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Agenda

1. Ethical concerns have entered mainstream awareness
2. Ethical concerns are a substantial business opportunity
3. There is a gap between what consumers say and do: 

the conflicted consumerthe conflicted consumer
4. Why conflicted consumers buy from companies they 

believe unethical
5. What shapes consumer opinion?
6. What should businesses do about conflicted consumers 

to make them satisfied consumers?
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Substantial business opportunity

• Market worth £24.7 billion per year
• 30% say they care about companies 

policies and record on social responsibility
B t thi l d t l hi• But ethical products rarely achieve more 
than 3% market share

• So, why the ‘ethical gap’?

Source: Co-operative Bank Ethical Purchasing Index (EPI) published 29 December 2004



Study of corporate ethical reputations



47%
bought from companies they

Conflicted Consumers

bought from companies they 
considered unethical

Base: All respondents (369) 
Source: Fraser Consultancy Ethical Study conducted by ID Factor May 2005



What makes a company unethical?

“The company doesn’t care enough 

Conflicted Consumers

p y g
about the environment”.

Base: All respondents (369) 
Source: Fraser Consultancy Ethical Study conducted by ID Factor May 2005



Conflicted Consumers

What makes a company unethical?

“The company exploitsThe company exploits 
its workforce”.

Base: All respondents (369) 
Source: Fraser Consultancy Ethical Study conducted by ID Factor May 2005



“There is no alternative”.

Why do conflicted consumers buy?

Base: 175 respondents who bought from their least ethical co.
Source: The Fraser Consultancy, Ethical Study, May 2005



“Convenience”.

Why do conflicted consumers buy?

Base: 175 respondents who bought from their least ethical co.
Source: The Fraser Consultancy, Ethical Study, May 2005



“Because my kids like their 
products”

Why do conflicted consumers buy?

products”.

Base: 175 respondents who bought from their least ethical co.
Source: The Fraser Consultancy, Ethical Study, May 2005



“I think their competitors behave 
just the same”

Why do conflicted consumers buy?

just the same”.

Base: 175 respondents who bought from their least ethical co.
Source: The Fraser Consultancy, Ethical Study, May 2005



What shapes consumer opinion?

23%

18%

15%

A news item on television

The company’s shops or outlets

Advertising or promotion for the product or service

23%

19%

10%

33%
An article in a newspaper or journal or magazine

Something a friend or colleague has told you about the company

A film at the cinema or on DVD

A documentary programme on television

Base: All respondents (369) 
Source: Fraser Consultancy Ethical Study conducted by ID Factor May 2005



28% had discussed the ethics of their 
worst offending company in last 

month…

What shapes consumer opinion?

…61% were left with a worse opinion,
14% with a better one.

Base: All respondents (369)
Source: The Fraser Consultancy, Ethical Study, May 2005



“If the company was honest about 
their past behaviour and made

What shapes consumer opinion?

their past behaviour, and made 
visible attempts to change for the 

better”.

Base: 193 respondents who do not buy from their least ethical co.
Source: The Fraser Consultancy, Ethical Study, May 2005



“If the company spent money 
di tl th bl it h

What shapes consumer opinion?

directly on the problems it has 
helped to create”.

Base: 193 respondents who do not buy from their least ethical co.
Source: The Fraser Consultancy, Ethical Study, May 2005



What should business do?

1. Research
2. Be honest
3. Stick at it
4. Be able to justify
5. Indentify influentials





37% thought Shell didn’t care 
enough about the environmentenough about the environment 

versus 17% for BP.

Source: Fraser Consultancy Ethical Study conducted by ID Factor May 2005



Thank you

karen@fraserconsultancy.com
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