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Many of today’s most well-known FinTechs emerged 
from the global financial crash as innovators 
introduced new products and services to meet 
customers’ financial needs. These new entrants 
helped to rebuild resilience and trust in the financial 
services sector at a time of deep economic crisis, by 
putting the consumer first. A decade later FinTechs 
once again rose to the challenge of helping people 
and small businesses manage yet another crisis, this 
time in the form of creating digital solutions to help 
them better navigate the COVID-19 pandemic. So it 
comes as no surprise that today, as we face one of 
the greatest cost of living crises the world has seen 
in decades, FinTechs are once again playing such 
a critical role in helping customers better manage 
through this period of economic turbulence and 
uncertainty.

In this report, which we have delivered in 
collaboration with Ernst & Young LLP, we wanted 
to capture how the FinTech ecosystem is positively 
supporting broader society right now - by sharing 
good practices and ensuring that as many people 
as possible are aware of the FinTech services that 
exist to support them. We also wanted to assess 
whether there is more that industry, government 
and regulators can do, to unlock further solutions 
and make an even greater difference to a larger 
number of consumers and businesses. 

Using a rich set of case studies, this report 
highlights how FinTechs are delivering products 
and services that are making a tangible difference 
to people’s lives. From budgeting tools powered 
by Open Banking to real-time payment technology 
that is helping unbanked individuals receive 
their government payouts, FinTechs are building 
solutions to build stronger financial resilience and 
wellness across the UK.

I am delighted to have worked with our inspiring 
members on this report and am grateful to them 
for sharing how their innovations are providing 
better financial solutions to those in need. I am 
also grateful to our valued EY members who have 
supported us in publishing this report, and Citizens 
Advice and FCA colleagues who informed the 
content of this report at different stages. 

This report provides the basis for an ongoing 
action plan. Many of our partners and FinTech 
members are committed to taking forward the 
recommendations in this report and we welcome 
more collaborators who can help the ecosystem 
continue to make a positive impact. We hope you 
enjoy the report, and we look forward to working 
with you to continue to unleash FinTech’s potential 
to be a tremendous force for good in all our lives.

Foreword from Innovate Finance

Janine Hirt, CEO, Innovate Finance
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After spending the first couple of years of this 
decade under the shadow of COVID-19 pandemic, 
many were hoping for slightly more benign 
economic conditions. Instead, many parts of the 
world are suffering from an economic crisis quite 
different to any in the last few decades. In the UK 
we are experiencing slow or declining economic 
growth and inflation levels not seen since the 
1990s. To a large degree this inflation has been 
underpinned by sharp increases in energy and 
food prices, in part caused by the war in Ukraine. 
Rising costs of these essentials has hit the worst 
off in society first, causing hardship in millions of 
households across the UK. Rising interest rates 
and declining real incomes are now creating the 
conditions for a much broader and longer cost of 
living crisis.

Whether on their own, in partnership with other 
financial services companies or third sector 
partners, FinTechs are already helping millions of 
people better manage their finances. Working on 
this report with Innovate Finance has allowed us 
to step back and more deeply consider the role 
that FinTechs could play in helping people through 
the crisis and the barriers that prevent them from 
making an even greater impact. 

We’re grateful to Innovate Finance for the 
opportunity to work with them and their 
membership to develop this report. We firmly 
believe that FinTechs can play a stronger role 
in supporting consumers with their day-to-day 
finance, and the research confirmed this. 

At EY UK, we have created a dedicated FinTech 
team to support firms as they seek to scale-up. We 
believe that using technology and data in innovative 
ways can help solve many of the financial industry’s 
pressing problems. Moreover, as this report shows, 
in a cost of living crisis the work of FinTechs can 
boost the financial health of people who need 
it most. We are passionate about connecting 
established financial institutions and investors to 
high-impact FinTechs, hopefully allowing many 
more people to benefit from the innovations 
they bring. 

FinTechs are now firmly established as key players in 
the development future of the UK financial services 
industry. We hope that this report can highlight 
their potential to help people through this crisis. 
We will continue to support Innovate Finance in 
this work and look forward to collaborating with 
Innovate Finance in their proposed not-for-profit 
Tech Sprint. 

Foreword from Ernst & Young LLP

Christopher Woolard CBE, 
Fintech Leader at Ernst & Young LLP

The views reflected in this publication are the 
views of the author and do not necessarily reflect 
the views of the global EY organization or its 
member firms.
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The cost of living crisis is affecting millions of 
households across the UK. Already in 2021-22 the 
Trussell Trust (which operates over half of food 
banks in the UK) were distributing 2.1 million 
food parcels a year.1 In February 2022 the Food 
Standards Agency published data showing that 11% 
of respondents to their research had used a food 
bank by October 2021. 

So, what has changed in the past year? Prices are 
rising at the highest rate for decades. Even with the 
Government support package, energy costs have 
doubled for UK consumers and businesses in the 
year since Winter 2021.2 Prices for food and drink 
are the biggest driver behind the latest cost of 
living increase, with an annual rise of over 16%.3 
And while prices are rising, so are interest rates. 

In February 2022 base rates were expected to 
peak at just over 2%. Current expectations are 
that the peak will be over 4%. While around 74% of 
households are on fixed rate mortgages,4 as these 
deals end (and 1.8 million households are expected 
to see their deals end next year),5 consumers will 
see increased cost of accommodation, alongside 
the increases in cost of energy and food. The 
Resolution Foundation calculated that for a 
homeowner with a £140,000 mortgage and 17 years 
to run on it, interest payments rising to 5% could 
mean monthly payments rising by £190. A rise to 6% 
would add a further £80 a month.6

While developing this report, Citizens Advice 
shared some of their analysis of the developing 
challenge facing people. They told us that demand 
for crisis support is surging. Many people have 
started using food banks for the first time. Perhaps 
most concerning has been the number of people 
who are extremely vulnerable as cost pressures 
have led them to run monthly deficits on their 
budgets, slowly eating into remaining savings. BBC 
research found that a quarter of UK adults have less 
than £100 set aside in savings.7

This crisis is engulfing people from those who 
for years have struggled through to families, 
traditionally in the middle class, who are finding 
for the first time that loans they have taken out 
are becoming unaffordable. In its November 2022 
economic and fiscal outlook, the OBR reported that 
on a fiscal year basis, RHDI per person (a measure 
of living standards) fell by 4.3 per cent in 2022-23, 
which would be the largest since ONS records 
began in 1956-57. That is followed by the second 
largest fall in 2023-24 at 2.8 per cent.8

For households on a tight budget, the combination 
of increasing energy, food and accommodation 
costs mean budgets are more strained than ever 
before. 

