Compare the Market – Written evidence (CIM0041)
Compare the Market submission to the House of Lords Financial Services Regulation Committee’s Call for Evidence into ‘the regulation of the consumer insurance market’
Introduction
This document represents Compare the Market’s (‘CtM’) written evidence for the House of Lords’ Financial Services Regulation Committee’s Inquiry “Regulation of the consumer insurance market”. We are aware that the Digital Comparison Association (DCA) of which we are a member firm has submitted an industry body response. However, this response is in CtM’s sole capacity.
CtM is one of the UK’s leading Fintech companies and digital comparison sites, and our core purpose is to make great financial decision making a breeze for everyone. Our services empower people to access great deals and secure a positive outcome for
themselves across insurance, utilities and money products.
Our reach across the UK is tremendous: in the last three years, 70% of the 28.4 million households in the UK have accessed our services. We generate approximately 8.8 billion quotes for 34 million consumers, delivering a total cumulative saving of £2.4 billion. As cost of living challenges persist and inflationary pressure feeds into the supply chain following elevated energy prices in the first half of this year, it’s more important than ever that once a consumer has established what level of cover meets their needs, that they are able to buy it at the most competitive price. People use us when they take a product for the first time and at renewal when they are considering whether they switch. CtM are only paid when a customer actually buys a product distributed through our site.
As a distributor operating through digital comparison journeys, we recognise the important role that firms play in presenting information in a way that supports customer understanding, effective decision-making and good customer outcomes.
We are grateful for the opportunity for our CEO, Mark Bailie to appear before the Committee to provide oral evidence on 15 July.






Key messages
Comparison websites are a force for good in the consumer insurance market. CtM helps consumers access choice, competition and value at scale.
We fully agree that price alone is an insufficient proxy for value. Consumers need to be able to understand the quality of cover, key limitations and, where available, evidence of claims performance.
CtM is a regulated firm and seeks to act as an active control point in the distribution chain, not simply as a price-driven marketplace. We present products that meet customers’ stated criteria, surface the best-priced products available to them, and use product governance, fair value assessment and targeted interventions to help prevent foreseeable harm. Where products or customer journeys do not meet our expectations, we take action.
We believe that the Consumer Duty is working. Properly applied, its principles-based and outcomes-focused framework gives firms the flexibility to respond to changing circumstances while maintaining clear accountability for good consumer outcomes. We do not believe that more prescriptive rules necessarily produce better results; in some cases, they can lead to “tick box” compliance and unintended consequences.
Consumer understanding is central to our approach. CtM uses plain English, layered information, decision-point prompts and test-and-learn activity to help customers understand what they are buying. We have also introduced practical interventions such as Product Guardianship, defaulted answer reviews, targeted excess warnings and the removal of poorly understood questions where they risk undermining good outcomes. We are active participants in the FCA’s Consumer Understanding Working Group and are contributors to the ABI’s planning for a campaign to assist Consumer Understanding of the fundamentals of general insurance products.
There remains areas where the market can work better. In particular, consumers would benefit from clearer IPIDs (Insurance Product Information Documents), drawing out key exclusions more clearly and being clearer as to what is standard and what is an add on, and more meaningful, standardised and current claims data from insurers.
We also believe the regulatory framework must respond urgently to the use of unregulated large language models in financial decision-making. LLMs are already capable of giving consumers what appears to be financial advice, but without the safeguards, accountability or redress routes that apply to regulated firms. There is a current and growing risk of harm, particularly for vulnerable customers including those with more limited financial literacy. This concern is now substantiated by the FCA's own commissioned review. The Mills Review, published in July 2026, recommends that the FCA launch an urgent review of general-purpose AI tools operating outside the regulatory perimeter.
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