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△Snapshot

Of businesses are ready 
for Open Banking59%

89%

Sixty-Seven 
Percent

Are willing to take more 
responsibility when it comes 
to sanctions checking

58% View financial loss due to 
payment fraud as ‘part and 
parcel’ of running a business

71%

38% increase from 2019

£164,000

8% drop from 2019

3% drop from 2019

Average loss for medium sized 
businesses through fraud

of real-time payment users note it helps 
them with cashflow management

Of businesses continue to pay suppliers late
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Welcome to this year’s Payments 
Barometer. Since last year’s report, we 
have seen some significant impacts 
on the Payments Industry, including 
the introduction of new industry 
initiatives and greater losses due to 
fraud. But most notably and most 
recently, challenges from the COVID-19 
pandemic. Now more than ever, 
accelerating the process of digitisation 
will be crucial, and findings from this 
year’s report show the importance of 
investment in technology.

Foreword
This year’s report also highlights the need to 
drive awareness and understanding of regulatory 
changes, especially as the payments industry 
responds to a more challenging payments 
environment. 

As an example, 2019 saw the market preparing for 
the EU’s Anti-Money Laundering Directive (AML5), 
which came into force in January of this year. This 
initiative opened the market for financial providers 
to offer services to over 500 million customers 
across the EU that were previously inaccessible due 
to fragmented laws and regulations. Encouragingly, 
this has reduced the risk of money laundering and 
created opportunities for new security measures 
across the online community. 

However, not all industry regulations have been 
a success story. We’ve seen widespread delays to 
other initiatives such as New Payments Architecture 
(NPA) and ISO20022. This year’s report suggests that 
such delays bring with them fatigue and a lack of 
resilience. 

You’ll notice that fraud losses continue to be a 
consistent pain point across the industry, and a 
desire for fraud prevention remains a key driver 
of change. Following on from last year’s report, 
we’ve seen an almost universal increase in the 
value of fraud losses with little improvement on 
recuperation. And given the challenge of COVID-19, 
this picture may look somewhat gloomier. 
These dire circumstances demand action. Quite 
reassuringly, many companies aim to rise to this 
challenge, revisiting dated processes and adopting 
new technologies to help keep fraudsters at bay. 

With fraud so high on the agenda, it’s little surprise 
there’s an increased sense of responsibility to ‘know 
who you pay’ on the radar. Many of those researched 
suggested they are ready to step up and own 
greater responsibility for implementing sanctions 
checking regulations. A comforting response as it 
helps reduce the burden of action away from the 
banks alone. 

And while we’ve not seen the widescale adoption of 
real-time payments that research results predicted 
in 2019, more positively, you’ll notice technology 
remains on the radar as the key driver of change 
in 2020. Moving forward, and certainly within the 
context of the pandemic, the role of technology 
looks set to accelerate as increased digitisation lays 
the foundations for businesses of all sizes to prepare 
for the ‘new normal’. 

With the world adapting to new ways of working 
and with the home office replacing the physical 
office, technology will sit at the heart of business 
continuity. We can expect a further change in 
the work and personal lives of financial decision-
makers across the country. These initial changes 
are likely to be built upon and will accelerate the 
implementation of new resources as teams adapt to 
no longer working in the same location. 

We hope that you enjoy the read and that it will 
support you in making sound financial decisions for 
your business moving forward.

by Nigel Savory,  
Managing Director Europe,  
Bottomline
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The Future of Payments:  
Where are we heading?

As part of the 2020 Payments Barometer, we asked 
800 financial decision-makers what they think will 
most influence payment processes over the next 
12 months and for the second year in a row, mobile 
payment technologies topped the list. The survey 
reveals that 65% of decision-makers recognise 
this as an area that will be key to maintaining 
competitiveness. Next on the list was easier access 
to technology, which has jumped up the rankings 
from 5th to 2nd place. Together, these two drivers 
represent a trend towards digitisation that has 
been emerging for some time. This trend looks set 
to accelerate in response to disruptions caused by 
the COVID-19 pandemic which broke out in early 
2020. We can expect to see an upsurge in real-time 
information, API-driven exchange of data, digital 
payments and electronic documents, such as 
e-invoicing. 