We believe FinTech can be a force for good. 
FinTechs are already playing a major role in financial 
services in improving financial lives and supporting 
consumers. They help millions of their customers 
manage their finances better, shop around for 
better deals, manage sudden drops in income, 
spread the cost of essential purchases and get 
cheaper access to credit.

This report explores the role that FinTechs are 
already playing and how their role may develop to 
help millions more through the Cost of living crisis. 
The report also suggests a number of regulatory 
and policy changes, which could remove barriers 
that currently prevent the possibility of a game-
changing acceleration in the contribution of 
FinTechs to improving consumers’ financial lives and 
further unleash FinTech as a force for good.

1. Introduction

1. End of Year Stats - The Trussell Trust

2. House of Commons Library

3. Office of National Statistics

4. UK Finance – How the bank rate affects mortgage 
payments

5. Resolution Foundation – Interesting times

6. Resolution Foundation – Economic turmoil matters for 
family finances as well as financial markets

7. BBC – Cost of living: Millions have no savings as prices soar

8. Economic and fiscal outlook – November 2022

https://www.trusselltrust.org/news-and-blog/latest-stats/end-year-stats/
https://commonslibrary.parliament.uk/research-briefings/cbp-9491/
https://www.ons.gov.uk/economy/inflationandpriceindices/bulletins/consumerpriceinflation/october2022#:~:text=Food%20and%20non%2Dalcoholic%20beverage%20prices%20rose%20by%2016.4%25%20in,negative%200.6%25%20in%20July%202021.
https://www.ukfinance.org.uk/news-and-insight/blogs/how-the-bank-rate-affects-mortgage-rates
https://www.ukfinance.org.uk/news-and-insight/blogs/how-the-bank-rate-affects-mortgage-rates
https://www.resolutionfoundation.org/app/uploads/2022/10/Interesting-times.pdf
https://www.resolutionfoundation.org/press-releases/economic-turmoil-matters-for-family-finances-as-well-as-financial-markets/
https://www.resolutionfoundation.org/press-releases/economic-turmoil-matters-for-family-finances-as-well-as-financial-markets/
https://www.bbc.com/news/business-63517823
https://obr.uk/efo/economic-and-fiscal-outlook-november-2022/
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2. How are UK FinTechs supporting now?

The UK is the largest destination for FinTech investment in Europe, having more than 10 percent of the 
global market share in FinTech in 2021. The sector alone drew over $12.5 billion in investment into the UK in 
2022. 9 The sector is worth more than £11 billion a year to the UK economy.10

The growing presence of FinTechs in the Financial Services industry has brought with it positive disruption, 
promoting innovation, driving greater competitiveness.  When considering the context of the crisis 
currently facing consumers, FinTechs also bring with them a number of strengths to exploring solutions.

9. FinTech Investment Landscape 2022

10. Kalifa Review of UK FinTech (publishing.service.gov.uk)

Strengths of FinTechs

FinTechs are often not afraid to experiment 
with new and innovative solutions – Utilising new 
technology such as Artificial Intelligence (AI) can 
uncover novel solutions and improve the provision 
of existing ones, such as the timely delivery of 
tailored guidance to support customers in need or 
the identification of vulnerabilities and declining 
financial situations. 

A data first approach improves segmentation 
and personalisation enabling more tailored 
solutions - Greater segmentation leads to a 
wider variety of products and services available 
to consumers, allowing them access to solutions 
more tailored to their individual needs. FinTechs’ 
recognition of the value of data can also offer 
previously untapped value for consumers, enabling 
customers to leverage and draw the value from 
their own data to build their borrowing power, 
track savings and take control of their day-to-day 
budgeting and long-term financial goals.

https://www.innovatefinance.com/capital/fintech-investment-landscape-2022/
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Innovation promotes the democratisation 
of financial services through faster, easily 
accessible services, often at a lower cost – In 
most instances FinTechs are smaller and more 
agile than larger incumbents, with their generally 
lower operating costs often feeding through to the 
cost of their products and services for customers. 
Through innovative business models FinTechs also 
often seek to fill gaps in the market and support 
those underserved by the mainstream financial 
services industry.

Willingness to collaborate helps to establish 
eco-systems, linking products, services and 
providers in the aim of serving customers 
with their end-to-end requirements - From our 
discussions, we have noted the industry’s ability to 
come together to provide tools and initiatives that 
can support better customer outcomes. Schemes 
such as the 2025 FinTech pledge which is aiming to 
build up financial resilience of 10 million people by 
connecting people to platforms that make savings 
work harder, improve credit scores, consolidate 
debt, and lower utility bills are a great example of 
this.11

Launched in September 2022, the pledge is an 
industry-wide initiative that brings together a 
wide coalition of UK FinTechs and their strategic 
partners, including but not limited to digital banks, 
online marketplaces, tech platforms and money 
management applications.  As of December 2022 
the pledge counted 22 members including Zopa 
Bank, ClearScore, The Money Charity, Hargreaves 
Lansdown and Google Cloud.

The cost of living crisis has many different factors 
which are impacting consumers and businesses 
alike. Whilst technology will never be able to 
provide a silver bullet solution to the crisis, it can 
certainly play a role in helping financial institutions 
and their customers to be better informed, make 
better decisions and build new support channels 
that can be more easily accessed by those in need. 

