Journal. 378;1597. 2022.

4Milner A and Jumbe S. Using the right words to address racial disparities in COVID-19. The Lancet Public Health; 5(8). 2020.
®Gunaratnam Y. Researching "Race” and Ethnicity: Methods, Knowledge, Power. Sage. August 2003.
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Black, Black British, Caribbean or African ethnic groups. This is because we have the
most reliable data for these groups, but also because these groups are more likely to be
racialised, and face some of the worst socio-economic inequities as a result.”

How we speak about experiences

Throughout this report, we intentionally use language that reflects the phrasing
employed in our polling exercise,” that draws on the Perceived Ethnic Discrimination
Questionnaire-Community Version Brief (PEDQ-CVB).® This measure focuses on people’s
perceptions of discrimination, recognising that experiences of racism are often subtle or
difficult to ‘prove’.

It acknowledges that experiences can be cumulative or ambiguous, but that nonetheless
leave individuals questioning whether their treatment was influenced by racialisation or
perceived ethnicity. As such, it would not be appropriate, or possible, to categorically
label each instance as racial discrimination.

However, while perceptions are subjective, they are no less valid or important. In fact,
taken together with broader data on systemic inequities, these perceived experiences
contribute to a clearer picture of how racism operates. Importantly, it is not a person’s
ethnicity or mental health condition that inherently place them at risk of financial
exclusions, but systems that are designed without equity for these groups in mind.

That's why our recommendations emphasise the need for greater transparency and
accountability, so that individuals are not left to question or internalise bias without
clarity or recourse.

The scope of our review of financial services

Finally, it is important to note that the scope of this report’s focus on financial services is
deliberately limited to banking, including retail banks, building societies, and credit
unions. Although people with mental health problems, and especially those from
minoritised ethnic groups, face challenges across financial services more broadly,” these
issues are varied and often context-specific, thus warranting further and more targeted
research.

Mirza H, and Warwick R. Race and Ethnicity. The Institute of Fiscal Studies. Deaton Review of Inequality. 2022.

7 For example, we ask “Reflecting on the negative experience(s) of engaging with financial services because of your ethnicity, to what extent do
you agree or disagree with the following statements?".

8Brondolo E, et al. Brief Perceived Ethnic Discrimination Questionnaire—-Community Version (PEDQ-CVB) APA PsycTests. 2005.

9 For instance, Citizens Advice have evidenced that people from racially minoritised groups can often face an ‘ethnicity penalty’ (i.e.
additional costs) in car insurance pricing, driven by algorithmic bias linked to geographic profiling. This example underscores the need
for deeper investigation into specific issues across the financial services sector.
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Executive Summary

Why it's important to understand how our ethnicity interacts with our
money and mental health

So many of us struggle with the vicious cycle of money and mental health problems, with
strained finances harming our mental health and financial services not taking sufficient
account of the symptoms of mental health problems.

But with millions of people in the UK getting caught in that cycle, we don't all experience
it in the same way. Who we are - factors like our age, gender and physical health - can
affect our routes in and out of money and mental health problems.

Another factor that previous Money and Mental Health research began to explore is
ethnicity. We found that the combination of having a mental health problem and being
from a minoritised ethnic group can mean people encounter compounding systemic
barriers to good financial wellbeing.

In particular, we identified experiences of racial discrimination and poor quality of
support when engaging with financial services firms as a key source of harm for this
group. This new research digs deeper into these concerns, to understand specific drivers
behind such experiences, and what exactly needs to change to help break the cycle of
money and mental health problems for everyone.

Our participatory approach in this project

Researchers at Money and Mental Health worked closely with colleagues at Toynbee
Hall, and 22 experts by experience who all belong to minoritised ethnic groups and have
personally experienced a mental health problem.

We also commissioned a survey of over 2,000 people, to assess differences in
experiences and outcomes for people who self-identified as belonging to a minoritised
ethnic group and having a mental health problem.

We convened a workshop that brought together experts by experience and
representatives from banks. This enabled us to identify priority areas where inequity
appeared most striking, where change was possible, and where making progress could
meaningfully improve outcomes for people with mental health problems who are from a
minoritised ethnic group.

Poor experiences in financial services can have a huge impact on our
finances and mental health

Among people with mental health problems, half of those from Asian or Asian British
(52%), or Black, Black British, Caribbean or African (50%) ethnic groups felt their ethnicity
has negatively impacted on their experiences with financial services.

Such negative experiences are discouraging people with mental health problems from
seeking adjustments or support. As a result, firms are missing out on opportunities to
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make services better meet their needs and to mitigate the negative impact that
symptoms of mental health problems can have.

Participants shared how being racially discriminated against, or worrying that was the
case, for instance where they were refused credit, undermined trust and contributed to
increased anxiety when dealing with financial services firms. This is already a common
barrier to support for people with mental health problems, and can put people off
shopping around or asking for help. In turn, this contributes to people with mental
health problems paying more for vital services or missing out on helpful products.

This raises the significant risk of financial exclusion for people with mental health
problems from a minoritised ethnic group at a time when this is a priority for both HM
Treasury, through its Financial Inclusion Strategy, and for the FCA, under the Consumer
Duty - a new set of standards to improve consumer protection.'”

There are three key gaps that firms must address in relation to mental
health and ethnicity

The knowledge gap: Our workshop underlined that firms often don't have a clear
picture of outcomes for customers with mental health problems, and particularly how
those outcomes differ by ethnicity. This means that they can't assess whether the
initiatives they are introducing, including in response to the Consumer Duty, are
delivering for everyone.

The trust gap: Participants told us how a lack of transparency, particularly over lending
decisions, combined with past negative experiences, limited the trust they had in firms.
This prevents people making the most of the support that firms can offer.

The accessibility gap: The workshop also identified a number of steps that would make
services more accessible for anyone with a mental health problem, but would be
particularly beneficial for those from a minoritised ethnic group.

Recommendations

Addressing the knowledge gap

Work to implement a process to routinely collect ethnicity data from customers using
explicit consent, explaining why data is collected and how it will be used. For example, to
ensure that the reasons for which people are declined from products are monitored and
evaluated internally. Firms could take the lead from equality monitoring questionnaires
used in other sectors, such as recruitment or the NHS.

In the meantime, carry out analysis of any existing customer data indicative of outcomes
for those from minoritised ethnic groups, and those with mental health problems.

0 Financial Conduct Authority. A new Consumer Duty: Feedback to CP21/36 and final rules. July 2022. Estimates, June 2022.
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Addressing the trust gap

Inform the customer of the main reason behind a decision when they are unwilling to
approve an application for credit, as recommended by the Lending Standards Board."'

Provide wider support to customers who are declined from credit, including:

+ by sharing the details of any credit reference agency database used;

+  signposting to resources that can support them to understand their credit score and
how to improve it;

+ where appropriate, signposting to debt advice.

Addressing the accessibility gap

Offer flexibility in communication channels so that people can engage with staff in ways
that best suit their needs and preferences.

Offer a wide range of reasonable adjustments to meet support needs. For example, offer
longer appointment times where someone speaks English as a second language and
may need things repeated or clarified.