Ipsos Mori, on behalf of Bottomline, conducted the 
fieldwork for the 2020 Payments Barometer before 
the pandemic emerged. But encouragingly, the 
industry was embracing technology as a positive 
force for change, even before COVID-19. Around 
two thirds (60%) of decision-makers who see 
mobile payment technologies as a driver of change, 
expect this to impact their businesses positively. 
The Payments Barometer reveals some clues as 
to how companies will use digitisation to drive 

change. Given the need to improve cash visibility is 
a year-on-year priority for financial decision-makers, 
it is good to see that single platform bank account 
access has surged as a critical priority in the next 12 
months. Of those surveyed, 16% rated it a top priority 
in 2020 compared to 6% in 2019. This increase in 
importance is even more true of medium-sized 
corporates where 1 in 4 (23%) decision-makers cite 
single platform account access as a top priority for 
the next 12 months (compared to 13% in 2019). 

Prioritising accurate visibility of cash balances 
and transaction information in real-time will open 
many benefits for companies. The more general 
availability of cloud-based access to SWIFT - beyond 
enterprises alone - and the advent of Open Banking 
style APIs make multi-bank cash visibility easier 
and far more accessible from a cost point of view. 
Other benefits include liquidity forecasting, along 
with cash concentration. These tools can help 
businesses to minimise overdrafts and maximise 
available returns on their surplus cash, but most 
importantly, they ensure funds are in the right place 
when needed. Undoubtedly, faster and improved 
oversight will free-up resource, allowing companies 
to focus on other new technological developments 
like mobile payments and real-time payments. 

 1.1 
Drivers of Change and Top Business Priorities
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by Ed Adshead-Grant,  
General Manager of Payments,  
Bottomline
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2016 2017 2018 2019 2020

The need for greater 
security

The need for greater 
security Brexit Mobile payment 

technologies
Mobile payment 
technologies

Innovation in 
payments technology

Real-time payments 
globally

The need for greater 
security

Changes in the trading 
environment 

Easier access to 
technology

Mobile payments Innovation in 
payments technology

Innovation in 
payments technology

Security and payment 
fraud prevention, 
including sanction 
checking

Security and payment 
fraud prevention, 
including sanction 
checking

Regulation
Proposed Payment 
Systems Regulator 
changes

Real-time payments 
globally

Regulatory changes to 
UK payments

Changes in the  
trading environment

Payment 
Infrastructure

Introduction of Open 
Banking and PSD2

Blockchain & 
cryptocurrencies

Easier access to 
technology

Regulatory changes to 
UK payments

Consolidation Blockchain & 
cryptocurrencies

AI & predictive 
analytics

AI & predictive 
analytics

Wearables Adoption of real-time 
payments globally

Adoption of real-time 
payments globally

Cryptocurrencies

The adoption of 
blockchain and 
distributed ledger 
technology (DLT)

Disintermediation 
and the increasing 
role of non-traditional 
players

Blockchain

Disintermediation 
and the increasing 
role of non-traditional 
players

The adoption of 
Blockchain and 
distributed ledger 
technology (DLT)

Amongst decision-makers who consider the trading 
environment an important influencer, 16% of them 
believe it will have a negative impact.

The World Trade 
Organisation is predicting a 
fall in world trade between 
13% and 32% in 2020.2

Our expectations and experiences as consumers are 
likely to be an influence, with the ‘consumerisation’ 
of business payments a trend we observed in last 
year’s report. Back in 2019, we talked about how 
regulators were stepping in to drive change, with 
payment initiatives like Open Banking and PSD2 
designed to make it easier for businesses and 
consumers to use tablets and smartphones. Since 
then, fintech firms have entered the market and are 
collaborating, creating and releasing applications for 
companies to take advantage of these regulations. 
Notable examples include Yapily and Revolut.1 

Since 2018 when Brexit was the top driver of change, 
we have seen changes in the trading environment 
drop down the rankings. Most recently shifting from 
2nd place in 2019 to 4th place in 2020. However, of 
all the drivers of change, this is the one that is most 
likely to be viewed adversely. Amongst decision-
makers who consider the trading environment an 
important influencer, 16% of them believe it will 
have a negative impact. The proportion is more 
significant amongst small business decision-
makers, where 21% of small businesses think that it 
will have a negative impact. Volatility in the trading 

DRIVERS OF CHANGE 

Question: Please rank the influences you think will have the 
greatest impact on payment processes over the next 12 months  
(top 5 ranked from one to five).
Base: Financial decision-makers in Great Britain (800) 

environment and associated stress factors are likely 
to impact small businesses more significantly than 
well-established organisations, so it’s no surprise 
that small businesses feel more vulnerable to 
disruptions in the trading environment. 