11. The 2025 Fintech Pledge (pledge2025.org)

https://pledge2025.org/
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Greater analytical focus 
on spotting vulnerable 
customers as early as 
possible

Budgeting affordability and switching tools

Open Banking infrastructure Tools to support more 
flexible wage structures

Buy Now, Pay Later

Credit builders Enhancing debt and 
forbearance processes

Providing access to an all in 
one money guidance hub

Democratisation of relevant 
guidance advice

Affordability tools Support with home buying 
and savings

Case studies

In addition to industry wide initiatives, and building on the strengths previously mentioned, there are 
a number of use cases and point solutions in play and we go into examples of these in a bit more 
detail below.
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Greater analytical focus on spotting 
vulnerable customers as early as possible

Major financial services firms including several 
banks and asset managers are already moving to 
reduce data silos and create a full 360º or single 
view of their customers by working with players 
such as Snowflake and Quantexa. Once firms can 
get the full picture on customers, they can use 
smart analytics to drive greater insights including 
spotting those customers who might be facing 
financial difficulty.

Atom bank has taken a proactive stance, 
identifying triggers that indicate customers who 
may be experiencing financial pressures. The bank 
will then reach out to customers and provide several 
options including access to a third-party tool 
called the IE hub (income and expenditure hub.) 
The IE hub will help users to assess their current 
financial situation and gives the option of sharing 
this information directly with relevant creditors. 
Allied to this, Atom will put customers in touch with 
their partnering debt charities like StepChange or 
PayPlan.

In addition, there are firms such as Re-infer and 
Aveni who can review customer conversations and 
text and then flag to advisers that their algorithms 
are detecting a potential customer issue. 

Kalgera applies cognitive neuroscience and 
machine learning to detect subtle changes in 
financial behaviour associated with vulnerability. 
In addition to personalised alerts, Kalgera uses 
Open Banking APIs to enable a more secure way to 
manage shared financial decision making between 
older people and their caregivers.12

Moneyhub’s data analysis capabilities allow for a 
holistic understanding of the consumer’s current 
financial position, existing product holdings and 
gaps in provision together with affordability, 
eligibility, suitability checking and any potential 
vulnerability.

Budgeting and switching tools

Open Banking allows customers to share their 
banking data with other parties, with the aim of 
creating added value for the customer. Open 
Finance expands on this and enables sharing of 
data for a wider range of financial products and 
services. Open Finance has the potential to play a 
huge role in helping consumers to better manage 
their finances. Through Open Banking, today 
consumers and SMEs can already aggregate their 
data on current account and credit card spend. 
This data is then used to power budgeting and 
affordability algorithms. 

Money management apps such as Snoop, 
Moneyhub and Emma allow users to see all their 
finances in one place, track their spending and 
create budgeting goals. They also allow users 
to switch between providers in areas such as 
broadband, lending and work with 3rd parties such 
as Pension Bee to consolidate pensions. Snoop 
also provides personal expected price hikes for 
individuals – so consumers can see in advance how 
much more they can be expected to pay in future 
bills. This takes into account customer’s regular 
payments and makes a prediction of how much 
they will rise.

In addition, is self-serve in-app subscription 
management through Minna Technologies which 
allows users to become more easily aware of their 
subscription spending, enabling their customers 
to manage, adjust or cancel their subscription 
services, as well as offering users real-time retention 
offers at cancellation.

This is especially relevant as research has shown 
four in five (77%) consumers in the UK now 
have at least one subscription; this rises to 88% 
among younger consumers aged 18 to 34. More 
than a quarter of all consumers (27%) have six 
subscriptions or more.13 Half a billion pounds has 
been spent on subscriptions that auto-renewed 

12. Detecting customer vulnerability with Open Banking

13. Subscription Economy: a Transformed World

https://fintech4life.com/detecting-customer-vulnerability-with-open-banking/
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without people realising in the last year, according 
to research from Citizens Advice. They also found 
that people in the UK spend over £300m a year on 
unused subscriptions, with over four fifths (82%) of 
people with an unused subscription reporting that 
it had auto-renewed.14

We are also seeing the creation of providers such 
as Snugg who help their customers to use digital 
channels to plan for better house insulation and 
offer personalised plans to manage and reduce 
energy bills.

Starling Bank has launched an easy-to-use 
Budget Planner on their website which is free and 
accessible to all and does not require the user to 
be a Starling customer or provide an email address. 
The Budget Planner provides an overview of what 
and where people spend; calculates people’s 
spending against their income; and helps users 
identify where spending could be cut back through 
a clear picture of their budget. The Budget Planner 
will suggest setting money aside to help hit saving 
goals. If they are overspending, it will direct them 
to organisations that provide free and impartial 
support with debt and money management. 
Starling has also launched virtual debit cards linked 
to saving spaces previously created by customers 
to enable them to only spend as much as they’ve 
planned to. 

Affordability engines

Closely linked to budgeting, are affordability 
tools that help individuals and creditors assess 
applications for loans or mortgages. The likes of 
Direct ID and Fintern utilise Open Banking data 
to identify income, expenditure and build forward 
looking models on applicant’s financial health. 
These are then provided to credit providers to 
help them make much more accurate and granular 
decisions on the credit worthiness of applicants, 
often in real time or near real time.

Real-time payment services 

Through partnership with PayPoint, ClearBank 
is facilitating a fast and accessible way for over 
140,000 unbanked individuals to receive their 
Government pay-outs. Using their cloud-based 
API, ClearBank’s real-time settlement technology 
means people without a bank account can receive 
cash payments related to 29 different benefit types 
(e.g. Universal Credit, Disability Living Allowance, 
Carer’s Allowance) instantly from over 24,000 
PayPoint outlets through an app or voucher. This 
same infrastructure will be used to support the 
Government’s delivery of the Household Support 
Fund to over 3 million UK vulnerable households in 
the first quarter of 2023.

