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Number One Consumer Fear  

What are you most at risk from 
image ? 

What is the 
number one 

consumer 
fear in        

the UK?  

73% of respondents said it 
was biggest concern   

Identity  
Theft  
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A question we ask?  

How many unique passwords do you think 
you use in your everyday life today? 



Copyright 2013 © Sabio  All rights reserved 

My security map 

Personal 
 
Current Account 
Credit Card 
Insurer (x3)  
Mortgage Provider  
Merchant Security 
(Visa)  
Pension Providers  
* 5 
Inland Revenue 
Local Authority 
Government Portal   
Telecoms  
BT Television 
Electricity Supplier 
Portal  
Airline Clubs 
Airport parking  
Health insurance  
Life Insurance 

 

Work 
 
Network Domain 
CRM System  
HR System  
VPN Access 
Information Portal  
Professional Body 
Partner Websites *  
Document & Drive  
Payslips  
Salesforce 

Temporary 
 
Documents 
Bookings 
References 
Ticket Collection 
Fine Reference  

Devices & 
Technology 
Work PC 
Home PC 
E-mail * 2 
OpenZone 
Work Handset  
Conference 
Bridge  
Voicemail  * 2 
Mobile Phones 
IPAD  
Router  
Facebook 
LinkedIn 
Twitter 
Itunes 
Ringo 
Amazon  
 
 

98 98 passwords or access codes in use today 

Access 
 
Home building  
Work Access 
OOO Code  
Parking Barrier 
Marina 
Marina Electric 
Gym Card  
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Consumers at risk 
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Sabio research 
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Over 50 news articles published 
on the research so far  

Broadsheets keen focus on this 
subject  

Driven by consumer fear  

Riding on the mistrust of  
Financial Services organisations   
 

Consumer interest in subject is high 



Copyright 2013 © Sabio  All rights reserved 

Core conclusions 

We Don’t Keep 
Data Secure 

Broken Trust 
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2QOLQH�SD\PHQWV�
VHFXUH�VLWH

:HE�FKDW�
FRQYHUVDWLRQ

&DUG�GHWDLOV�VHQW�
YLD�HPDLO

&KLS�Q�SLQ��
LQ�VKRS

6PDUWSKRQH�DSS6SHDNLQJ�WR�DQ�
DJHQW�LQ�D�FDOO�
FHQWUH�LQ�WKH�8.

6SHDNLQJ�WR�
DQ�DJHQW�LQ�DQ�

RYHUVHDV�FDOO�FHQWUH

18%

12%

5%
2% 2% 2% 1%

How confident are you making 
payments with these channels? 

 
 

 of people are concerned about credit card payments in UK call centres! 

95% 
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Core conclusions 

Access Control Is 
Tough 

We Don’t Keep 
Data Secure 

Broken Trust 
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3 in 4 are concerned about ID security 

26%

52%

19%

2%

23%

51%

22%

3%

22%

54%

21%

3%

0%

10%

20%

30%

40%

50%

60%

70%

Very 
concerned

Fairly 
concerned

Not very 
concerned

Not at all 
concerned

16-34 35-54 55+

Overall: 
 
24% very concerned 
 
53% fairly concerned 
 
21% not very 
concerned 
 
2% not at all 
concerned 

% of different age groups who are concerned about ID security related to technology use 
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Do you know it is really me? 

worry about security 
over the phone

2:5 6 million
have stopped using 

an organisation 
because of poor 
security in its call 

centre

say criminals likely to 
target agents

1:2
suspect identity 
fraud caused by 

organisations 
misplacing customer 

personal data

63%



Copyright 2013 © Sabio  All rights reserved 

But why do you make it so hard? 

1:2
frustrated with agent 

 if they have  
security/ID problems

1:2
say it takes too long 

to identify me

1:2
organisations ask for 
security details when 

there is no need

60%
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How do people see security? 

More Risky 

More Frequent 

Chip & PIN 

Work Login 

Bank Password 

E-mail 

Mobile Phone Account 

Internet Shopping Facebook 

Gate Code 
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So people cheat ☺ 

9% 8% 8%
4% 3% 1%

RQ�D�3&�
RU�WDEOHW

ORFNHG�XS 1RWLFH�
ERDUG

RQ�D�VKHHW�
RI�SDSHU

86%RQ�P\�
SKRQH

3RVW�LW

<1%

3XUVH���
ZDOOHW

21%

10%

LQ�D�VSHFLDO�
QRWHSDG
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In truth, it’s a trade off 

security

ease 
of use
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Verification approaches used 

Open Wallet 

Secret Question 
Answer 

Telephone PINS 

Secret Password 
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Everything is a compromise 
Open Wallet 
•  Most common 

•  Normally easy to use 

•  High pass rates 

But 
•  Easy to impersonate 

•  Open to agent 
judgement 

•  Incorrect data causes 
issues 

•  Same data – many 
organisations 

Secret Password 
•  Secure 

•  Easy to block if needed 

 

But 
•  Increases AHT 

•  Callers forget 

•  Too many passwords 

•  Forced changes  

•  Password structure 
constraints 
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Results in  

Normal 
Agent time 
to identify 
between  

10 and 60 
seconds 

Customers 
often get 

frustrated 
with having 

to remember 
things 

Excessive call 
handling and 

frustration 
when data is 
forgotten, or 

wrong 

Expensive 
password / 

details 
recovery 

Lost 
business 

when 
customers 
give up!   
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Impacts everyone! 

“Going through password hell. The 
day is coming when you'll need a 
password to use your password.”    
 

Gary Lineker, August 2013 
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Its broken really! 
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Can biometrics help? 

ease 
of use

highly 
secure

asked for 
information you 
already know

check against 
data that is you!
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One more stat ☺ 

say a voice biometrics 
system that recognises 

your voice and confirms 
your identity would be 

reassuring

73%
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