Work directly with organisations that represent customer groups who are at particular
risk of financial exclusion, to understand how they can tackle barriers to high quality
support and good outcomes for particular groups.

Provide training that supports staff to understand how people from different ethnicities
talk about their mental and financial health, as identified in our previous work on
ethnicity, money and mental health."”

" Lending Standards Board. The LSB's Information for Practitioners The Standards of Lending Practice for personal customers. 2021.
p16. The Standards of Lending Practice for Personal Customers have now been retired, and the Lending Standards Board is set to
close. This makes it all the more important that the financial services sector implements these recommendations through alternative
routes.

12 Stacey B, Smith F. Through the lens: Ethnicity, money and mental health. Money and Mental Health Policy Institute. 2023,
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Introduction: How ethnicity interacts with money and mental
health

There is a vicious cycle that exists between money and mental health problems. For the
one in four of us who will experience a mental health problem in any given year, systemic
barriers to earning, managing and spending money can all increase the likelihood that we
struggle financially. The strain of being in financial difficulty can also take a toll on our
mental health, whether that's because of the stress of aggressive debt collection, or
worrying about how to make it to the next paycheque, for example.'”

But our experience of this cycle is also influenced by many other factors, such as our age,
gender, migration status, where we live, or socio-economic status.'“ Specifically, as we
focus on in this report, the structural and institutional racism that exists throughout our
society plays a major role in shaping these experiences for people from minoritised
ethnic groups.

Experiences of racism and discrimination drive both mental health problems and the
socioeconomic determinants that can both create and compound them. While
experiences of money and mental health are not pre-determined by someone’s ethnicity,
people from minoritised ethnic groups are more likely to be in financial difficulty, > and
are disproportionately affected by socio-economic determinants of poor mental health -
including low income, deprivation, and social exclusion.'® '/ '®

These disparities have deep roots. We must not forget that it wasn't until 1968 that racial
discrimination - including refusing to provide a service or overcharging someone
because of their ethnicity - became illegal in the UK.'? While the financial services sector
has transformed significantly since then, a combination of intergenerational wealth
distribution,”” as a result of aforementioned legally mandated racism, and experiences of
systemic racism when engaging with financial services have shaped attitudes towards
them over time, often resulting in a longstanding and inherited sense of scepticism and
exclusion.

3 Holkar M. Money and mental health: The facts. Money and Mental Health Policy Institute. 2019.

14 Stacey B. Through the lens: Gender, money and mental health. Money and Mental Health Policy Institute. September 2022; Stacey B.
Through the lens: Age, money and mental health. Money and Mental Health Policy Institute. December 2022.

5Khan Q. The Colour of Money. The Runnymede Trust. 2020.

16 Centre for Mental Health. Commission for mental health equality briefing 1: Determinants of mental health. 2020.

17 Datasets on mental health and ethnicity are disparate and lack methodological consistency, which makes drawing comparisons and
broad conclusions difficult. However, data shows that some groups, particularly Black and Black British women, are at a greater risk of
common mental Disorders. The prevalence of psychotic disorders is higher in Black men. And rates of suicide are highest in the White
and Mixed/Multiple ethnic groups.

'8 Simela C, et al. Intergenerational consequences of racism in the United Kingdom: a qualitative investigation into parents' exposure to
racism and offspring mental health and well-being. Child Adolescent Mental Health, 29: 181-191. 2024,

19The Race Relations Act (1968) was the second of three Acts under this name, which made it illegal for someone to be refused
housing, a job or access to financial services because of their ethnic group.

20 Karagiannaki E. The scale and drivers of ethnic wealth gaps across the wealth distribution in the UK: evidence from Understandin
Society. International Inequalities Institute. London School of Economics and Political Science. 2023.
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Crucially, as our previous research ‘Through the Lens’ revealed, the combination of having
a mental health problem and being from a minoritised ethnic group can present
compounding barriers to good financial health.”' This group is at a significantly
heightened risk of becoming stuck in the cycle between money and mental health
problems. In particular, our past research identified negative experiences when engaging
with financial services as a key risk of harm for this group.

Equitable access to good quality financial services is critical to breaking the link between
money and mental health problems. Yet, for many people with mental health problems,
the symptoms of their condition - some of which include social anxiety, reduced
concentration or problem solving skills, and persistent low energy - can make choosing,
using and paying for financial services incredibly difficult. Crucially, services are often set
up in a way that fails to support, or can even exacerbate, these challenges, risking further
psychological and financial harm.””

Compounding challenges for people with mental health problems from
minoritised ethnic groups

On top of this, people with mental health problems from minoritised ethnic groups can
face additional and compounding challenges to equitable access and fair outcomes from
financial services.

Our previous research showed that 43% of people from a minoritised ethnic group who
have a mental health problem have good savings, compared to 53% of White British
people with such conditions.”” Among those with mental health problems, people from
minoritised ethnic groups are more likely to be in a household that's behind on bills - this
ranges from 9% of White people to 33% of people who identify as Black, Black British,
Caribbean or African.”*

This is not just the consequences of the historical legacies. Research has repeatedly
evidenced that experiences and outcomes with financial services for people from
minoritised ethnic groups remain poorer overall when compared to those from White
British groups.

As landmark reports from The Runnymede Trust (2008),”> and more recently Fair4All
Finance (2023),°° demonstrate, people from minoritised ethnic groups are more likely to
experience racial discrimination when using financial services, and are less likely to hold
financial products that help build inclusion and resilience, such as current accounts,
saving accounts, pensions and investments.

21 Stacey B, Smith F. Through the lens: Ethnicity, money and mental health. Money and Mental Health Policy Institute. 2023.

22 \We have researched the experiences of people with mental health problems using financial services across a wide range of products
and customer journeys, from mortgages, insurance, consumer credit, third party access and more. Read more on this here.

3 Stacey B, Smith F. Through the lens: Ethnicity, money and mental health. Money and Mental Health Policy Institute. 2023.

2 |bid.

25Khan O. Financial inclusion and ethnicity. Runnymede Trust. 2008.

26| evelling the playing field: Building inclusive access to finance. Fair4All Finance. 2023.
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However, despite substantial evidence documenting the financial exclusion experienced
by people with mental health problems, and people from minoritised ethnic
communities, there remains a critical gap in the literature on the experiences of those
whose identity spans both of these groups, and may struggle with the layered and
intersectional barriers to financial wellbeing that they may face as a result. Limited
attention has also been paid to the psychological impact of poor and discriminatory
experiences with financial services that can feed into, and exacerbate, the toxic cycle
between money and mental health problems.

Considering the particular risk of harm clearly facing this subgroup, this report builds on
existing research to understand experiences of engaging with financial services for those
whose identity sits at the intersection of having a mental health problem and belonging
to a minoritised ethnicity, who face distinct and compounding barriers to good financial
health.”’

This research comes at a crucial moment, when the government is actively developing a
financial inclusion strategy,”® and financial services firms - under the oversight of the
Financial Conduct Authority - are implementing the Consumer Duty: a regulatory
framework requiring firms to deliver good outcomes for all consumers.”” It's vital that as
part of this work adequate attention is paid to the intersectional experiences of people
with mental health problems from minoritised ethnic groups.

