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Setting the direction in retail payment
needs facilitating a social dialogue between stakeholders

Provide information and tools!
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WHAT ROLE CAN AUTHORITIES PLAY?

Monitor market developments, provide analyses,
including payment statistics, act as catalyst,

Facilitate a social dialogue, on solid grounds,
between stakeholders to:

develop a payments strategy and set work
priorities — e.g. SEPA migration

identify harmonisation and standardisation
needs

set business requirements for specific
payment instruments and monitor
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National Forum on the Payment System

« The National Forum on the Payment System in the Netherlands was set
up by the Minister of Finance in 2002 to promote the social efficiency of
the Dutch payments system.

« broadly based, the Forum represents
—>both the providers and the users of payment systems,
including retailers’ and banks’

umbrella organisations like; the consumer interest association
disabled people’s organisations, organization for senior citizens

 The Forum holds regular consultations on:
—> the social implications of developments in payment systems.
—>Its key focus is to establish:
how the payments system can be run more efficiently

-e,:\'{' for consumers, businesses and banks alike — P am 4
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Set-up and procedures

« The National Forum meets twice a year.
—> Its participants represent payment providers and customers.

- The Forum also has three observers;
Ministry of Economic Affairs, Agriculture and Innovation
Ministry of Finance
Currence

 The Forum is chaired by DNB, which also provides secretarial back-up.

—>In addition to the core group, the Forum has working groups
focusing on particular issues and a special consultative
platform.
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Working groups of the Forum

 Availability and Accessibility
« Social efficiency
« Security
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Working Group on Availability and Accessibility

This working group investigates how to safeguard and
improve the physical availability and accessibility
of payments services for consumers and businesses.

Key issue:

How to make sure that all the relevant stakeholders do participate
and have a voice so that there are no accessibility bottlenecks

for payment services.
And it remains Available and accessible for everybody!!
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Working Group on Availability and Accessibility

« Accessibility is about customer friendliness of payment products;
debit cards and payment terminals, internet banking for vision impaired,

using telephone for banking, etc.

« Availability is about the actual distances to reach a bank branch to
deposit money or to withdraw money.

« The working group conducts researches, participates in projects and try to
contribute with concrete solutions for payments services related topics.
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Working Group on Availability and Accessibility

The shift from physical to digital payment services is a fact.

» This trend, in which the boundaries between traditional payment products
are blurring and new technologies such as contactless payment and mobile
devices are becoming increasingly important, is expected to continue in the

years ahead. This will lead to a further reduction in physical payment
services via bank branches, use of ATMs and cash deposits, in favor of
electronic payments and the use of Internet and mobile banking.

» During this process, it is very important that vulnerable groups

continue to have optimum access to payment services. Independence is at
the heart of the drive towards a participation society, and

» ACCESSIBILITY is an essential condition in enabling people to
conduct their day-to-day banking affairs independently.
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National Forum on the Payment System

« In Portugal, the National Forum on the Payment System was set up by
Banco de Portugal in 2009 namely as a result of fostering the
involvement of main non-bank stakeholders in the SEPA implementation
process

« The context of intervention of the Forum was defined as a consultative
body of Banco de Portugal and complements the activities carried out
by CISP — the Interbank Payment Systems Commission, also chaired by
Banco de Portugal but in which only the Treasury, the banks and the
payments processor take part

« In addition, discussions on the social efficiency of the Portuguese
payments system have also been developed
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Set-up and procedures

The Forum represents both the providers and the users of payment
systems, including “big billers” (e.g. electricity, telcos), retailers and
Banks, as well as Public Administrations and Consumers associations
and has been significantly focused on SEPA migration issues since its
creation.

The Forum is chaired by Banco de Portugal, which also provides
secretariat

In addition to the plenary, it is established that the Forum can have
working groups, and currently there’s a Steering Committee on SEPA
issues that meets usually twice a year but with permanent contacts

Several consultations are performed in written, whenever necessary,
using the Forum’s structure
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Additional information
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Payment Systems > SEPA = Payment systems forum

v

Payment systems owversight

SEPA - Payment systems forum

v

FPayment instruments

> Prohibition of tive s of With a wiew to promoting dialogus among the main national stakeholders imvolved in retail payments, Bamnco

cheqgues de Portugal established the Payment Systems Forum in October 2009, which includes a dedicated SERPA
Stesring Commitiee.

> TARGET2
> T2S (TARGETZ-Securities) The Payment Systems Forum is an advisory structure of Banco de Portugal, comprising representatives of
the maticnal banking community and of the main users of retail payment instruments, such &s consumer
> SEPA associations, public administration bodies and the corporate sector.
> Operatimg rules
- . Thersefore, in addition to Banco de Portugal, which chairs the Forum, the entities that comprise it are:
> Migration
w Paymment systems forum
> Ewents Financial institutions and the managing entity for the payment system
> SICOI (Portuguese Interbank infrastructure:
Clearing System)
*> Facts and figures -« Portueguess Banking Association (Associacdo Portugussa de Bancos - APB)
- Association of Specialised Credit Institutions (Associacio das Instituicdess de Crédito Especializado -
» Legislation and regulations
ASFAC)
» Publications = Twero banks participating in the Portuguwsese Payment Systems Interbank Commission (currently,