This vulnerability confirms how external events 
– and subsequent government intervention – 
can negatively impact businesses. While it is 
difficult to make predictions during this time of 
unprecedented change, it’s fair to assume that 
changes to the trading environment will increase 
in importance in the 2021 Payments Barometer 
following the impact of COVID-19. We are yet to 
understand what the trading environment will look 
like post-pandemic, but there are indications it will 
remain significantly disrupted. 

What lies behind the push for increased implementation 
of mobile payments and technology? 

1.  https://www.fintechfutures.com/2020/02/revolut-
launches-open-banking-for-all-uk-retail-and-
business-customers/

   https://www.altfi.com/article/6398_london-based-
open-banking-fintech-yapily-raises-13m

2.   https://www.wto.org/english/news_e/pres20_e/
pr855_e.htm

https://www.fintechfutures.com/2020/02/revolut-launches-open-banking-for-all-uk-retail-and-business-customers/
https://www.fintechfutures.com/2020/02/revolut-launches-open-banking-for-all-uk-retail-and-business-customers/
https://www.fintechfutures.com/2020/02/revolut-launches-open-banking-for-all-uk-retail-and-business-customers/
https://www.altfi.com/article/6398_london-based-open-banking-fintech-yapily-raises-13m
https://www.altfi.com/article/6398_london-based-open-banking-fintech-yapily-raises-13m
https://www.wto.org/english/news_e/pres20_e/pr855_e.htm
https://www.wto.org/english/news_e/pres20_e/pr855_e.htm
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COVID-19 has placed additional pressures on supply 
chains, and no industry has remained untouched 
with some, such as the automotive industry, 
grinding to a halt. Such uncertain times emphasise 
the need for efficient working capital management 
tools and techniques. Practical measures must be 
put in place to ensure suppliers get paid on time. 
Regulatory requirements like The Duty to Report 
on Payment Practices and Performance3 and the 
Prompt Payment Code4 are not doing enough to 
resolve cash-flow issues faced by small businesses. 
To help face an uncertain future, companies would 
benefit from increased legal protection, efficient 
e-invoicing and easier access to supply chain 
finance.

While there is no escape from adhering to new 
legislation or industry regulations, the survey 
reveals that regulatory changes are likely to be 
viewed adversely. Survey results indicate that 
12% of decision-makers who see regulation as an 
important influencer, also think it will negatively 
impact their business. However, help is at hand. 
Payments solution providers should be able to 
offer sound expertise and innovative technology 
to guide companies in understanding and 
implementing new or changing regulations. 
Alongside this, businesses of varying sizes view the 
impact of regulatory commitments differently. This 
year’s report reveals that 14% of decision-makers 
in large enterprises who consider regulation 
an important influencer think it will negatively 
impact their business, compared to only 9% and 

Leveraging technology to ensure your business 
can adapt and respond to evolving demands is 
crucial, whether those demands are driven by 
regulation, beating the fraudsters, increasing 
consumerisation, or overcoming major events 
such as Brexit and COVID-19.

11% of decision-makers in small businesses and 
mid-sized corporates respectively. This result raises 
questions over the extent to which organisations 
of different sizes feel equipped to tackle regulatory 
requirements, something we will pick up on later in 
the report.

Security and payment fraud prevention continue 
to be an important driver of change. It has been in 
the top 3 since the start of the Payments Barometer 
in 2016. As you’ll see later on in the report, the 
impact of fraud continues to be significant, with 
poor retrieval of monies lost a major issue. As is so 
often the case, once the money is gone, there’s little 
to be done to claw it back. Prevention is best, and 
organisations that don’t have the right practices and 
technology in place will continue to be targeted by 
the fraudsters. 