This report

For this report, we were keen to explore more fundamentally participatory research
methods. This involved working with Toynbee Hall, an organisation well-versed in
participatory action research, and their community of peer researchers, and our own
Research Community, so that those with lived experience of the issues we work on have
greater involvement in not just the findings of the research, but how we go about the
research in the first place.

In practice, this has meant:

holding an initial focus group with ten people from minoritised ethnic groups with
experience of mental health problems to help shape and design the questions we
should ask in a national polling exercise;

commissioning Savanta to run a nationally representative online poll of nearly 2,300
adults, including boosted samples of people from minoritised ethnic groups, in
November 2024;

holding another focus group with seven people from minoritised ethnic groups with
experience of mental health problems following the polling exercise, to discuss the
polling findings and decide what felt most interesting to explore further in research
interviews;

27 Stacey B, Smith F. Through the lens: Ethnicity, money and mental health. Money and Mental Health Policy Institute. 2023.
28 Gov.UK. Help for vulnerable Brits to access banking and credit in spotlight. HM Treasury. 2024.
29 Financial Conduct Authority. A new Consumer Duty: Feedback to CP21/36 and final rules. July 2022.
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supporting six peer-led in-depth interviews, conducted both by and with our experts
by experience;

hosting a policy ideation workshop, that brought together 12 experts by experience,
and 15 professionals from the financial services sector, to discuss practical and
impactful policy solutions to address the problems identified in the research.

This report is structured as follows:

Section one explores the experiences of people with mental health problems from
minoritised ethnic groups when engaging with financial services;

Section two investigates the psychological and financial impacts of poor or
discriminatory experiences with financial services, which risk pulling them deeper
into the toxic cycle of money and mental health problems;

Section three addresses the key operational drivers of poor experiences within
financial services, which can be categorised into three main ‘gaps’ in knowledge,
trust, and accessibility, and makes recommendations to firms and their regulator, the
Financial Conduct Authority (FCA).
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Section one: Experiences of engaging with financial services

This section examines the nature and scale of poor or racially discriminatory
experiences of engaging with financial services for people with mental health
problems from minoritised ethnic groups. It does this first by grounding the research
in nationally representative polling of 2,298 UK adults, using polling questions
created together with our group of experts by experience, and then by exploring the
most prevalent types of experience in more detail through both quantitative and
qualitative findings.

The scale of the problem

The polling showed that generally people with mental health problems are less likely to
agree that their financial service provider(s), such as a bank or building society, have met
their needs, treated them fairly and provided a satisfactory service, compared to those
without such conditions - as shown in Figure 1.

Figure 1: People with mental health problems are less likely to feel that
firms offer fair and satisfactory financial services than people without
such conditions

Percentage of people who agree with the following statements regarding their experiences
with financial services firms in the last five years, by mental health status.

| feel that my financial service provider(s)...

100%
79% 80% 78%
75%
50%
25%
0%
treated me fairly as a provided satisfactory gave me a fair deal met my needs are trustworthy and
customer services act in my best

interests

B People with a mental health problem B People without a mental health problem

Source: Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November
2024. Base: All 2298 respondents.

However, digging into trends among people with mental health problems, those from

minoritised ethnic groups reported particularly poor experiences of engaging with
financial services firms.
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As we heard from our experts by experience, navigating the significant and ongoing
challenges to racial justice within the financial services sector created additional barriers
to getting the right support, on top of those they encountered because of their mental
health problems.

Only two thirds (66%) of people with mental health problems from Asian or Asian British
groups, and seven in ten (73%) from Black, Black British, Caribbean or African ethnic
groups, felt that their providers treated them fairly as a customer.”" This compares to
eight in ten (78%) nine in ten (89%) people from these ethnic groups without such
conditions, respectively.”

Among people with mental health problems, half of those from Asian or Asian British
(52%), or Black, Black British, Caribbean or African (50%) ethnic groups felt their ethnicity
has negatively impacted on their experiences with financial services - as shown in Figure
2.

Figure 2: Around half of people with a mental health problem from Asian or
Black ethnic groups say their ethnicity has negatively impacted on their
experiences with financial services firms.

Percentage of people who agree that their ethnicity has negatively impacted on their
experiences with financial services firms, by ethnic group and mental health status.

60%
52%

50%

40%

20%

0%
Asian or Asian British Black, Black British, Mixed or multiple White British
Caribbean or African

Ethnic group

B Does not have a mental health problem B Has a mental health problem

Source: Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November
2024. Base: 2075. Combines those who answered A little’ and A lot’. Excludes those in ‘Other’ ethnic
groups due to Jow bases.

30 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024. Excludes those in ‘Mixed or
multiple’ and ‘Other’ ethnic groups due to limited bases.
31 Ibid.
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This result is set against a backdrop of a third of all people on average from Asian, Black
and Mixed ethnic groups™ feeling that their ethnicity has had a negative impact on their
experiences with financial services firms - equivalent to 2.8 million people.”” In
particular, around half of all those from Gypsy or Irish Traveller (51%), Bangladeshi (47%),
Pakistani (45%), and White and Black African (44%) groups felt this way.”* This clearly
indicates the lingering systemic racism within the financial services sector.

Importantly, while respondents were asked whether they felt their ethnicity negatively
impacted their experiences, it is important to emphasise that the responsibility for those
experiences, whether positive or negative, lies with the service provider or the financial
sector as a whole. A person’s ethnicity, or mental health condition, is not the cause of
their poor experience. But rather, it is the failure of systems to account for and respond
equitably to this that drives these outcomes.

1.2 Types of negative experiences

The polling revealed that, on average, nearly half of people with mental health problems
from the Asian or Asian British, and Black, Black British, Caribbean or African ethnic
groups, feel that their ethnicity impacts specifically on whether they are able to access a
service, how much they pay for it, or the quality of service they receive.” This compares
to an average of three in ten, and four in ten of those without such conditions in the
Asian and Black ethnic groups respectively - a smaller, but still significant proportion.

We explore, in turn, how some of the most prevalent experiences identified in the polling
chimed with the findings of our qualitative research.

Feeling mistrusted

More than half of people with mental health problems from the Asian or Asian British
ethnic groups (52%) and the Black, Black British, Caribbean or African ethnic groups
(55%) felt that their ethnicity negatively impacts the level of trust that financial services
staff had in them.”® This compares to just over a third (36%) and one in four (44%) of
those without such conditions in the Asian and Black broad ethnic groups respectively.”’

Experts by experience in our qualitative work shared that they had a sense that staff at
financial services firms often wrongfully treated them as suspicious because of their
ethnicity, for example by repeatedly questioning what they said or information they

32 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024. ‘A third' takes an average of 37%
Asian or Asian British, 35% Black, Black British, Caribbean or African, 26% Mixed or multiple ethnic groups, feeling that their ethnicity
has had a negative impact on their experiences with financial services firms.

