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CHOICE is part of a wider consumer 

movement



We rely on behavioural economics

Recent key studies: 

● Disclosure documents don’t help people find better insurance - Financial 

Rights Legal Centre with Monash Professors Justin Malbon and Harmen 

Oppewal

● Cooling-off periods for consumers don’t work - Consumer Action with Deakin 

University Professor Paul Harrison 

● Confident, but Confounded: Consumer Comprehension of 

Telecommunications Agreements - ACCAN with Deakin University Professor 

Paul Harrison, Laura Hill and Charles Gray

http://financialrights.org.au/disclosure-documents-dont-help-people-choose-better-insurance-ground-breaking-research-finds/
https://policy.consumeraction.org.au/2016/11/29/cooling-off-periods-consumers-dont-work-study/
https://accan.org.au/our-work/research/1307-confident-but-confounded


But can’t engage with research as much as we’d like



Advocating for industry and government to test 

disclosure interventions 

Problem: ownership influences mortgage broker recommendations.

● Brokers send 80% of borrowers to four preferred lenders

● CBA received 37.3% of Aussie Home Loans (owned by CBA); its overall 

market share is 20.9%.

Solution (that industry could stomach): Mortgage broker groups have committed 

to disclosing ownership. Industry now carrying out customer testing of disclosure 

formats and standards



Adding B.E.(ish) data to debates where we can

Health insurance disclosure 

UX insights

Survey data



Challenge - we’re one voice in the policy process

● Industry opposition given greater weight than independent evidence. 

● Conflicted evidence not critiqued - the policy cycle model applied uncritically 

let’s industry groups buy evidence and results. 



That’s how we get outcomes like this….

Current PHI disclosures - one page Proposed new disclosure - four pages
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