Open Banking infrastructure

As well as direct to consumer (D2C) offerings there 
are several FinTech B2B Open Finance offerings 
that help incumbent financial service providers 
(e.g. established banks) to launch new products 
and services. So far these tend to be focussed on 
drawing together customers’ finances into one 
place, data classification, data tagging to power 
budgeting, affordability (Tink, Bud) and lower cost 
/ faster payment solutions (Ecospend, TrueLayer).

Moneyhub’s customisable technology allows 
businesses to be truly customer centric. Moneyhub 
helps consumers to access and share with trusted 
businesses their data for their benefit. This includes 
data from pensions, bank accounts, credit cards, 
loans, mortgages, savings, and investments, to 
employment data like LinkedIn or property value 
data like Zoopla. Moneyhub’s tailored AI-driven 
alerts and notifications allow for personalised and 
actionable insights to be delivered directly to 
customers at the right time, helping them to get, 
and stay on top of their finances. For example, this 
technology has been used by one pension scheme 
to design an onboarding experience for employees 
with lower capability, interest or trust in financial 
services to give them a grasp of all their assets and 
boost pension engagement.

14. Half a billion pounds spent on subscriptions that rolled 
over without people realising during the Cost of Living crisis.

https://www.starlingbank.com/current-account/tools/budget-planner/
https://www.citizensadvice.org.uk/about-us/about-us1/media/press-releases/half-a-billion-pounds-spent-on-subscriptions-that-rolled-over-without-people-realising-during-the-cost-of-living-crisis/
https://www.citizensadvice.org.uk/about-us/about-us1/media/press-releases/half-a-billion-pounds-spent-on-subscriptions-that-rolled-over-without-people-realising-during-the-cost-of-living-crisis/
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Credit builders

Helping users improve their credit scores was one 
of the earliest use cases in FinTech. The likes of 
ClearScore and TotallyMoney have been offering 
a free credit report, advice on ways to improve your 
score and access to credit products for some time 
now. 

Newer players such as CreditLadder and Loqbox 
allow users to report their successful payments 
in areas such as rent and savings to the major UK 
credit bureaus, allowing customers to improve their 
scores by making their regular payments on time.

Enhancing debt and forbearance processes

Debt advice is enhanced through Open Banking 
as customers can access tailor-built budgets with 
fast, automatically generated debt management 
options. Firms such as Tully are using Open 
Banking and conversational AI to build budgets 
based on the users’ financial data and automatically 
generate personalised management options, 
debt management plans and debt relief orders. 
These offerings rely on real time, accurate data 
on customer income and expenditure. Another 
example is SuperFi, a B2B2C debt guidance and 
financial education platform that provides users 
with an overview of their debt position to help them 
understand their debts.

CollectAI digitises the collection process – the 
process by which firms recover monies due to them 
from missed client payments - for incumbents and 
their clients. Their digital workflow tools, digital 
payments, alerts and nudges help both sides 
complete the forbearance process more quickly 
and easily.

Broadening access to relevant guidance 
and advice

The use of conversational AI, knowledge graph 
mapping (which allows complex processes usually 
undertaken by experts to be automated within an 
algorithm) and Robotic Process Automation has 
the potential to offer new products and services 
to support those in financial difficulty. These 
technologies can be utilised to create automated 
or semi-automated services, that can reduce or 
remove entirely the demand on human agents’ time 
at banks, Citizens Advice and charities.

For example, those in need of help could work with 
a conversational AI system which gives them access 
to the support and benefits packages they are 
eligible for rather than relying on time with another 
human. The Auden Money app helps people find 
pathways to better financial health, including a 
benefits calculator which allows them to see if they 
are missing out on any money they are entitled to.

Tools to support more flexible 
wage structures

We have seen a big rise in apps such as 
Wagestream and Salary Finance who give users 
access to their wages upfront or before the end 
of the month. These often come with additional 
financial well-being offerings such as automated 
savings, financial coaching and budgeting apps.

Through its ‘borofree’ service, Karma Technologies 
is working with employers to provide ‘in-kind’ salary 
advances to their employees through coupons 
worth up to £300 that can be used at a range of 
retailers. The service is free for both employers to 
adopt and employees to use, giving people the 
opportunity to make necessary spending ahead of 
their pay day without the need to take out a loan. 

In recent months we’ve also seen some banks such 
as Monzo and Chase allowing their customers to 
access wages one day earlier.
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Support with home buying and savings

For first time buyers the large rise in the average 
UK house prices has made home ownership seem 
like a dream to many (53% increase 2012-22, source: 
Rightmove). StepLadder users set a financial goal; 
the app then matches you to others who have 
similar financial goals. At the end of each month, 
one person within the group is allocated the total, 
this runs until all members have reached their 
savings goal. Step Ladder also offers financial 
planning and credit boosting services.

The Nude app sets out a financial plan for users to 
achieve their home buying ambitions linked with 
a UK government lifetime ISA savings account. 
Through the lifetime account Nude customers 
also gain access to the 25% savings bonus towards 
buying their first house from the government.

Low-cost credit

Fair4All Finance, alongside Toynbee Hall and 
Fair by Design, are testing a No Interest Loan 
Scheme (NILS) to customers in vulnerable 
circumstances. The project is funded and 
supported by HM Treasury and Fair-4-All Finance 
acts as its coordinator. The loans will be provided 
to customers who are unable to access or afford 
existing forms of credit but who can afford to repay 
small sums including the capital on the loan. They 
will be geographically distributed in 8 regions for a 
period of 2 years.

Little Steps Financing have developed a 0% 
financing product that allows parents to spread 
the repayment of monthly nursery fees (issued as 
individual fixed sum loans) over a maximum period 
of 4 years. LSF are supporting an underserved 
community and provide a solution for parents to 
tackle the increase in cost of living.