33The national population calculation uses census estimates for population level proportions of ethnicity, including “Asian, or Asian
British,” “Black, Black British, Caribbean or African,” and “Mixed or Multiple” who make up 9.6%, 4.2%, and 3.0% of the UK population
respectively, and therefore 16.8% collectively.

34 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024.

3> Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024. Excludes those In the ‘Mixed and
multiple’ and ‘Other’ ethnic groups, as the bases are too small. On average, 49% of those from Asian ethnic groups, and 47% of those
from Black ethnic groups, with a mental health problem, agreed with the statements. This compares to an average of 33% those from
Asian ethnic groups, and 40% of those from Black ethnic groups without such conditions. Base for this question: 1024.

36 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024.

37 1bid.
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shared. This draws on existing research that has repeatedly shown how racialised
stereotypes mean that people from some ethnic groups, and specifically those that are
highly racialised,”® are more likely to be treated with suspicion or accused of a crime.”” "

For people with mental health problems, this can compound existing challenges they can
face to having a good and trusting relationship with their provider. For example, they may
already feel like services lack trust in them because of erratic or impulsive spending
patterns when unwell or how they may communicate.”

“As an individual [with mental health problems from a minoritised ethnic group]
you don't feel at ease there [in a financial service setting]... the way someone
communicates with you, the kind of questions they ask you... sometimes it can be
something small like them having to ask another staff member about what they
are doing. And you're like, is it that they don't believe what I'm telling them? Or s it
that they just don't know?”

Expert by experience
Receiving a poor quality service

Nearly half of those with mental health problems from the Asian or Asian British, and the
Black, Black British, Caribbean or African ethnic groups (49% and 45% respectively), felt
that they received a lower quality service from their financial provider because of their
ethnicity.*”

Our experts by experience described that they often felt that they were not taken
seriously, rushed or disrespected by staff at financial services firms because of their
ethnicity. There was a particular sense of injustice for participants when they perceived
that they were treated as inferior customers to those from a White British group. One
participant had experienced a stark difference in the way a financial service engaged with
her once she adopted her husband's surname, which more clearly identified her as
belonging to a minoritised ethnic group.

“So I went from having a very ordinary surname [...] to having this surname from
my husband and Il be honest with you, | noticed a vast difference in the way |
was treated. Constantly, even on the phone, just for my name. And it got to a
stage where | was like, you know what, | wish | hadn’t changed my surname... |
used to be treated with respect, but the minute | got married, I'm constantly
treated as if | don't understand what they're saying.”

Expert by experience

38 Highly racialised groups refers to those who are perceived with the least proximity to whiteness, and therefore are more intensely
subject to racial categorisation, stereotyping, discrimination, or marginalisation in society.

39Eberhardt, J. L. et al. Seeing Black: Race, crime, and visual processing. Journal of Personality and Social Psychology. 2024.

40 Gov.uk. Lammy Review: An independent review into the treatment of, and outcomes for Black, Asian and Minority Ethnic individuals
in the criminal justice system. 2017.

4THolkar M. Seeing through the fog. Money and Mental Health Policy Institute. 2017.

42 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024. Excludes those In the ‘Mixed and
multiple’ and ‘Other’ ethnic groups, as the bases are too small.
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Importantly, people with mental health problems may require additional support to
access a service in the first place, such as longer appointment times or flexibility to have
points repeated or summarised. For those who feel that their financial service provider
may racially discriminate against them, this makes it that much harder to advocate for
themselves or ask for more support.

“When my husband and | separated and | had to go to the bank by myself, they
often didn’t understand what | wanted to say. | was frustrated that the bank would
assume something... we didn’t understand each other... but [the staff member] just
assumed something because she wanted to get onto her next appointment and
finish with me... So when | was on my own | was really lost... So yeah, then the
depression comes...”

Expert by experience
Struggling to access affordable financial products

Nearly half of those from the Asian or Asian British (46%), and Black, Black British,
Caribbean or African (48%), ethnic groups with mental health problems, who had shared
negative experiences with financial services, felt that their ethnicity impacted on their
access to financial products and services.*

The complex web of factors that underlies this trend is difficult to untangle. We know that
people with mental health problems can find it more difficult to access the services they
need, because systems and processes are rarely designed to accommodate the
challenges their condition can present, for example with reaching out to a firm, or
comparing prices.** *>

On top of this, those from minoritised ethnic groups can face another set of barriers to
access. This is reflected in the fact that people from minoritised ethnic groups are less
likely to hold mainstream financial products that can help people to build financial
security, such as savings accounts, credit cards, loans, and more.

A range of factors contribute to this pattern. Due to the long-term effects of systemic
and structural racism, many minoritised ethnic groups are overrepresented among
populations that financial services can perceive as commercially riskier to lend to. This
includes those on low income, or with problem debt, and thin credit files, for
example.*®“/ % There is, however, evidence indicating that people from some

43Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024. Excludes those In the ‘Mixed and
multiple’ and ‘Other’ ethnic groups, as the bases are too small.

44 evelling the playing field: Building inclusive access to finance. Fair4All Finance. 2023.

45 Cribb J, O'Brien L, Sturrock D. Ethnic differences in private pension participation after automatic enrolment. Institute for Fiscal
Studies. 2025.

46 Adami R. ‘Financial Exclusion in the UK: Evidence on Ethnicity’, Social Policy and Society, 23(3), pp. 529-547. 2024.

47Khan O. Financial inclusion and ethnicity. Runnymede Trust. 2008.

48 Davies S, Collings D. The inequality of poverty. Exploring the link between the poverty premium and protected characteristics. Fair By
Design and Personal Finance Research Centre. 2021.
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minoritised ethnic groups are more likely to be declined key financial products than
their White British counterparts even with comparable financial profiles.”” ="

But regardless of the reason itself, participants in our research shared that the lack of
transparency from their provider about the reason they were personally declined from
accessing a product can often leave them speculating that their ethnicity, perhaps
combined with their mental ill health, had a role to play in the decision.

“I can’t pinpoint [it] but there must be something out there to do with my ethnicity
and to do with my struggles with mental health that make it a bit more difficult
for me to maybe access that money or get the support | need.”

Expert by experience

49Dekuy, SY. et al. Access to consumer credit in the UK. Loughborough University. The European Journal of Finance. 2016.
*0Deku S, et al. Ethnic minorities’ access to mortgages in the UK: The undesirable impact of the Great Financial Crisis, Finance
Research Letters. 45. 2022.
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Section two: The psychological and financial impact of negative
experiences with financial services

Being unable to access affordable financial products or good quality support when we
need it has significant consequences. It can leave people under financial and
psychological strain, perhaps worrying how to make ends meet, or where they can
turn to for help. This plays a role in initiating and exacerbating a wider vicious cycle
between money and mental health problems. And for people from minoritised ethnic
groups, this cycle can be compounded.

In this section, we explore the psychological and financial toll that poor or discriminatory
experiences with financial services can take on people with mental health problems from
minoritised ethnic groups.

2.1 Impact on mental health
Half of people with mental health problems from Asian (48%), Black (56%), and Mixed (49%)

ethnic groups say that poor experiences with financial services cause them psychological
harm, compared to under a third of those without such conditions - as shown in Figure 3.”'