When taking all the top drivers into account for 
2020, some clear themes emerge. Leveraging 
technology to ensure your business can adapt and 
respond to evolving demands is crucial, whether 
those demands are driven by regulation, beating 
the fraudsters, increasing consumerisation, or 
overcoming major events such as Brexit and 
COVID-19. Businesses most able to embrace 
digitisation, personalise customer experiences and 
adopt technology that understands user behaviour 
and engages intelligently with its customers will be 
in a strong position for the future.
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64% 32% 4%

5%62% 32%

60% 36% 4%

59% 37% 4%

52% 44% 4%

51% 42% 7%

42% 47% 12%

30% 54% 16%

55% 40% 5%

Easier access to technology

Security & payment fraud

Mobile payment technology

Adoption of real-time payments

AI & predictive analytics

Blockchain & DLT

Regulatory changes to UK payments

The role of non-traditional players

Changes in trading environment

Positive Neutral Negative

Impact of Drivers of Change

2

3

1

7

6

9

8

5

4

2020 
RANKING

Question: Thinking about the following do you think this will 
affect your business positively or negatively?
Base: Financial decision-makers selecting each driver as important

3.  Duty to Report: https://assets.publishing.service.
gov.uk/government/uploads/system/uploads/
attachment_data/file/574312/duty-to-report-on-
payment-practices-and-performance-government-
response.pdf

4. http://www.promptpaymentcode.org.uk/

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/574312/duty-to-report-on-payment-practices-and-performance-government-response.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/574312/duty-to-report-on-payment-practices-and-performance-government-response.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/574312/duty-to-report-on-payment-practices-and-performance-government-response.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/574312/duty-to-report-on-payment-practices-and-performance-government-response.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/574312/duty-to-report-on-payment-practices-and-performance-government-response.pdf
http://www.promptpaymentcode.org.uk/
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Looking Ahead: 
2020 Payments 
Insights –

by Gareth Priest, 
Chief Platform Officer,  
Bottomline
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This lack of preparation 
raises the question: what is 
causing this inaction amongst 
businesses?

Are businesses feeling some 
fatigue following a prolonged 
period of intense regulation? 
With five new initiatives 
introduced since 2018, 
companies are likely to feel 
the pressure and are unsure 
where to focus attention. Add 
to this; the industry is forging 
ahead with next-generation 
initiatives like Open Banking 
2.0 or ‘open finance’. These 
initiatives are focused not only 
on fostering a competitive 
payments environment where 
we see providers collaborate and 
integrate, but also on improving 
the customer experience and the 
way customers engage with their 
technology. There is much for 
businesses to consider and take 
advantage of with these new 
industry initiatives.

Is it also plausible that shifting 
delays are one of the main 
drivers for inertia amongst 
businesses not adhering to 
set deadline dates? Payment 
initiatives like ISO20022, PSD2, 
Confirmation of Payee, Request 
to Pay and the New Payment 
Architecture (NPA) have all seen 
delays to launch dates, providing 
businesses with an excuse not to 
prepare proactively and adhere 
to payment changes until it 
becomes necessary. This shifting 
ground is reflected in attitudes, 
with 40% of financial decision-
makers saying the reason they 
feel unprepared, is that ‘there is 
no urgency’ to get ready for an 
initiative like ISO20022. In fact, 
compliance has significantly 
dropped down the agenda with 
only 8% of decision-makers rating 
it a top priority for their business 
when it comes to payments over 
the next 12 months (compared to 
15% in 2019). 

