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About Personal Tax Customer & Strategy (PT C&S) 
 
Personal Tax Customer & Strategy works with colleagues in Personal Tax and across HMRC 
to help develop our approach to implementing the customer centric business strategy. We 
use customer insight to help PT design, deliver and operate services for individual customers 
which 
 

• improve customer experience  
• maximise tax yield  
• ensure that those who need help get the support they need, when they need it 
 

PT C&S also has a corporate role, to manage the relationship with the voluntary and 
community sector on behalf of HMRC  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
© Crown Copyright 2013 - Published by Her Majesty’s Revenue and Customs.  
Disclaimer: The views in this report are the authors’ own and do not necessarily reflect 
those of HM Revenue & Customs. 
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Research requirement (background to the project) 

Modified inserts to the NI Class 2 Payment Request have been developed, which 
emphasise the ‘tell us if you’re no longer self employed’ message. The aim of this research 
was to identify potential alterations of the current insert from these modified inserts that will 
increase both payment of Class 2 NICs, as well as customer reporting of cessation of self 
employment, in order to drive the following benefits: 

• Increase the number of customers paying their Class 2 NICs if they owe them 
• Future print and production savings as a result of a reduction in the volume of Class 

2 Bills issued 
Further, the research aimed to establish: 

• Respondents’ understanding, perceptions, and responses generated by the Class 2 
NICs Payment Request. 

• Assess respondents’ understanding of National Insurance Contributions 
 

When the research took place 
Research was conducted online from the 20th December 2012 to the 2nd January 2013. 
 

Who did the work (research agency) 
Research was conducted by TNS BMRB. 
 

Method, Data and Tools used, Sample 
Research was conducted with members of the general public under state retirement age 
(men aged 16-65, women aged 16-63) who were either currently self employed or had 
previously been self employed in the past 6 years. These respondents were contacted via 
LSR online access panel1.  
 
A total of 605 interviews were conducted, most (91%) were currently self employed. 
Respondents completed the survey online. As part of the survey, respondents were shown 
the National Insurance Class 2 Bill and asked how they would react to the communication 
and to comment on which parts were easy or difficult to understand. Respondents were 
randomly assigned to see one of the four different inserts being tested (including the 
current version), and were shown a different letter as appropriate depending on whether 
they were currently or previously had been self employed.  
 
Respondents were shown the letter and insert and initially asked to read through it, before 
being shown the letter and insert again and asked to highlight areas that they considered 
either helpful or difficult to understand and indicate why that was the case. They were also 

 
1  The panel is run by Lightspeed Research, a sister company within the Kantar group 
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asked a series of questions to determine how they would respond to the communication 
and views on the communication more generally. 

 
Main Findings 

Overall, no one insert was a clear winner, with results fairly similar across all inserts 
respondents were shown. The communication would prompt most to take action (only 10% 
would do nothing) and just under half (between 43% to 49%) would make a payment, while 
others would contact HMRC or contact their accountant. All inserts were generally 
considered clear and were well received, with hotspots mostly found helpful. All 
communication scored fairly positively in terms of effectiveness in providing information; 
respondents confidence that the correct action would have been taken, and the impact on 
perception of HMRC. 
  
The more concise, simpler messages on the Rip and Hand inserts were generally 
perceived to be more helpful and more easily understood by respondents. The more visual 
‘single message’ of these Rip and Hand inserts pages also had a slightly stronger impact, 
and gave respondents a slightly more positive view of HMRC. 
 
Most respondents saw the main purpose of the communication as instructing them to make 
a payment, with no significant difference between those currently or previously self 
employed. However, roughly a quarter did not report this as a message across all inserts. 
 
There were no significant differences in scores between the four inserts, although the 
message - that they had to make a payment - came through slightly (but not significantly) 
more strongly as the main message of the communication with the Current insert. Results 
seem to support the view that the single, same message inserts reinforced the main 
message and encouraged action to be taken; with the ‘make a payment’ message coming 
through most strongly overall for the Hand insert.  
 
Respondents who claim they don’t currently pay National Insurance 
Just under two in 10 respondents (17%) reported that they don’t currently pay National 
Insurance. One reason for this may be that these respondents are earning under the 
threshold for paying National Insurance, for 2012/13 that threshold is £5595. 58% of this 
group are earning less than £10,000. 
 