Figure 3: More than half of those with mental health problems from
minoritised ethnic groups say that poor experiences with financial services
took a toll on their mental health

Percentage of people who shared negative experiences with financial services firms, who
say that these experiences have harmed their mental health, by mental health status.

60% 56%

40%
20%
0%
Asian or Asian British Black, Black Biritish, Mixed or multiple ethnic
ethnic groups Caribbean or African groups

ethnic groups
B Does not have a mental health problem [ Has a mental health problem
Source: Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024.

Base: All respondents who shared that they felt their ethnicity has negatively impacted their experiences with
financial services firms. Figure excludes those in ‘Other’ ethnic groups, as the bases are too small.

> Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024.
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Some specific groups were particularly likely to agree that these negative experiences
have taken a mental toll regardless of their mental health status, including nearly half of
those from Pakistani groups (47%) and three quarters of those from Gypsy or Irish
Traveller groups (73%).”*

Eroding self esteem and emotional resilience

Probing this further in our qualitative research, participants shared that experiences with
financial services, such as feeling that their ethnicity resulted in them being disrespected
by staff or denied access to affordable products, could trigger or exacerbate their mental
health problems. Participants recounted that these experiences left them feeling that
financial services simply didn't value them as customers or care about their
circumstances.

“I think the racism [when engaging with financial services] triggers poor menta/
health... even just a look, a word, it triggers my mental health... after an
appointment with the bank, instead of being happy | cry... | feel very deeply
misunderstood.”

Expert by experience

This has a profound impact on people’s self-esteem, making it more difficult for people
to advocate for themselves, something we know that people with mental health
problems can already struggle with.>* People shared that they were reluctant to ever
speak up about poor experiences, because it had become the norm, or because they felt
they wouldn't be believed or taken seriously.

"As soon as you mention anything along those lines [of racism], [Staff] immediately
go into a defensive thing, they close ranks and become even more difficult. So |
mean, | never flagged it as that at all, but | just got used to being downtrodden in
a way and not being able to get the help that | needed. Having to explain my
worries, needs, story every time and still not getting any compassion.”

Expert by experience

Other participants, however, told us that their negative experiences actually meant they
had to ‘overcompensate’ and become a lot more assertive when engaging with financial
services in an attempt to avoid racial discrimination and ensure that they were taken
seriously.

2 This is not an exhaustive list of the specific ethnic groups analysed, as we are only able to report on ethnic groups where the bases
are sufficiently large.

3 Holkar M. Seeing through the fog: how mental health problems affect financial capability. Money and Mental Health Policy Institute.
2017.
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“Most [of] the time | do speak with an air of authority now... | think sometimes you
just have to be like that if you want to get across to somebody, and that’s how ['ve
had to be... it feels like you're trying to fight and say I'm not a pushover, this is
what | want, and you've got to keep telling them... If I'm seen as a black woman
struggling, I'm kind of stereotyped as like a single black woman. You know,
claiming benefits, with children, not really doing much for herself... | feel like | have
to always be the best so people don’t think I'm a failure, and it’s very stressful
always having to uphold this image.” Expert by experience

Expert by experience

Building the courage, energy and persistence for each interaction with a financial service
in this way can come with significant emotional labour and mental strain, and ultimately
feel exhausting - especially for those with mental health problems.”*

Pushing people away from vital support

Crucially, these experiences are discouraging people from minoritised ethnic groups
from seeking support with accessing and using financial services. As a result, firms are
missing out on vital opportunities to understand their customers and meet their needs.

We found that nearly a third of those from Black, Black British, Caribbean or African, and
Mixed or multiple ethnic groups (31% and 32% respectively), and a quarter (25%) of
those from Asian or Asian British ethnic groups, became less willing to ask for help or
support from financial services because of these negative experiences.”” In particular,
around a quarter of those from minoritised ethnic groups said that it would make them
less likely to share information or engage with financial services in ways that would
disclose aspects of their identity.”

Many research participants shared this sentiment. For those who were able to, poor
experiences influenced them to intentionally hide their ethnicity by modifying how they
interact with a financial service provider. Some participants said that they engaged with
services via online chat to avoid exposing their accent, while some tended to engage
over the phone to hide their appearance. Others, however, struggled with not having
control over the disclosure of their identity, for example where their name made their
ethnicity more fundamentally harder to disguise.

>4Wallace S, Nazroo J, and Becares L. Cumulative Effect of Racial Discrimination on the Mental Health of Ethnic Minorities in the United
Kingdom. American Journal of Public Health 2016; 106(7):1294-300.

> Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024.

%6 Specifically, 22% of people from Asian ethnic groups, 23% of Black ethnic groups, and 27% of Mixed ethnic groups who had shared
negative experiences.
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“People make assumptions based on my name and probably based on my
appearance as well. If they see me before | open my mouth... it can put people on
the back foot, it can make them go ‘Oh here we go, this is going to be a
troublesome customer’... It adds to my social anxiety, if you're presenting yourself
to a bank and you're already a little bit apprehensive about being there in front of
customer service agents... It just makes the whole situation worse. | prefer to do
everything online because it takes away that perception, It's one of my selection
criteria for choosing financial service firms.”

Expert by experience

Participants also shared how their interactions with financial services providers and the
information that they choose to share with them is entangled with their experiences of
having a mental health problem too.

People from minoritised ethnic groups who may already perceive a risk of racial
discrimination when they interact with financial services, might be especially reluctant to
share a mental health diagnosis. Indeed, a customer may have no choice but to disclose
their ethnicity in some way, whereas a mental health condition may be easier to hide for
those seeking to steer clear of racial discrimination.

“Mental health problems aren’t always visible... [but] ethnicity is always there. |
can't escape my name, | can't escape my skin colour. So whoever interacts with
me will always know about my ethnicity... That one [mental health problems] |
can hide.”

Expert by experience

Creating an environment where customers feel encouraged to disclose their
circumstances is crucial for people with mental health problems, who might otherwise
miss out on the additional support or adjustments they need to mitigate the negative
impact that symptoms of their condition can have.”” Our findings suggest that people
from a minoritised ethnic group with a mental health problem are at particular risk of
falling through this net of available support from their financial services provider.

With disclosure identified as a key area of improvement for firms by the Financial
Conduct Authority (FCA), who identified that six in ten consumers in vulnerable
circumstances are not disclosing their needs to their provider, this group should be a
priority for firms.>®

57 Fitch C, Holloway D, D'Arcy C. Making it easier for consumers to disclose a mental health problem. Money and Mental Health Policy
Institute; Money Advice Trust. 2022.

%8 Financial Conduct Authority. Vulnerability review: Improving understanding of the outcomes for consumers in vulnerable
circumstances when engaging with financial services firms. Critical Research. 2024.
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2.2 Impact on financial health

As well as causing psychological harm, barriers to accessing affordable, good quality
financial services can also take a significant toll on our financial health. And in light of the
way in which money and mental health problems often operate in a vicious cycle, with
one driving and exacerbating the other, this is a cause for concern.

