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Overview of Financial Services Survey

We surveyed a total of 300 consumers that use the web to research 
and/or purchase Financial Services

• A custom survey instrument (i.e. questionnaire) was developed to
measure respondents’ use of the web, and search engines in 
particular, for researching and purchasing Financial Services

• The survey was conducted online, through a web-based 
interviewing process, in August 2004

• Our sample is evenly distributed across all age groups and genders

• Respondents were recruited through a variety of methods: web 
advertising, permission-based databases, public relations, 
telephone recruitment, partner-recruited panels, and alliances with 
heavily trafficked portals

• The survey was designed and administered by Media-Screen, an 
independent strategic market research firm, with sampling and data 
collection provided by Insight Express

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Executive Summary

• The Web is the most preferred way for Google users to learn about 
Financial products and services, topping all offline methods by a 50% 
(online) to 24% (local branch) margin

•Google users go online to purchase a wide array of Financial products 
and services; 76% of Google users have researched online banking, 
while 58% have researched credit card related services and 
information

•Search engines play a significant role in helping consumers find more 
(60%) or new information (59%) about Financial products and 
services 

•Google users purchase Financial products and services online (51%) 
as well as offline (43%), such as at a branch location

•74% of Google users return to a selected Financial Services 
institution for additional products and services
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Financial Services and Consumer Online Activity

25%

33%

51%

53%

60%

71%

0% 10% 20% 30% 40% 50% 60% 70% 80%

Purchased an Financial Services product, service or
information offline after researching it online

Purchased an Financial Services product, service or
information online

Returned to the site where you purchased a product,
service or information to check account or contact

customer support (e.g. investor site)

Became aware for the first time of a new Financial
Services products, services or information

Compared prices on an Financial Services product,
service or information

Used the web to learn more about a new Financial
Services product, service or information that you heard

about elsewhere

Q. Have you ever done any of the following online? (Please select all that apply.)

Google
Users

Nearly 3 in 4 Google users have gone online to learn more about 
Financial products and services

N=174

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Purchase of Financial Products and Services

Google
Users

76%

58%

51%
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40%

29%
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None of the above

Other (Please Specify)

Brokerage and Investing (i.e., online stock trading)

Mortgage (i.e., new home mortgage, refinance, line of
credit)

Insurance (i.e., home, life, renters, etc)

Taxes (i.e., find tax forms and information, file taxes)

Credit Card (i.e. apply for new card, transfer balance to
another card, comparison shop card rates)

Online banking (i.e., checking, savings, bill pay)

Google users go online to purchase a wide array of Financial products 
and services; 3 in 4 Google users have researched Online Banking

Google
Users

N=174

Q. You indicated that you have researched or purchased Financial Services products, services or 
information online. What kinds of items did you research or purchase? (Please select all that apply.)

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Role of Search in the Financial Services Buying Cycle
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Other (Please Specify)

None of the above

Purchase an Financial Services product, service or information offline,
after researching it online

Purchase an Financial Services product or service online

Return to the site where you purchased a product or service to check
account or contact customer support

Compare prices for an Financial Services product or service

Find out about new Financial Services products, services or
information (e.g. check rates, compare banking products)

Learn more about a new Financial Services product or service that you
heard about elsewhere for example, at a branch, through a friend, or in

an advertisement

Google
Users

Search engines play a significant role in helping consumers find more 
information about Financial products and services

N=174

Q. Which of the following activities do you use a search engine to help you to do? (Please select all 
that apply.)

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Search Engines and Financial Web Sites
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None of the above

Other (Please Specify)

Brokerage and Investing (i.e., online stock trading)

Mortgage (i.e., new home mortgage, refinance, line of
credit)

Insurance (i.e., home, life, renters, etc)

Taxes (i.e., find tax forms and information, file taxes)

Credit Card (i.e. apply for new card, transfer balance to
another card, comparison shop card rates)

Online banking (i.e., checking, savings, bill pay)

Google
Users

Search engines play a significant role in helping consumers find
company websites for a range of Financial products and services

N=120

Q. What kinds of sites for Financial Services products, services and information have you used a 
search engine to help you find? (Please select all that apply.)

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Consumers Search For Online Banking Websites 
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Other (Please Specify)

Google
Users

N=81

Q. You indicated that you have used a search engine to locate sites for Online Banking products, 
services and/or information. Which of the following sites have you used a search engine to help you 
find? (Please select all that apply.)

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Consumers Search For Mortgage Websites
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Household Finance (including Beneficial.com)
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LendingTree

Google
Users

N=44

Q. You indicated that you have used a search engine to locate sites for Mortgage products, services 
and/or information. Which of the following sites have you used a search engine to help you find? 
(Please select all that apply.)

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Consumers Search For Credit Card Websites
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Google
Users

N=66

Q. You indicated that you have used a search engine to locate sites for Credit Card products, services 
and/or information. Which of the following sites have you used a search engine to help you find? 
(Please select all that apply.)

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Consumers Search for Brokerage and Investing Websites
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Google
Users

N=31

Q. You indicated that you have used a search engine to locate sites for Brokerage and Investing 
products, services and/or information. Which of the following sites have you used a search engine to 
help you find? (Please select all that apply.)

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Consumers Search for Insurance Websites 
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Google
Users

N=45

Q. You indicated that you have used a search engine to locate sites for Insurance products, services 
and/or information. Which of the following sites have you used a search engine to help you find? 
Please include home, life and/or renters insurance. Please DO NOT include auto insurance. 
(Please select all that apply.)

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Consumers Search For Tax Websites
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Google
Users

N=53

Q. You indicated that you have used a search engine to locate sites for Tax products, services and/or 
information. Which of the following sites have you used a search engine to help you find? (Please 
select all that apply.)

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Search Engines and Consumer Purchase Behavior

Searchers purchase Financial products and services online as well as 
offline, such as at a branch location

22%

43%

51%

0% 10% 20% 30% 40% 50% 60%

Purchased product over
phone

Purchased product offline at
a branch location

Purchased product online

Google
Users

N=120

Q. After using a search engine to help you find a website for Financial products, services and/or 
information did you eventually purchase products either online or offline at a branch location or by 
phone? (Please select all that apply.)

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Financial Research Methods and Consumer Preference

The Web is the most preferred way to learn about Financial products 
and services, topping all offline methods

50%

24%

12%

6%

4%
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Telephone

Private banker

Direct mail

Local branch

Web/online

Google
Users

N=174

Q. How do you prefer to learn about and/or purchase Financial products, services and information?

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Searchers and Loyalty

5%

21%

74%

0% 10% 20% 30% 40% 50% 60% 70% 80%

LESS LIKELY to return for
other products/services

NEUTRAL Neither more nor
less important

MORE LIKELY to return for
other products/services

Q. After you select a financial services provider, are you more or less likely to go back to that financial 
institution for other products, services or information in the future?

Google
Users

Nearly 3 in 4 Google users return to a selected Financial Services 
institution for additional products and services

N=174

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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Searchers and Total Value of Investments

Half of all Google users have investments totaling under $25K; two in 
five have investments between $25K and $50K
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Google
Users

N=174

Q. Approximately what is the total value of your investments, not including real estate?

Source: August 2004 Google Financial Services Consumer Survey, conducted by Insight Express
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