Buy Now, Pay Later

Buy Now Pay Later (BNPL) is interest free credit 
that gives consumers the ability to pay for goods 
and services in a fair and transparent way over 
structured repayment periods which tend to be  
a shorter duration (e.g. usually from around 30 
days to 6 months) compared to the majority of 
other credit products and provide a scheduled 
repayment plan. They give consumers the flexibility 
to spread or delay payments, which can be a useful 
tool for people to manage their finances when 
used appropriately. Credit is linked to a consumer’s 
specific purchase, with each transaction individually 
assessed (in contrast to traditional credit cards 
which conduct a one-off eligibility assessment at 
the time a consumer signs up from which a line of 
credit, often in the thousands, is then extended).

By using BNPL instead of interest bearing credit 
cards, consumers are estimated to have saved 
£103 million in interest charges in 2021, according 
to estimates from Bain & Company.15 Regulation, 
supported by the sector, is due to be introduced in 
2023 to provide consistent consumer information 
and protection across Buy Now Pay Later and 
action to tackle the risk that some customers may 
take out interest free loans with multiple firms, 
‘stacking up’ debt.provide consistent consumer 
information and protection across Buy Now Pay 
Later and action to tackle the risk that some 
customers may take out interest free loans with 
multiple firms, ‘stacking up’ debt.

 

Cheaper payments with more control

Open Banking payments offer a newer method 
to conduct Account-to-Account transactions that 
incur less fees, making them cheaper than card 
payments for merchants to adopt. By cutting costs 
for merchants, this can result in cost savings being 
passed on to consumers, particularly in competitive 
markets for higher-value products, such as cars.
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Variable Recurring Payments beyond ‘sweeping’ can 
help customers regain control of finances during a 
cost of living squeeze, for example replacing card-
on-file payments that lead to subscription ‘traps’, 
giving consumers more controllable and flexible 
payment options.

Gambling blocks

In 2018, Monzo and Starling Bank developed a 
new feature that would allow their customers to 
block gambling transactions. Since its launch, 
Monzo’s Gambling Block has been activated by 
over 275,000 customers and less than 10% have 
ever switched it off permanently.16 More and more 
firms are following this lead and have begun 
offering ‘opt-in’ gambling block features.

Monzo has also worked with Open Banking 
providers (Truelayer and Klarna) to pilot the 
first Open Banking powered gambling blocks, 
extending their card block feature to Open Banking 
initiated transfers. This pilot is meeting a growing 
demand as more gambling providers are switching 
to Open Banking payments, meaning more 
customers can benefit from protections provided 
by the Gambling Block feature.

15. Buy Now, Pay Later in the UK

16. Monzo and TrueLayer team up to protect vulnerable customers

https://www.bain.com/globalassets/noindex/2021/bain_report_buy_now_pay_later-in-the-uk.pdf
https://truelayer.com/blog/monzo-truelayer-gambling-block/
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We also spoke to FinTechs about what they 
perceived to be the barriers to doing more to help 
their customers through difficult times. How could 
these barriers be eased to encourage further or 
more impactful contributions to helping people 
through the cost of living crisis? 

Challenges raised included those inherent to the 
nature and characteristics of the FinTech industry. 
For example, FinTechs comparatively do not have 
the legacy of longstanding relationships with 
customers. While this can be a strength, it also can 
inspire caution among customers in considering 
both a firm and technology that are more unfamiliar. 
Innovative technological solutions can only support 
those who are willing to adopt and trust in what 
may appear to be unknown territory. 

Most FinTechs are still in relative infancy compared 
to the more established mainstream banking 
names. Customer reach remains a limitation to the 
extent of the breadth at which FinTech firms can 
roll out and promote solutions. Partnerships remain 
central to the business model of many FinTechs.

Awareness and customer reach

Whilst awareness and uptake of FinTech is 
increasing all the time, people are still not aware 
of all the things that are available - as listed above. 
More could be done to raise awareness and help 
people find the tools available. In terms of trust and 
uptake, large corporations have a powerful role 
to play. Already FinTechs partner with established 
banks and other financial services. Increasingly, 
FinTech solutions are also very relevant to the 
customers of other large corporations, such as 
energy and telecommunications companies and 
retailers. FinTechs can offer plugin ‘white label’ 
solutions for corporates to offer their customers- 
creating a win-win-win for the customers, the 

corporate and the FinTech. Again, awareness may 
be one of the barriers - we need to do more to 
ensure PLCs know what is available and are able to 
easily develop partnerships that fit their business 
and customer base.

Another example is the current level of trust in 
Open Banking – lack of familiarity with the term and 
what this means in practice can limit take up. The 
proportion of digitally enabled consumers using 
Open Banking continues to grow, but this still only 
just reached an estimated 10 – 11% in 2022.17 

Firms we spoke to raised that this is where the 
Government could potentially play a significant role. 
Greater understanding of Open Banking would 
allow people to make informed decisions, taking 
into account how they can get value from their own 
data and helping them to tap into the full potential 
of Open Banking.

Regulatory Barriers

We also asked firms to consider whether there were 
any regulatory barriers holding back the FinTech 
sector from offering greater support.

Regulation protects people and provides a 
framework that gives confidence to people to trust 
financial services firms with their money. However, 
it was noted that a measured approach is required, 
with consideration given to where regulation 
may currently be unnecessarily burdensome or 
unintentionally acting to stifle initiatives intended to 
support customers. 

Regulation can also open up markets and unleash 
innovation, as we have seen with Open Banking, 
which powers many of the solutions described 
above. We also asked firms which regulatory 
changes would do most to help foster an 
environment which enhances the contributions 
FinTechs can make to consumers’ financial lives. 
We have set out some of the key shared barriers 
and areas of opportunity that firms raised.