People with mental health problems can already struggle to access financial services -
for example because of symptoms such as low motivation, memory difficulties, or
reduced planning and problem-solving abilities. For those from minoritised ethnic
groups, higher barriers to access because of racial discrimination, or even the perception
of this, pose a significant risk of financial exclusion for those who sit at this identity
intersection.

Our polling found that more than half of people with mental health problems from Asian
or Asian British, and Black, Black British, Caribbean or African ethnic groups felt that
negative experiences when engaging with financial services had taken a toll on their
long-term financial capability and resilience. Those with mental health problems were
between 25% and 50% times more likely to feel this way compared to those without
such conditions.

Figure 4: More than half of consumers from Asian or Black ethnic groups
feel that poor experiences with financial services have impacted their
long-term financial health.

Percentage of people who agree with the following statements, by ethnic group and mental
health status.

Source: Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November in
2024. Base: All respondents who shared that they felt their ethnicity has negatively impacted their
experiences with financial services firms. Figure excludes those in the ‘Mixed or muftiple’ and ‘Other’
ethnic groiins, as the hases are oo small
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Being unable to access the financial services needed to manage money and build
resilience can directly make people feel less financially secure.

Exploring this in the qualitative research, participants explained that their experiences
gave them little faith that they'd be able to access the services they needed, and
impacted their confidence to reach out for support. This exacerbated symptoms of their
mental health condition, such as anxiety or low motivation, and left them worried about

their financial future.

“I just wouldn’t phone them [the bank] up... You don’t want to deal with it. You
don’t want to deal with what is just the expected [a poor or discriminatory
experiencel.”

Expert by experience

“I asked what | could do about my high levels of debt, and the fact that | couldn’t
pay my credit card, and they gave me another credit card! | came for help, but
maybe the way | phrased it... | don’t know [...] So | don’t open up to anybody, I'm
scared of losing money... I live in fear.”

Expert by experience

Moreover, a fifth of all those from Asian or Asian British (20%) Black, Black British,
Caribbean or African (20%) and Mixed or multiple (19%) ethnic groups were made less
willing to shop around for better deals and offers as a result of poor and racially
discriminatory experiences.”” Research participants agreed that this finding spoke
strongly to their own experiences. Some reflected that they might typically self-select out
of certain products or services, or avoid the hassle and communication required to
switch providers, in an effort to protect themselves from the risk of racial discrimination.

“It limits your choice doesn't it if you're self selecting out certain providers. It means
you're potentially paying a higher rate of interest on your loan than you would
have otherwise been paying if you were opening yourself up to the whole of the
market. And on the flip side, if you've got savings, you might not be earning as
much as you could potentially be entitled to.”

Expert by experience

For many participants, this compounded the difficulties with shopping around that they
already faced as a result of having a mental health problem. Common symptoms of
mental health conditions such as low energy, or difficulties with processing complex
information, can make it incredibly challenging to reach out to a provider and have a
lengthy and complicated conversation about opening, switching or closing an account,
for example.®” People with mental health problems from minoritised ethnic groups
therefore risk facing a double disadvantage when it comes to getting an affordable and
fair deal.

9 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024.
60 San N, et al. Hidden Deals: Haggling and mental health in the telecoms market. Citizens Advice. 2025.
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Ultimately these experiences amount to a significant risk of financial exclusion for people
with mental health problems from minoritised ethnic groups. Our polling revealed that
half of people with mental health problems from Asian or Asian British (49%), Black, Black
British, Caribbean or African (50%) and Mixed or Multiple (51%) ethnic groups said that
poor experiences with firms made them feel excluded from financial services.®'

For some, it made them less willing to engage with financial services firms at all, with a
third (33%) of all people from Mixed ethnic groups and a quarter (25%) of all those from
Asian or Asian British, and Black, Black British, Caribbean or African ethnic groups feeling
this way.>”

Participants resonated with these findings, and noted that it speaks to a fundamental
and deep-rooted belief in many communities that financial services do not care about
their custom, and are therefore not designing and providing services with people like

them in mind.

“It's very hard to say this but | just feel like most ethnic minorities just don't always
get the best deals from banks, I'm being honest...”

Expert by experience

These additional barriers to effectively accessing services, or even the perception of
them, risks initiating or exacerbating the toxic cycle between money and mental health
problems.

61 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024.
62 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024.
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Section three: Addressing the key drivers of negative
experiences

Following the findings from the quantitative and qualitative research, we convened
our experts by experience with a selection of financial services professionals for a
workshop to identify drivers of these experiences within services, as well as solutions
that could improve experiences.

The workshop drew on the knowledge and experience of these groups in order to
identify key operational drivers of poor experiences within financial services, which can
be categorised into three main issues or ‘gaps” knowledge, trust, and accessibility. This
section explores each of these in turn.

3.1 Knowledge gap

During the workshop, a number of participants shared their difficult personal
experiences of engaging with financial services, which they had leaned on to shape the
research. Many financial service professionals in the room agreed with the challenges at
play, and recalled similar stories that they'd heard from other consumers or
organisations.

However, it became clear that financial service firms generally lack the data required for

a clear and accurate picture of outcomes for customers from minoritised ethnic groups,
and indeed those with mental health problems, at a cohort level.
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This makes it difficult for firms to understand how these populations are faring in
practice, which is concerning given the risk of harm facing these groups. Without
data-driven evidence, firms will struggle to identify where customer groups from different
demographic characteristics, including those with mental health problems from
minoritised ethnic groups, might be experiencing disproportionate risk of harm.

“Services just don't have the data to understand the negative outcomes that
research is showing.”

Financial services professional

This lack of data oversight is also in spite of regulatory requirements — namely the FCA'S
Consumer Duty - for firms to ensure they have sufficient data in order to understand
where their customers, and especially those in vulnerable circumstances, are
experiencing unfair or disproportionately poor outcomes.®*

The FCA does not currently explicitly require firms to systematically collect new data
about customers’ protected characteristics.** However, in its recent review of customer
treatment, the FCA identified that firms could not always demonstrate a clear
understanding of the needs and characteristics of customers.®> The review indicated that
firms either find it challenging to monitor outcomes for customers in vulnerable
circumstances, have underestimated the depth of monitoring required or choose only to
monitor readily available data.

Our research found that firms can be reluctant to collect and process ethnicity data for
several reasons - many of which reflect findings from our previous work to understand
the barriers to effectively collecting and processing customer mental health data.®

In discussions with financial service professionals, we found that firms were often
concerned that collecting and storing ‘special category’ data like ethnicity or health at a
large scale would risk violating data protection law. However, speaking to legal and
compliance experts in this field, they could not recall any definitive legal reason for firms
not to collect this kind of information about their customers if they intend to use it to
monitor and improve outcomes, as long as they adhere to the principles of data
collection under UK GDPR law.®” Ultimately, it was clear that firms would benefit from
greater clarity and direction on this.

“Firms are reluctant to take bold action. It’s a sensitive area and they don’t want to
put their foot in it. But it needs to be a focus even if it’s difficult or uncomfortable.”

