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Fast Forward to the Customer! 
Payments 2020 – From Vision to Action 





We still have a lot of work to do 



 

How can we empower people 

and businesses? 
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Well-known industry challenges 

Market Growth Technology 

Regulation 

Customer Needs 



Payments 

are no longer a bank-only monopoly 

Reinier Lemmens 
The introduction of Apple Pay did wake up a few folks in San Jose. So 
much that eBay announced plans to split up eBay and… 



Innovators address:  
speed, cost and above all user experience... 

but still rely on the existing bank-centric infrastructures, 
adding costs & complexity 

SPEED 

COST 

USER EXPERIENCE 

New initiatives 

1 

2 

3 

https://www.paypal.com/nl/cgi-bin/webscr?cmd=_home
https://www.google.nl/url?url=https://bitcoin.org/nl/&rct=j&frm=1&q=&esrc=s&sa=U&ei=QsMwVaCOKYqHPez6gNAN&ved=0CBYQ9QEwAA&usg=AFQjCNHXwxatYhzM94lxkL7YtUVMG5g3_w
https://www.google.nl/url?url=https://bitcoin.org/nl/&rct=j&frm=1&q=&esrc=s&sa=U&ei=QsMwVaCOKYqHPez6gNAN&ved=0CBYQ9QEwAA&usg=AFQjCNHXwxatYhzM94lxkL7YtUVMG5g3_w
http://www.gottabemobile.com/2012/02/10/second-google-wallet-vulnerability-shows-more-work-needed-for-digital-wallet-to-remain-secure/google-wallet-icon/
https://www.paypal.com/nl/cgi-bin/webscr?cmd=_home


PSD2 Implemented 

2000’ 2010 2017 2030 

? 

Payments led by banks 

and card schemes 

Payments as part of the 

shopping experience 

A shake up will 

purge the field; only 

a few will survive 

The shake-out has already started 

Banks? 

PSPs? 

ACHs? 

Telco’s 

Cards?  

PI’s? 

Fintech? 



How to stay relevant in payments? 







Source: Ipsos & ING, International Survey April 2015 – conducted in NL, 

BE, FR, GER, LUX, UK, AU, CZ, RO, ES, IT, PO, TUR, Australia, US 

Mobile device owners prefer ‘one click buy’, 

ease of use, and 84% trust bank apps most 









…or the alternative… 



Thank you to speaker 

Mark Buitenhek, Global Head Transaction Services, ING  

 


