ﬂ:» MONEY AND
B MENTAL HEALTH

JLICY

Annex A: Methodology

This note outlines the methodological approach taken in Money and Mental Health’s 2025
report If | needed someone: Improving access to third party financial tools for people with
mental health problems, by Chris Lees.

A.1 Research design

This research project consisted of:

e A review of the academic and grey literature, and existing policy relating to third party
access in financial services.

e Analysis of the FCA’s Financial Lives 2022 Survey.

e A review of relevant support available on the public websites of 18 banks and building
societies.

e Two surveys with Money and Mental Health’s Research Community.

e An online focus group with members of Money and Mental Health’s Research Community.

e A roundtable attended by experts in this area, including individual firms and consumer
organisations, as well as wider discussions with relevant stakeholders.

Further details of each component of the research are provided below. We are grateful to all
those who supported this research by sharing their personal experience.

A 2. Literature review

We conducted a desk-based review of the academic and grey literature published on third
party access in financial services and people’s experiences, including those with mental health
problems. This was conducted alongside a review of the policy context, including
developments since our last report on this topic in 2019, such as the Consumer Duty, which
was used to inform policy recommmendations in the final section of the report.

A 3. Analysis of Financial Lives Survey

Financial Lives is a nationally representative survey of UK consumers, commissioned by the
Financial Conduct Authority (FCA). It provides information about consumers’ attitudes towards
managing their money, the financial products they have and their experiences of engaging with
financial services firms. A total of 19,145 respondents completed the 2022 survey.’

We took the following steps as part of our analysis:

e [xperience of mental health problems - All respondents were asked “Have you ever
experienced a mental health problem?” (D35a). The group of people with a mental health
problem consisted of those who answered “yes, in the last 2 years” and “yes, longer ago”.

' https://www.fca.org.uk/financial-lives/financial-lives-2022-survey.
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The group of people without a mental health problem consisted of those who answered
no” to this question.

e (Conducted financial transactions on behalf of someone else - All respondents were asked
“Do you use any of the following to conduct financial transactions on behalf of someone
else? Include those who live with you or elsewhere:” (D27) with a list of options they could
select. In the Financial Lives Survey dataset this is presented as respondents answering
“yes” or “no” to the different options. This included “a power of attorney”, “a joint account”
and “a third party account, i.e. have the authority to run someone else's bank account”. We
took this last option to mean a Third Party Mandate in our analysis.

e [Experience of issues when conducting financial matters on behalf of someone else -
Respondents who had said they conducted financial transactions on behalf of someone
else through a Power of Attorney, third party account, or court of protection order or
deputyship were asked “Have you experienced the following conducting financial matters
on behalf of someone else?” (D27a) with a list of options they could select. In the Financial
Lives Survey dataset this is presented as respondents answering “yes” or “no” to the
different options. The group of people who had experience of any type of issue consisted
of those who selected one of the relevant options and were coded as answering “no” to
“None of these” and “Don’t know” in the dataset.

e [Experience of providing financial support to someone - All respondents were asked “Do
you provide any financial support for anyone who has a long-term physical or mental health
problem or disability or who has problems related to old age” (PD21N) with a list of options
they could select. In the Financial Lives Survey dataset this is presented as respondents
answering “yes” or “no” to the different options. The group of people who had experience
consisted of those who selected “yes, for someone who lives with me” or “yes, for
someone who does not live with me”.

e [Experience of sharing personal financial details - Respondents with a day-to-day account
were asked “Have you shared any of your personal details (e.g. full PIN or online account
log-in) with any of the following in the last 12 months?” (RB34) with a list of options they
could select. In the Financial Lives Survey dataset this is presented as respondents
answering “yes” or “no” to the different options. The group of people who had experience
of sharing personal financial details consisted of those who selected one of the relevant
options and were coded as answering “no” to “No, | have not shared this information with
anyone” and “Don’t know” in the dataset.

Where relevant we compared the responses of those with mental health problems and those
without.

A 4. A review of banks and building societies’ public websites
To explore what third party access support is available we looked at the websites of 18 banks
and building societies. We chose these firms as they had some of the largest customer bases
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and included legacy banks, challenger banks, smaller firms and building societies. This allowed
us to capture a range of support that was available to customers with mental health problems.

To conduct our review we started with the main webpage and then navigated to find third party
access (for example in the help or support section). We then used the information on that page.
Where a website had a search bar, we also searched for relevant terms such as ‘Third Party
Access’, ‘Power of Attorney’ and ‘Support from friends and family’.

We recorded what support was available and categorised them. These included ‘Third Party
Mandates’, ‘carers cards’, ‘notifications’ and ‘carer access’. The review took place in December
2024, as websites can change we took screenshots of the webpages to keep a record.

The following providers were included in the review:
Bank of Scotland
Barclays

Chase

Dankse Bank

First Direct

Halifax

HSBC

Lloyds

Metro Bank

Monzo

Nationwide

Natwest

RBS

Santander

Starling

The Co-operative bank
TSB

Virgin Money

A 5. Research Community surveys

We carried out two surveys with Money and Mental Health’s Research Community, a group of
5,000 people with lived experience of mental health problems or caring for someone with
mental health problems. We received 158 responses from people with lived experience of
mental health problems and 36 responses from people who have supported someone with
mental health problems. Both of these surveys were carried out between 7 February and 20
February 2025 .
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In the surveys we asked whether members had heard of the different Third Party Access
mechanisms and whether they had given or considered giving someone access to their
banking services. Respondents who had not then finished the survey. The rest of the
respondents were asked what mechanisms they had used (formal, informal or an unauthorised
workaround), and their experiences with those mechanisms. Finally we asked what support
people would like and how the system could be improved. For members with caring
experience, we asked similar questions with the focus on being given access to someone else’s
banking services.

All questions were optional to avoid causing distress to participants, meaning the base size for
questions varies. Where necessary, we also routed questions to avoid asking questions that
were not relevant to a participant’s experiences. Where statistics from this survey are quoted in
this report, we also provide sample size and a description of the base.

A 6. Research Community focus group

Using the Research Community surveys as a sampling tool, we held an online focus group in
March 2025 with eight participants. This included both those with lived experience of mental
health problems and experience of supporting someone with mental health problems. The
focus group was conducted through a video platform.

All focus group participants were offered a £35 voucher as a thank you for taking part. This
provided us with the opportunity to dig more deeply into:
e Knowledge and use of existing third party access mechanisms
e Experiences of and drivers for using unauthorised workarounds
e What participants felt would make a difference to their experience of receiving or
providing support

A written transcript of the focus group was thematically coded. Emerging themes were used to
understand people’s experiences, and used to inform policy recommendations, ensuring our
recommendations were grounded in experience and practice.

The report also draws on previous research conducted by Money and Mental Health.

A 7. Roundtable and expert conversations

We held nine detailed conversations with experts in this topic. These experts came from
financial service providers, fintech firms, consumer organisations and bodies involved with
regulation. These conversations focused on the current third party access landscape,
consumers’ experiences and developments in this area. The conversations allowed us to
understand what had changed since we last looked at this topic and what the key barriers to
further change had been.
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To generate ideas and test our emerging thinking, we held an in-person roundtable on the 29th
April with experts working in financial services, fintech, consumer protection and regulation.

We are grateful to those who shared their knowledge and experience throughout this project.
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