Financial services professional

63 Financial Conduct Authority. A new Consumer Duty: Feedback to CP21/36 and final rules. July 2022.
64 Financial Conduct Authority. FG22/5 Final non-Handbook Guidance for firms on the Consumer Duty. Rule 11.38. July 2022.

% Financial Conduct Authority. Delivering good outcomes for customers in vulnerable circumstances - good practice and areas for
improvement. 2025.

% Fitch C, Holloway D, DArcy C. Making it easier for consumers to disclose a mental health problem. Money and Mental Health Policy
Institute; Money Advice Trust. 2022.

67 Information Commissioner’s Office. UK GDPR guidance and resources. What are the rules on special category data?
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On top of this, financial services professionals shared concerns that customers
simply wouldn't want to share this data if they were asked for it, because they
would be worried about how a firm would use that information, or because they
wouldn't see why it's relevant. Yet as we've explored in our work on encouraging
and effectively managing the disclosure of a mental health problem to essential
service providers, there is much that firms can be doing to provide reassurance to
customers."®

It is evident that firms need to take further steps to develop an accurate and
comprehensive understanding of how customers with mental health problems from
minoritised groups are faring. This group often faces multiple disadvantages and, as our
research indicates, is especially likely to experience poor outcomes. Gaining insight into
their experiences is therefore essential.

Recommendations: Closing the knowledge gap

To ensure that financial services firms confidently collect data necessary for a clear and
accurate picture of outcomes for customers with mental health problems from
minoritised ethnic groups, at a cohort level:

The Information Commissioner’s Office (ICO) should signal to firms that it is
acceptable to collect special category data, and in particular ethnicity data which
requires explicit consent, where it is used to better understand customers in order to
provide tailored, high-quality support.

The Financial Conduct Authority should publish guidance, such as case study
examples, to demonstrate what good practice looks like regarding collecting and using
ethnicity or proxy data. Additional guidance would support firms to confidently,
ethically and effectively collect relevant data to help them to improve outcomes for
people with mental health problems from minoritised ethnic groups.

Firms should commit to developing the necessary systems and processes to routinely
collect ethnicity data from customers using explicit consent.

In the meantime, firms should work to maximise the potential of existing customer
data on ethnicity and mental health they hold, including that which could reasonably
be used as a proxy for ethnicity, such as postcode or last name.

To encourage customers with mental health problems from minoritised ethnic groups to
disclose sensitive information about their ethnicity or health, firms should:

Take action to welcome, normalise and effectively respond to disclosures, by following
the key principles for building good disclosure environments outlined in our series of
guides - including:
o Transparency - playing back’ the information record, the purpose of recording,
and gaining explicit permission for this.

68 Fitch C, Holloway D, DArcy C. Making it easier for consumers to disclose a mental health problem. Money and Mental Health Policy
Institute; Money Advice Trust. 2022.
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o Connection and reassurance - ensuring consumers that disclose know they
have been listened to and understood as individuals, rather than fitted into a
standard script or process.

o Action - being clear on the support available following disclosure.

o Control - consider the choice and control consumers have over their own data.

To reassure customers with mental health problems from minoritised ethnic groups
about how their personal information will be used in their best interests, firms should:

Explore how other sectors, such as recruitment or the NHS, use third party data
collection mechanisms and equality monitoring exercises to collect information. These
processes should clearly explain that the information collected will be used to
improve services, and not to inform what services or products a consumer is offered.
Recording this information separately from the core data that firms need to provide
services can help to further reassure customers about the purpose of the data
collection.

3.2 Trust gap

For people with mental health problems, barriers to accessing financial services, such as
staff failing to meet their support needs, can engender lower levels of trust.®”

Importantly, paranoia can be a symptom of some mental health conditions, such as
schizophrenia or bipolar. This can make it especially difficult for people wrestling with
paranoia to trust people, and especially strangers. While this shouldn't imply that the
sense of distrust explored in this report is unfounded, this will amplify concerns for some
people.

And for those from minoritised ethnic groups, distrust in financial systems and
institutions is often deeply rooted in intergenerational experiences of systemic racism,
resulting in a longstanding and inherited scepticism shaped by historic injustices.

Our findings show that negative experiences continue to undermine trust among people
with mental health problems from minoritised ethnic groups. Over half of people with a
mental health problem from Asian or Asian British (53%), Black, Black British, Caribbean
or African (56%), and Mixed or multiple (57%) ethnic groups agreed that poor or
discriminatory experiences with firms damaged their trust in financial services more
broadly.”"

Transparency
Conversations in the workshop also demonstrated that a lack of transparency from firms

was key in driving low levels of trust among people with mental health problems from
minoritised ethnic groups. Research participants felt that the opaque nature of key

%9 Financial Conduct Authority. FG21/1 Guidance for firms on the fair treatment of vulnerable customers. 2021. p.14.

70 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024. Base: All respondents who
shared that they felt their ethnicity has negatively impacted their experiences with financial services firms. Excludes those in other
minoritised ethnic groups, as the bases are too small.
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processes, such as the use of personal data or calculating interest rates, perpetuated
distrustful attitudes towards firms, and resulted in them lacking confidence that firms
had their best interests at heart.

“I felt that it [racial discrimination] was a factor. But you never know for sure.
Nobody ever admits these things. But even if it was, nobody said yes, you're right,
that’s what it was, we're sorry.” That never happens. So you have a suspicion that it
was racism, but you never know for certain.”

Expert by experience

“I don't know if it is [discrimination]. It's very hard to say I'm a victim of racism,
but | feel it. | feel it inside me. Maybe it’s not the person’s intention, but that’s how |
feel”

Expert by experience

And a lack of transparency at crucial moments - for example being rejected from a credit
application when money is tight, or summoning the courage to enter a branch and ask to
withdraw a lump sum of cash to cover an unexpected expense - was highlighted by
participants as particularly damaging to trust. Such interactions left people wrestling with
uncertainty and anxiety.

“What [staff] do at that moment, sometimes it could be something small... Like
they have to ask another staff member to check [your details]... And then someone
else, and you're like... Is it that they don't believe what I'm telling them? Or they just
don’t know?”

Expert by experience

Participants shared particular concerns about the growing use of algorithms in lending
decisions, which are often too complex even for customer-facing staff to understand and
explain. Participants recalled asking staff why they'd been unable to access a certain
product or service, only to be told that it's just “the system,” leaving them feeling
frustrated and concerned that historic biases are, even inadvertently, built-in to such
systems.

“These are complex algorithms making automated decisions that impact real
people.”

Expert by experience

Ultimately, greater transparency about the reasons behind lender decisions can help to
reassure people who feel mistreated, regardless of how or why their concerns arise.
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Recommendations: Closing the trust gap

To provide greater transparency in decision making, and rebuild trust among customers
from minoritised ethnic groups, firms should:

Ensure that the reasons for which people are declined from products are monitored
and evaluated internally, so they have a clear and detailed understanding of existing
barriers to products, including those that are intentional or commercial, and those
which could be mitigated;

Inform the customer of the main reason behind a decision when they are unwilling to
approve an application for credit.”'