Knowledge of Class 2 National Insurance 
Two thirds of respondents currently recognised that paying Class 2 NICs enables them to 
draw a state pension.  Under half (44%) felt it allowed them to claim benefits if they were 
unable to work, but 29% incorrectly thought that paying Class 2 NICs enabled them to 
claim unemployment benefits (in total, 24% believed paying Class 2 NICs allowed them to 
claim benefits if unable to work and claim unemployment benefits).  Only 15% of 
respondents recognised that paying Class 2 NICs enables them to claim maternity 
allowance (with women making up 85% of those who recognised this applies to Class 2 



HM Revenue & Customs     Behavioural Evidence & Insight Team 
  Version: 2.0 

  NI Class 2 Payment Request and Insert 
 

Unclassified 3/E03, 100 Parliament St. London, SW1A 2BQ 
 6  

NICs) and 11% correctly reported that paying Class 2 NICs would allow their family to 
claim bereavement benefits. 
 
The remainder of this report documents the performance of the four inserts tested in more 
detail. 
 
Current insert page 
This insert seemed to create the most confusion with respondents, although it did also 
have the highest number of hotspots compared to other inserts, and so there was more 
room for confusion. 
 
Hotspot 13 (when Class 2 NICs are due at a higher rate) created the most confusion with 
21% finding this difficult to understand – although conversely 17% found this hotspot 
helpful. Hotspot 15 (small earnings expectations) was seen as the most useful hotspot, 
with a more positive reaction here than for the same hotspot in the text only insert.  
 
A relatively high proportion of respondents encountered difficulty understanding hotspots 
26-30. In particular hotspot 28 (When you pay), also appeared on the Rip inserts and this 
simpler, bullet pointed message was more easily understood in the Rip version rather than 
the Current version. Of those seeing the Current inserts, 11% encountered difficulty with 
understanding this message (and 16% found it helpful); whilst amongst those viewing this 
message on the Rip inserts only 4% encountered difficulty and 26% found it helpful.  
 
The Current insert was most effective in bringing out the main message ‘To tell me that I 
have to make a payment’ with 61% who saw this insert reporting this was the 
communication’s main message. Sixty-three percent of respondents also picked up on the 
secondary message ‘to educate me about National Insurance Contributions’. When viewing 
the Current insert, 45% of respondents would take the correct action of making a payment, 
while seven percent would take no action. 
 
Text only insert page 
All hotspots on the Text insert were seen as helpful more often than they were seen as 
difficult to understand by respondents. Hotspot 15 (small earnings exception) was most 
frequently seen as helpful (by 31% of respondents), but the wording was considered more 
difficult to understand by respondents viewing this insert compared to those who saw the 
hotspot on the current insert.  
 
52% of respondents felt that ‘to tell me that I have to make a payment’ was the main 
message for this insert, with a further 18% feeling this was the secondary message. 
Generally, all potential messages were selected slightly less often for this inserts page, 
perhaps a result of there being no option to select a ‘pay by Direct Debit’ message, which 
was the key focus of this insert. Forty-six percent of respondents viewing this statement 
would take the correct action of making a payment, while seven percent would take no 
action 
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Rip image insert page 
There was very little difficulty with any of the hotspots on the Rip insert. In particular, 
hotspot 14 (changes to circumstances) came through as most helpful in this insert 
compared to all other inserts (44% found it helpful and 1% encountered any difficulty, with 
little difference by employment status). In part, at least, this reflected that it was the key 
message of the insert, as the Hand insert which used the same, more concise wording was 
not as well received.  
 
This insert had the most amount of people (33%) reporting they were very confident they 
would take the correct action, 46% would have taken the correct action of making a 
payment, with just four percent taking no action.  
 
Perception of HMRC was slightly stronger for this insert and the Hand insert compared to 
the current and text inserts (significantly so compared to the text insert). The message of 
the communication ‘to tell me that I have to make a payment’ came through fairly strongly; 
54% saw this as the main message with 15% seeing it as a secondary message. Slightly 
more respondents (30%) saw ‘to prompt me to contact HMRC about my employment 
status’ as one of the key messages for this insert compared to others; reflecting that this 
was a key communication on the insert. 
 
Hand image insert page 
As with the Rip insert, there was very little difficulty with any of the hotspots for the Hand 
insert. Hotspot 36 (How to pay) was seen as particularly helpful in reinforcing the main 
message that the bill had to be paid.  
 
This insert had the most amount of people (70%) reporting they were very or fairly 
confident they would take the correct action on receiving this insert: 52% reported they 
would have taken the correct action of making a payment, and five percent reported they 
would have taken no action. 
 
 As reported for the Rip insert, perception of HMRC was slightly stronger for this insert 
compared to the current and text inserts. The message of the communication ‘to tell me 
that I have to make a payment’ came through the strongest for this insert with a total of 
77% seeing this as a main or secondary message. 
 

Appendix 
The following images display the pages with the hotspots marked. 
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