3. Barriers to success

17. Open Banking Impact Report June 2022 – key insights on adoption and business use - Open Banking

https://www.openbanking.org.uk/insights/open-banking-impact-report-may-2022-key-insights-on-adoption-and-business-use/
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Open data 

Open Banking has enabled customers to give 
their permission to service providers to access 
their banking information in order to provide 
specific agreed services.  As noted above, this 
is enabling better, up to date credit decisioning, 
financial management and budgeting information 
and cheaper payments via VRPs. However, Open 
Banking only covers current account data at the 
moment. Other jurisdictions, such as Australia, are 
well ahead of the UK in terms of the type of data 
available through Open Finance. The UK needs 
more coverage in terms of data from both financial 
and non-financial services. 

As a starting point, regulators could extend existing 
Open Banking rules to a wider range of services.  
The firms we spoke to identified the following 
as priority areas: all savings accounts, credit and 
mortgages. This would enable them to provide a 
far more complete picture of a person’s finances, 
unlocking better information and better tailored 
solutions.  It would enable comprehensive financial 
management tools to help people better manage 
household finances. In the light of the cost of living 
crisis this needs to be advanced as a priority. 

More immediately, regulators could take action 
to extend VRPs in Open Banking to a wider set of 
potential use cases than the “me-to-me payments” 
currently subject to regulatory requirements by 
the Competition and Markets Authority (CMA). 
Extending VRPs, and capping the fees charged to 
release the data, would enable new applications 
in areas such as managing active subscriptions, 
paying energy and water bills, and ecommerce. 
Analysis by Plaid has suggested that this could save 
UK businesses over £1.5 billion annually in payment 
processing fees.18 

Open Banking is currently led by a joint group of 
regulators - the CMA, FCA and PSR - and overseen 
by the Open Banking Entity. The regulators have 
set up a ‘joint committee’ to take forward work 
on Open Banking. Recently the FCA held a policy 

hackathon on extending Open Banking to Open 
Finance. We need faster action on this and a clear 
strategy and leadership across government and 
regulators. Parliament can help too - the Data 
Protection and Digital Information Bill in Parliament 
would enable Ministers to introduce ‘smart data’ 
schemes in other sectors, opening up finance as 
well as enabling access to other consumer data.

Data quality 

Many Open Banking use cases rely on high quality 
and consistent data sets to deliver innovative 
products and services to help with people’s 
finances. Low participation from key Open Banking 
stakeholders, such as data holders, is preventing 
FinTechs from realising their full potential to help 
customers face the rising cost of living. Ensuring 
full participation will improve the quality and 
consistency of data and enable FinTechs to scale 
up the very significant cost savings (of spending 
and borrowing) available to users of Open Banking-
based services. The Open Banking Implementation 
Entity, which oversees Open Banking, also needs 
teeth to enforce this and to be resourced properly 
to ensure service levels are maintained.

Overall, the success of Open Banking and data 
rely on a wider set of stakeholders than just the 
FinTechs facilitating this, even when looking at the 
tools already available. To look at an example, we 
can consider the context of the gambling blocks 
discussed earlier in the report - whereby Open 
Banking can facilitate the roll out of opt-in gambling 
blocks across a consumer’s accounts. This relies on 
banks acting on the information they receive that 
can help support vulnerable consumers (i.e. that 
a gambling block has been initiated). It also relies 
upon Third Party Providers sharing information to 
e.g. identify who is a gambling merchant. For Open 
Banking to reach its full potential, all stakeholders 
need to be open to facilitating these innovative 
solutions by appropriately sharing and acting on 
information.

18. VRP: How Plaid can help you take advantage of a £1.5 billion opportunity

https://plaid.com/blog/vrp-product-launch/
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Digital ID 

Allied to Open Data, we need an approach to data 
that supports the use of citizens’ digital identity in 
ways that protect privacy and enable citizens’ data 
to be used (with their permission) to widen access 
to financial services and enable new data services. 
The notion of a digital ID – or a ‘digital financial 
passport’ – is cited by most campaigners and 
activists in the financial inclusion space as having 
the greatest potential to reduce financial exclusion. 

The Data Protection and Digital Information Bill 
currently before Parliament would establish a 
regulatory framework for the provision of digital 
identity verification services in the UK and enable 
public authorities to disclose personal information 
to trusted digital identity providers for the purpose 
of identity and eligibility verification. This will enable 
the introduction of digital ID schemes, including 
some trust frameworks currently being piloted, and 
should create new opportunities for innovation, 
including easier customer take-on, address financial 
exclusion and provide greater security for existing 
and new products. To support and accelerate this, 
the Government should mandate public sector 
data owners to allow access to their datasets 
for digital ID to trusted digital identity providers 
(with safeguards) – in particular Driver and Vehicle 
Licensing Agency to enable identity verification, as 
well as HM Revenue & Customs and Department of 
Work and Pensions (which can also help build credit 
profiles for people). 

The Data Protection and Digital Information Bill 
establishes a regulatory framework for digital 
identity verification services in the UK. The faster 
this is implemented, the faster it will enable the 
introduction of digital ID schemes. This should 
create new opportunities for innovation including 
easier customer take-on, addressing financial 
exclusion and supporting productivity by providing 
greater security for existing and new products.  

Advice-guidance boundary on debt support 

The FCA regulates what financial advice can be 
provided to consumers and by whom. There are 
significant limits on what unregulated providers 
can do in the way of financial advice.  While this 
protects consumers it also makes advice expensive 
and limits accessibility. The FCA has recently 
recognised that in terms of investment advice, the 
way that the market has developed with regulation 
has meant that only a small percentage of the 
population are able to access advice, while the 
majority of people could benefit from some.  They 
have recognized that enabling more ‘advice lite’ 
would bring significant benefits. 

The same issue applies to debt advice - which 
is specifically relevant to the cost of living. The 
advice-guidance boundary was perceived by the 
FinTechs we spoke to as relatively blurred, creating 
an added concern for firms looking into solutions in 
this space for fear of accidental misinterpretation. 
Clear carve outs that allow the provision of limited, 
and clearly defined as in-scope, advice would 
facilitate FinTechs to provide timely help to those 
slipping into crisis who are unsure of their best next 
steps. This would mirror the options currently being 
considered by the FCA for advice on taking out 
Stocks and Shares ISAs.