Provide wider support to customers who are declined from credit, including by
routinely sharing the details of any Credit Reference Agency database used,
signposting to resources that can support them to understand their credit score and
how to improve it, and, where appropriate, to debt advice.

To proactively build trust among marginalised communities, firms should:

Work to raise awareness of any efforts or initiatives to improve experiences and
outcomes for people from minoritised ethnic groups, and ensure that information on
the support they can provide to meet diverse needs relating to ethnicity is clearly
signposted

Work with local community institutions and community leaders and gatekeepers, such
as community centres, colleges, libraries, etc., in order to reach people in spaces
where they already feel comfortable and ultimately to provide information, services
and training. This helps to reach those that might find it more difficult to otherwise
engage, and fosters trust between communities and financial services.

3.3 Accessibility gap

The research highlighted a clear gap in the accessibility of financial services for people
with mental health problems from minoritised ethnic groups. This frequently
underpinned many of the poor experiences that participants shared.

Our experts by experience shared that they generally perceived a lack of understanding
across financial services about the needs of their community, and about how their
ethnicity might intersect with other aspects of their identity — and particularly their
mental health condition. Workshop participants broadly agreed that this often makes it
difficult for authentic connection in customer-staff interaction, and can translate into an
incompetent or substandard service more broadly.

7T We note that there will be some specific circumstances where this will be inappropriate for firms, for example where suspected
fraud is the main reason behind a declined application.

72 As recommended by the Lending Standards Board standards for personal customers PS4, p.16 (although soon to be retired
following the introduction of FCA's Consumer Duty rules).
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This was also an issue identified in the polling. Nearly a fifth of those from Asian or Asian
British (19%), and Mixed or multiple (17%) ethnic groups, who shared poor experiences
with financial services firms, felt that their providers had not met their needs relating to
their culture and ethnicity.”” In addition to this, a fifth of those from the Asian or Asian
British (19%), Black, Black British, African or Caribbean (19%) and Mixed or multiple (19%)
ethnic groups felt that staff at financial services firms had not been sensitive to their
cultural differences related to their ethnicity.”*

In the qualitative research, participants identified a range of areas or points in the
customer journey where they felt their needs related to their ethnicity or culture were
unmet or circumstances poorly understood.

The research identified a wide range of challenges to accessibility and inclusion for
people with mental health problems from minoritised ethnic groups, including:

People who speak English as a second language can find Interactive Voice Response
systems often used by firms challenging, as automated systems can mishear due to their
accents, making it difficult and frustrating for them to get the help they need.

Patchy provisions for those who speak English as a second language were more broadly
identified as an issue. Some felt there was an expectation, particularly from
small-to-medium firms, that they would be able to bring a friend or family member to
translate on their behalf. And beyond translation support, some felt that firms did not
allow time for points to be repeated or clarified, meaning they could leave appointments
not fully understanding their outcome.

Some shared that they felt staff were often not aware of cultural differences in how
people speak about and conceptualise their mental health, especially where this differs
from a Western medical perspective.

A lack of understanding of different cultural attitudes to credit was identified as a
challenge. In some cultures and religions, interest-bearing credit products are forbidden.
In others, the concepts of ‘good’ debt or building a credit history can feel foreign and
difficult to understand - borrowing from close family would be preferred over becoming
indebted to a financial service.

In many instances, participants noted the similarity in needs arising from their mental
health problem and their ethnic group.

One research participant spoke about the way in which needs relating to both a mental
health problem or speaking English as a second language might mean that they need an
in-person appointment with their provider. However, their provider reduced the range of
communication options available, leaving them in despair until they're occasionally able
to travel to a branch further away from their home:

73 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024. Excludes those in ‘Other’ ethnic
groups, as the bases are too small.
74 Money and Mental Health analysis of Savanta online polling of 2,298 UK adults in November 2024. Excludes those in ‘Other’ ethnic
groups, as the bases are too small.
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“I'm sick and tired of online complaints, going back and forwards online with [the
bank]... I ignore it now, because of my [mental health] problem | push it away,
hence why I'm falling into the trap of debt... | tried to fix it with a face to face
[appointment]... There's comfort in that... But now all the branches around me are
closed down... My mum has language barrier issues... she can only do it the old
fashioned way too...”

Expert by experience

Equally, there was acknowledgement from both groups within the workshop that staff
can face real challenges: they're expected to serve a wide range of needs and hold
information relating to a wide range of different cultures, religions, health conditions, and
more. Yet, they often have limited tools and time to access the right information.
Financial services professionals highlighted that in-the-moment support tools are not
always designed with the agility and flexibility required to navigate complex needs in a
timely manner.

Despite this, frontline staff, and especially those working in local settings, often have a
stronger grasp of the needs and circumstances facing the communities they serve,
compared to those not in customer-facing roles. Financial services professionals noted
that this knowledge is frequently not shared between teams.

“Community teams work well with their communities, but their knowledge is rarely
disseminated more widely.”

Financial service professional at the workshop

This can be a huge missed opportunity for those who may not directly interact with
customers but still play a crucial role in delivering positive outcomes for them, such as
senior leaders or product designers. This can mean that products and services are not
inclusive or accessible from the very start.

“If the product isn't designed with inclusivity in mind, the customer service agent
isn't going to be able to do much.”

Financial service professional at the workshop

Moreover, it was discussed that the ongoing closure of high street bank branches risks
more broadly undermining existing mechanisms for improving institutional knowledge of
different communities, and weakening the relationships that help financial services meet
the needs of marginalised groups.””

/> House of Lords Library. In focus: Closure of high street banks: Impact on local communities. 2024.
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Recommendations: Closing the accessibility gap
Firms should:

Adopt a whole-organisation approach to improving understanding of needs related to
protected characteristics, vulnerabilities and intersectionality, from frontline staff, to
product designers to senior leadership. This should include putting
knowledge-sharing systems in place to ensure that those with such expertise are able
and encouraged to share this more widely

Work directly and closely with organisations that represent customer groups with
additional or intersectional support needs, including in relation to mental health
problems, ethnic identity and financial difficulty, to understand how they can tackle
barriers to high quality support and good outcomes for particular groups;

Provide training that supports staff to understand how people from different
ethnicities talk about their mental and financial health, as identified in our previous
work on ethnicity, money and mental health.
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Conclusion

Financial services firms and their regulator, the FCA, are already taking welcome action to
deliver better and fairer outcomes for customers with all kinds of characteristics, with the
Consumer Duty giving this push increased momentum in recent years.

However, our research shows that for those dealing with the symptoms of a mental
health condition, alongside persistent barriers to racial justice within UK financial
services, effectively managing and making the most of their money remains incredibly
difficult.

Of course, resolving the systemic and deep-rooted racial inequities that feed into
patterns of financial exclusion for people from minoritised ethnic groups with mental
health problems lies well beyond the scope of this report. Yet, when implemented, the
recommendations set out above will represent a significant step towards ensuring better
experiences with, and fairer outcomes from, financial services among these groups. Swift
adoption of these measures is essential to building trust and redressing both historical
and ongoing inequities in financial services.
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