Millennium BCPF and Caixa Geral de Depdsitos)
« Interbank Services Company (Sociedade Interbancaria de Servigos - SIBS)

Consumer associations:

http://www.bportugal.pt/en-US/pagamentos/SEPA/ForumparaosSistemasdePagamentos/Pages/inicio.aspx
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ACCESSIBILITY MONITOR
2013

Accessibility of the retail payment system for
consumers and small businesses




Accessibility Monitor 2013 (2)

* The purpose of the Accessibility Monitor 2013 is to
appraise the extent of any generic changes in the
accessibility of payment services compared to the 2007
and 2010 measurement,

« and to chart developments and trends as regards the
accessibility and usability of payment services.

- Examples of the latter are (automated) substitutes of
activities formerly performed at bank branches.
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Accessibility Monitor 2013 (3)
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Accessibility Monitor 2013 (4)

« On the consumer side, the study aims to chart
perceptions and experiences regarding the
geographical aspects of payment service accessibility,
more particularly the locations where services are
provided in their relation to the mobility of the
consumer.

« The business side of the study is directed towards the
accessibility and use of payment services such as cash

withdrawals and deposits, solutions organised by small
and medium-sized businesses on a mutual basis and
security aspects these may involve.
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Accessibility Monitor 2013 (5)

Table 3.5 No difficulty reachmg own bank, 2010-2013

2010 Percentages m brackets
Distance  Nomtemet  fimctimal kw Giyearsand  Controk-group
ACCRS5 Iuparment educaton’macty  older
:
Yes 6% (85%) % (82%) 91% (85%) 9% (9% 0% (%)
No 14% (15%) 6% (18%) 9% (5%) 9% (%) & (%)
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Accessibility Monitor 2013 (6)

Tahle 3.4 Estimated hstance to nearest ATN, 2010-2013
2010 Parcentages m brackets

Target group
Distance  Nomtemet  finctional low Giyearsand  Confrole-group

access mparment education/macty  older

3

c50m % 0% W (36%) e (@0%) 9% 6% % (41%)
S00m-1km 28% (44%) AP (42%) 1% G1%) %% (42%) 42% (4%)
1-3km 30% (19%) 0% (18%) Xrs (%) 15% (19%) 1% (16%)
3. Ckm £ (%) %) &% (%) P 3% ™ (&%)
5- 10 km £ (%) 0 () Fa(1%) 1% (%) P (%)

S10km 0% 0%) % (1% # (M) P (1% 0% ()



Figure I.1: Coverage/distribution of all physical banking facilities: 928.9%% (branches, ATMh s,
business cash deposit facilities and other facilities)




Accessibility Monitor 2013 (7)

Figure 3.2: Means of pavment used at points of sale
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Accessibility Monitor 2013 (8)

Figure 3.3: Preferred means of pavment at points of sale’

100%

B T1% Ta%

B4% 61%
€0% 1 s3%
5%
405 - 3
28 25
20% 14
8% B
4% s %
1% 1% 1% 1% 2% 0%
—_ ] —-—— —
Geen internet Functiebeperking  Laagopgeleidiinactief &5 of cuder Contrelegroep
B Contant geld HPinpas OChipknip OCreditcard OOverig

Figured.3 (from left to nght) : No mternet access, Funchional mparment. Low education/mactive, 6 years or older, Confrol

TOUP.
<ch, Debut card, e-purse, Credit card, other



Accessibility Monitor 2013 (9)

Table 3.8 Satisfaction with the basic services in 2010- 2013
1-10 scale , 2010 m brackets

Target group

Mo

Basic service miternet Functonal Low 65 year Coutrol

access mparment educanon or older oy

/mactve

Making payments md cash drswrals 1.1 0D 13 (7.8 82 (&1) B0 (79 83 (81)
Applyins for 3 licence from the Mumicipakny 71 (7.1 6,5 (68) 76 (1.1) 75 (1.0 7.6 (69
Apphyms for utliny services 74 (1.5 7.0 (7.3) 78 (0.6 17 (1.6 21 (7.3)
Taking out an msarance pobicy T3 7.0} 7.0 (7.3) T2 (0.1 T.E (7.5 BO (7.7
Boking 3 hotiday 73 (7.3) 6,9 (7.3) 81 (39 78 (7.6 82 (7.9)
Travellms by publc transport 57 (6.9) 6.1 (5.4 75 02 72 (1.1) 75 (.1)
Shopping st & sup ermarkt 15 (0.8 7.0 (7.4) E3 (B.0) £l (7.8) g4 (B1)
Visiting s post office 72 (7.5 6,3 (7.0 80 (7.4 7.8 (7.6) 72 (7.2)
Tizitimg doctor/ phermacy 6 (7.9 T4 (1.7) 82 B0 B2 (75 B2 (7.0}
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Figure I1.3: Talking ATMs=s

Geodan



Table 3.9 summanses the frequency of mobile banking use by the different target groups. The most frequently cited
reason for not usmg mobile banking is that it 1s dufficult, followed by the mability to make payments via a tablet or
smartphone. Respondents report that they do not know where to furn with questions about usmg online or mobile
bankmg