For example, this could include informing 
customers which debt they hold is currently costing 
them the most and subsequently could benefit from 
being the first to be paid off. Additionally, the FCA 
agreeing clear guidelines that would enable rapid 
deployment of robo-advice, could help to provide 
free or cheap support for households struggling 
with their finances.
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FCA Innovation Services

The FCA have also recognised the need to 
tackle regulatory barriers to genuine innovation 
that benefits consumers. It is vital that the FCA 
understand’s how and when regulation is impeding 
innovation so that it can evolve with financial 
services rather than holding back progress. 

In light of this, the FCA has pioneered a number 
of world firsts through its Innovation Hub19 services 
which have now been emulated across the world 
and include, the Regulatory Sandbox,  Digital 
Sandbox, Innovation Pathways and the Tech Sprint 
model. 

Since its inception, the Innovation Hub has 
supported hundreds of innovative firms and as a 
result, the FCA are recognised as having set a gold 
standard for regulatory innovation. The Innovation 
Hub continues to welcome applications for the 
benefit of consumers.

Legislation

The Data Protection and Digital 
information Bill

As noted above, the Data Protection and Digital 
Information Bill can support the roadmap for the 
future development of Open Banking plus, through 
adoption of digital ID and the transition to Open 
Finance and Open Data.

The powers included in the Bill allow Government 
departments to establish sector-based Smart Data 
schemes with supporting regulation, to ensure 
consumer and business protection. This is the 
secure and consented sharing of customer data with 
authorised third-party providers. They will also enable 
the Government to require data holders/processors to 
provide customers or their authorised representatives 
with access to data relating to that customer. 

Consumer Credit Act

The Consumer Credit Act sets the rules for most 
retail lending and credit in the UK. HM Treasury 
has recognised that the Act in its current form is 
highly prescriptive and increasingly cumbersome 
and inflexible. Government and the FCA are in 
the process of consulting on their plans for reform 
that will result in a regulatory regime which fosters 
innovation whilst maintaining consumer protection. 

Firms raised to us that many of the prescriptive 
elements of the Consumer Credit Act prohibit 
innovative credit providers from delivering 
a tailored customer journey. The box ticking 
approach of the current rules does not provide 
good outcomes for consumers. For example, 
the Act requires formal letters, with a wording 
prescribed in law, to be sent to customers who fall 
behind on payments and at specified time periods. 
These letters can cause confusion and distress soft 
customers, where clearer, more practical, and more 
timely communication would help deliver better 
outcomes. 

An outcomes-based approach to consumer credit 
would allow firms to consider what is the best 
outcome for consumers who are struggling as 
a result of the rising cost of living. FinTechs are 
primed to improve the customer journey in these 
cases, particularly for those who are likely to be 
facing financial hardship.

Online Safety Bill

The FCA’s Executive Director for Supervision, Policy 
and Competition, Sarah Pritchard, recently warned 
in a speech that economic crime would become 
“even more prolific” as fraudsters attempt to take 
advantage of the cost of living crisis, through 
crimes such as loan fee fraud and authorised push 
payment (APP) fraud.20

19. Our innovation Services | FCA

https://www.fca.org.uk/firms/innovation/our-innovation-services
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This is an area where legislation can support good 
consumer outcomes by ensuring that all actors 
within the fraud ecosystem are incentivised to 
tackle the issues at source. In the case of APP 
fraud, for example, this means that the tech and 
telecommunicationsmunications sector - where 
more than 70% of APP fraud originates - needs to 
have clearer accountability. The introduction of 
the Online Safety Bill is therefore welcome and 
will ensure that there is cross-sector consumer 
fraud protection, so the onus of prevention and 
remediation does not rest solely with the financial 
services sector.

With a joined-up approach across government 
and regulators, the regulatory landscape of the 
UK could be adjusted to foster an environment 
that promotes the creation of innovative tools 
to support consumers, without jeopardising 
consumer protection.  

Though crises can be good for encouraging 
change, regulatory resources are shifted 
to focus on this change and firm resilience, 
leaving little room for the regulator to look at 
novel changes. A key challenge in the coming 
years will be whether there is the regulatory 
bandwidth dedicated to exploring solutions to 
some of the barriers presented.

20. Fighting financial crime – the force multiplier effect | FCA

https://www.fca.org.uk/news/speeches/fighting-financial-crime-force-multiplier-effect
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We noted earlier that during the development 
of this report we met with Citizens Advice. They 
revealed to us the true extent of the pressure 
they were seeing the cost of living crisis put 
on individuals and families, as well as how this 
was reflected in increased demand for support 
that organisations such as themselves provide - 
independent, free, immediate advice.

Citizens Advice came along to our workshops to 
help highlight the scale of the crisis and highlight 
some core issues. The number of people they 
have helped with crisis support in 2022 had 
already exceeded the rate for 2021, 2020 and 2019 
- currently helping two people every minute. As 
Citizens Advice set out the struggle to pay bills, top 
up pre-payment meters and the increasing number 
of people facing a potential risk of homelessness, 
the current pressure on the resources of not-for-
profits was all too evident.

Ultimately the factors driving the cost of living 
crisis are outside of the FinTech industry’s power 
to solve. Through meeting with Citizens Advice, 
the FinTech’s engaged in our workshops began to 
explore options where they may have the expertise, 
skills and technology to support. In particular, how 
leveraging the right kind of technology could have 
significant value in helping to take pressures off of 
advisers. 

Firstly, it was considered whether a tool could help 
to triage the inflow of clients, determining those in 
crisis and ensuring easy access to direct support 
with an adviser, while also providing a means to 
support those able to self-serve. A common way 
for people to get advice from Citizens Advice is 
through their website. A tool that could help people 
on their first visit and direct them to the appropriate 
service, could enable Citizens Advice to help more 
people.