12 MONTH PRIORITY  
LIST IN 2019 

1. Mitigating fraud risk

2. Compliance 

3. Improving cash forecasting

4. Improving cash collection

5. Cash concentration

6. Improving cash visibility on a 
single platform

7. Adopting real-time payments

8. Migrating to cloud technology

12 MONTH PRIORITY  
LIST IN 2020

1. Mitigating fraud risk

2. Single platform account access 

3. Improving cash collection

4. Improving cash forecasting

5. Adopting real-time payments

6. Cash concentration

7. Migrating to cloud technology

8. Compliance

This shifting ground 
is reflected in 
attitudes, with 40% 
of financial decision-
makers saying the 
reason they feel 
unprepared, is that 
‘there is no urgency’ 
to get ready for 
an initiative like 
ISO20022

Compliance has 
significantly 
dropped down 
the agenda 
with only 8% of 
decision-makers 
rating it a top 
priority for their 
business

More and more, new payments initiatives and 
regulations continue to come into enforcement. 
Most recently, the Anti-Money Laundering Directive 
5 (AML5) launched in January 2020. However, 
in the latest Payments Barometer, we see that 
preparedness for some initiatives has dropped over 
time. Of those surveyed, just over half (55%) report 
that their businesses feel prepared for ISO20022. 
This lack of preparedness represents a drop of 9% 
from last year (64%). It’s a similar picture for Open 
Banking, where 59% of decision-makers tell us their 
businesses are ready - down 8% from 2019 (67%). 
When we break this down by business size (see 
below), it becomes clear that large corporates and 
enterprise organisations are better prepared for 
incoming regulations, which is reflective of their 
ability to own change and leverage their dedicated 
compliance teams. 

 2.1 
Changing Payments 
Landscape

PREPAREDNESS FOR UPCOMING PAYMENT INITIATIVES

% of decision-makers saying they are prepared  
“To a great extent/To some extent” Total Small Medium Large Enterprise

Anti-Money Laundering Directive (AML5) 64% 51% 64% 65% 74%

New Overlay services (e.g. Request to Pay/
Confirmation of Payee/ Enhanced Data) 63% 50% 63% 68% 73%

Open Banking/Payment Services Directive 2 (PSD2) 59% 47% 59% 59% 70%

UK New Payments Architecture (NPA) 59% 46% 58% 63% 69%

Adoption of ISO20022 formats for all payment types 
in the UK 55% 42% 51% 62% 64%

Question: To what extent is your business, or the organisation you work 
for prepared for each of the following upcoming payment initiatives? 
Please select the answer that best applies for each payment initiative. 
Base: Financial decision-makers in Great Britain (800): Small business (200); 
Medium (200); Large (200); Enterprise (200)

Question: From the list below, please select your company’s top priority 
when it comes to payments over the next 12 months. 
Base: Financial decision-makers in Great Britain (800)



 2020 BU
SIN

ESS PAYM
EN

TS BAR
O

M
ETER

19

△

Reasons for lack of preparedness for upcoming payment initiatives 

Reason for not being prepared:  
‘There is no urgency’

Reason for not being prepared:  
‘We don’t know how to prepare or what 

the benefits are’

38%

36%

35%

New Payments Architecture (NPA)

Anti-Money Laundering 
Directive (AML5)

42%

40% Adoption of ISO20022 42%

40%

25%

35% 47%Open Banking/Payment  
Services Directive 2 (PSD2)

New Overlay Services (e.g. Request to Pay/
Confirmation of Payee/Enhanced Data) 

“To ensure 
accountability 
for failures, 
regulators 
must have 
teeth and be 
seen to have 
teeth.” 

There may also be a perception that regulators 
need to show more strength. In 2019, the Treasury 
Committee stated that “To ensure accountability for 
failures, regulators must have teeth and be seen to 
have teeth.”5 With the Treasury Committee hinting at 
a lack of faith within the industry, perhaps this is why 
businesses feel they do not need to act proactively? 
There is an opportunity here to communicate the 
benefits and possibilities of payments regulations 
and initiatives, thereby encouraging companies 
to act. This guidance is particularly essential when 
almost 1 in 2 (47%) decision-makers say the reason 
they feel unprepared for regulations like Open 
Banking or PSD2 is that they don’t know what the 
benefits are. 