Table 3.9 Frequency of using tablet or smartphone for mobile banking, by target group

Target group
Frequency Nomemet Fuctoml Lowedwcaton 6ywaoa  Comwlpap

access Dparment macte oker |
Never ™ 8% 92% 2% 80%
Very rarely % &% 3% 6% %
Oceasiealy 0% £ % 2% 3%
el 0% ® 1% 0% &%
Frequantly 0% o 0% 0% 6%
Abwav: 0% by’ 1% 1% %




Table 3.10 describes the penetration of online shopping m the different target groups. 74% of the general Dutch
population say they make onlme purchases, and a relatively ugh proportion of people with a funchional impairment

also do so (62%).

Table 3.10 Frequency of online purchases, by target group

Target group
Frequency Nomternet ~ Fumctiomal  Loweducabon’ 6 vearsand  Confrole group
access mparment  mactwe older
Never 08°% 8% 63% 53% 6%
Very rarely % 14% 12% 16% 14%
Occasonaly 0% 1% 15% 2% 2%
regularly 0% 18% 1% %% W
Frequently 0% % 1% 1% 4%
Always 0% 0% 0% 0% 0%



Accessibility Monitor 2013 (13)

Table 4.2 reasons for (nof) visiting the bank in the past three months

Reasons for visiting Reasons fr not visiting

Cash depostt'whdrawal 10% (26%) I use miernet for all my bankme by phone 6% (3T%)
Persomal contact 43% (22%) No need to visit 66% (28%)
Better mformaton provided 4% (%s) Sufficent mformation on the website/miemet bankm 1% (18%)
Busmess that can only be done at

the bank 1% (4%) To litle personal contact 1% (3%)
[ do not use mtemet bankme 1% (1%) Theyvetus 1% (2%)
Insufficient mfo on the websge 2% (1%) Information provided & madequate 2% (2%%)
Related to debet cardpm 4% The bank & too far to vist 1% (1%)
Other (mamly non-payment

related matters, mortgage, credd,

efc.) 8% (3%%) Other 2% (6%)




Accessibility Monitor 2013 (14)

Table 4.5 Pavment services accessibility: issues and points for improvement cited by businesses
(spontapeous respenses. antwoorden omEple responses possible)

Inzmes I:sues for improvement

Urzafe deposs emworment Ourade bank 3% Deposst facihhes nwst be mproved safer far
Unsafe deposs emzorment (peneral) 2: Bank branch clser 2%
Baok & too far away 2% Reduce costs for sences 2%
System fathwes meernet bankmng 1 2  More peronal approach M
Probens wih website 2 More customer-fnendly 1%
Charges ¥y  Lonser openms hows 1%
Dufficuk to reach by telephone 2 Reduce wadng tines m the branch 1%
Opermg howrs 1%

Wasmyg penode 1%

Inpersonal 1%

Probeny wih change 1%

Other %  Other 6%

No poues 73% No pomi= for mprovement 83%




Results (1)

* The Accessibility Monitor 2013 presents a
positive image: there is no evidence of any
generic accessibility or usability problem for the
Netherlands as a whole.

« Consumers and entrepreneurs alike find banking
and payment services to be satisfactory.
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Results (2)

« According to consumers, continued attention should be paid to
vulnerable groups in society, such as seniors, the
physicall challenged and those without an Internet connection.

« Entrepreneurs’ perceptions of accessibility or lack
thereof tended to centre around cash withdrawals and deposits,
necessity of more personal approach.
(Opening and closing time of bank branches)

- The number of branches has been in decline since the 1990s.

This trend continued during 2006—2013, with the number of bank
branches falling (by an average 2% per year) to under 2,386 by mid-
2013.

i /‘
o
r :I De Nederlandsche Bank
| S . ’Eurosysteem

BANCO pe PORTUGAL

EEEEEEEEEE



Results (3)

Offsetting the decline in bank branches

—->between 2006 and 2013 was the growth of the number of

cash points, POS terminals and cash acceptance machines
(CAM).

- Thus the number of locations where bank customers may
withdraw cash increased between 2006 and 2013.
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Conclusions

* The declining trend in the humber of bank branches
Is continuing, while consumers are increasingly
using electronic means of payment at points of sale.
At the same time, online purchases and online
banking have become commonplace.

 The expectation of a further shift from physical to
digital payment services, as expressed in the 2010
Monitor, has proved to be accurate.

* More than 99% of the Dutch population still live
within five kilometres of a physical bank payment
service facility.
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Conclusions (2)

« According to consumers, continued attention
should be paid to vulnerable social groups,

such as =2seniors,
—>the physically challenged,
- and those without an internet

* Entrepreneurs’ perceptions of accessibility or
lack thereof tended to concentrate on cash
withdrawals and deposits.
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FINAL REMARKS

Authorities set the direction by creating basic conditions,
organising social dialogue, providing information and tools,
Imposing security requirements, updating legal framework

Retail banking and payments have high social relevance.
Without stakeholder involvement it is not easy to play the
designated role of an authority.
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Any questions?
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