4. What could FinTechs do next?

Secondly, where clients are in need of direct 
support from an adviser, the process would be 
easier if the client understood and had collected 
all the necessary information before meeting the 
adviser. Workshop attendees identified potential 
value in a tool which could package up relevant 
financial information. Advisers could then swiftly 
tailor advice to individual clients shortening the 
advice process.

Not-for-profit Tech Sprint

It was concluded that development of the tool 
could be explored further through forming a 
consortium of firms which could voluntarily commit 
to exploring a solution through an industry tech 
sprint, with an objective of building a tool to help 
Citizens Advice navigate the increasing demand on 
their services and provide more crisis support to 
the growing number of people in need.

The first step would be a discovery phase in 
which Citizens Advice and the consortium would 
explore the needs of clients, advisers and other 
stakeholders and understand the technical 
opportunities and barriers to overcome. If this first 
phase is successful then the intention would be to 
move to scoping and development of a tool.
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Phase 1: Discovery

• Engage with not-for-profit to determine:

 − Pressure points and current issues.

• Explore types of solution. 

Phase 2: Scoping

• Confirm interested FinTechs which could form part of the Consortium.

• Agree objectives and finalise initial proposal for what could be developed – 
specifying what to do now, do later and what to park.

• Skills mapping to determine what needs to be provided by firms.

• Consider other partnerships which could support a tools development and/
or promote the ultimate output.

• Engage with not-for-profit to determine:

 − Current technology and resource capability.

 − Client journey mapping.

 − Understanding how the organisations systems currently work.

 − Limitations – for example appetite for directing to trusted apps.

Phase 3: Commitment 
& Action 

• Two-day tech sprint to cement the proposed plan, workshop how this could 
be built and confirm next steps.

• All firms articulate their commitment to the programme, reflecting what 
they are well placed to cover from the skills map or willing to contribute to 
resourcing gaps.

• This could include committing resource, for example pledging an engineer 
for 3 days per month, for an initial three-month period. 

• Output is the delivery plan.

Phase 4: Delivery 
& follow up

• Practical development of the tool.

• This will also include consideration as to how the tool can be embedded to 
ensure the organisation is able to sustainably operate and maintain the tool 
going forward.
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FinTechs are already offering innovative solutions 
and tools to support customers through the cost of 
living crisis. From democratising financial advice to 
building budgeting and switching tools, FinTechs 
are developing new services and enhancing 
customer experience, helping consumers make 
good financial decisions. 

As we look ahead at how this role will continue to 
develop, close collaboration between regulators, 
government and the industry will be invaluable to 
lifting the barriers to success. This could accelerate 
the positive role FinTechs provide to consumers’ 
financial lives. 

For now, the power in the FinTech industry lies in its 
ability to come together in support of consumers 
and the willingness to collaborate as a force for 
good. The current offering from FinTechs, whether 
this be driven by individual firms or directed by an 
industry consortium, is impressive. However, there 
remains potential still to be tapped through the 
continued collaboration across the industry, and 
the right buy-in across government and regulators 
to support an environment in which this innovation 
can accelerate.

The Issue The Action Who?
Amplifying 
Current 
solutions

Raising awareness 

of FinTech 
solutions

People don’t know what 
is available

Publicise the many 
FinTech solutions

Media and consumer 
money advice

Increasing access 
via corporates, 
utilities and 
Financial 
institutions

More companies with 
large customer bases 
could plug in FinTech 
solutions to help their 
customers

Encourage partnerships 
between fintechs and 
large corporations

Finance and business 
figures to convene and 
connect FinTechs and 
PLCs

Unlocking 
new 
solutions

Expanding Open 
Finance

Open Banking provides 
only a partial picture of 
people’s finances

Extend Open Banking 
to other finance and 
other services. Priorities 
include savings, 
mortgages and credit. 
And extending VRPs 
applications

The regulators – 
CMA, FCA, PSR. And 
parliament (through 
data protection and 
Digital Information Bill)

Expanding Open 
Finance

‘Digital ID’ – a digital 
passport for financial 
services, would enable 
people to manage their 
own data and better 
access financial services

Parliament to pass digital 
ID provisions in the Data 
Protection and Digital 
Information Bill

MPs and House of 
Lords. UK Government

Enabling robo-
advice

Rules on debt advice 
rule out unregulated 
provision of advice and 
are ‘grey; about what is 
and isn’t permitted

Clearer and wider 
permissions for robo 
debt advice, to enable 
more people to access 
advice

The FCA

Increasing 
not for 
profit 
capacity

Digital tools to 
enable Citizens 
Advice and 
others to manage 
huge increase in 
inquiries

Citizens Advice 
manually conduct, a full 
assessment of clients’ 
finances to provide 
advice – taking up 
adviser time

Explore an automated  
tool to help clients build 
a picture of their finance

FinTechs to volunteer 
engineers and others 
to explore a sustainable 
diagnostic tool

5. Summary: ‘Shifting the dial’ - six actions to unlock 
significant FinTech help
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Innovate Finance is the independent industry body 
for UK FinTech.

Our mission is to accelerate the UK’s leading role in 
the financial services sector by directly supporting 
the next generation of technology-led innovators to 
create a more inclusive, more democratic and more 
effective financial services sector that works better 
for everyone. 

Innovate Finance’s membership and partnership 
community ranges from seed stage startups 
to scale up and high growth FinTechs; from 
multinational financial institutions to big tech 
firms; and from investors to global FinTech hubs. 
Innovate Finance supports our members and the 
wider financial innovation ecosystem by promoting 
policy and regulation that allows innovation to 
thrive, encouraging talent, diversity and skills into 
the sector, facilitating the scaling journey, fostering 
business opportunity, partnerships and domestic 
and international growth, and driving capital into 
UK FinTech.

By bringing together and connecting the most 
forward-thinking participants in financial services, 
Innovate Finance is helping create a financial 
services sector that is more transparent, more 
sustainable and more inclusive.