Question: Which of the following, if any, are reasons 
why you not prepared for [INSERT INITIATIVE]? 
Base: Financial decision-makers who feel hardly at all/not at 
all prepared

5. https://www.parliament.uk/business/committees/
committees-a-z/commons-select/treasury-
committee/news-parliament-2017/it-failures-
financials-services-sector-report-published-19-20/

More extensive support and education around the 
benefits or necessity of many of these initiatives 
are needed. Based on what we’ve seen in the 
Payments Barometer, information currently 
available amongst industry players is not reaching 
businesses as effectively as it could or should. 
There is an opportunity for banks and technology 
solution providers to fill this void and support 
businesses of all sizes in understanding new 
regulations and what action they need to take. This 
information is vital to ensure companies see not 
only the benefits of these new regulations but also 
the role they can play in delivering longer-term 
transformation to the industry. 

https://www.parliament.uk/business/committees/committees-a-z/commons-select/treasury-committee/news-parliament-2017/it-failures-financials-services-sector-report-published-19-20/
https://www.parliament.uk/business/committees/committees-a-z/commons-select/treasury-committee/news-parliament-2017/it-failures-financials-services-sector-report-published-19-20/
https://www.parliament.uk/business/committees/committees-a-z/commons-select/treasury-committee/news-parliament-2017/it-failures-financials-services-sector-report-published-19-20/
https://www.parliament.uk/business/committees/committees-a-z/commons-select/treasury-committee/news-parliament-2017/it-failures-financials-services-sector-report-published-19-20/
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2.2 
Real-time Payments and Paying on Time

Back in 2019, the results from the Payments Barometer indicated that 
the adoption of real-time payments for regular payments was likely 
to rise. Based on the 2020 Payments Barometer, this appears not to 
be the case. Claimed usage among the decision-makers we spoke to 
remains flat (53% of decision-makers in 2019 and 50% in 2020 told us 
they are using real-time payments regularly).

56% of enterprise organisations  
have adopted real-time payments

47% of medium sized organisations plan to  
adopt real-time payments in the next 12 months

16% of small organisations have not and 
plan not to adopt real-time payments

2020

40%

50%

10%

2019

37%

53%

10%

No, and we do not plan to in the next 12 months 

No, but we plan to in the next 12 months

Yes

ADOPTION OF REAL-TIME 
OR FASTER PAYMENTS 

What could be holding  
businesses back?
One potential answer is that businesses are not using real-time 
payments to its fullest potential. Many of those we surveyed indicated 
their companies use real-time payments to fulfil routine requirements 
such as paying regular invoices from suppliers (48%), paying taxes 
(46%), or making payroll payments (45%). The post-COVID-19 climate 
places increasing pressures on liquidity, so this lack of adoption in 
real-time payments may continue to be a trend. The well-known 
expression “cash is king” is proving more vital during the Covid-19 
pandemic than at any other time in the last 30 years, even during the 
Global Financial Crisis of 2007-8.

The well-known 
expression “cash 
is king” is proving 
more vital during 
the Covid-19 
pandemic than at 
any other time in 
the last 30 years, 
even during the 
Global Financial 
Crisis of 2007-8.

Question: Has your business, or the company you 
work for adopted real-time or Faster Payments 
for regular business payments?
Base: Financial decision-makers in Great Britain (800)

Question: For what purpose(s), is your business 
using real-time or Faster Payments? 
Base: Financial decision-makers who currently use 
real-time or Faster Payments (400); Small business 
(101); Medium (87); Large (99); Enterprise (113)

USE CASES FOR REAL-TIME OR FASTER PAYMENTS

Total Small Medium Large Enterprise

48% 48% 44% 45% 52%

46% 48% 48% 36% 51%

39%

35%

28%

20%

12%

45% 44% 46% 34%

36% 32% 35% 36%

34% 32% 36% 35%

23% 18% 19% 24%

17% 21% 15% 13%

9% 5%10% 15%

Paying regular invoices

Paying taxes

Making payroll payments

Unexpected or urgent payment

Paying internal expense claims

Late payments

Paying customers

Paying other businesses

55%
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Moreover, the sentiment that real-time payments come with 
real-time fraud problems has surfaced in some quarters within the 
payment industry. Organisations may feel they have no time to 
reverse or detect Authorised Push Payment (APP) fraud or human 
error for that matter. This fear may lie behind why some businesses 
are not considering real-time payments to service more general 
outbound payments needs. Fortunately, there are regulations in 
place and automated solutions available to help companies verify 
payments on the fly, which helps to address this concern. We will 
cover this in greater detail in the next section. 

Similarly, late payments continue to be a big issue – an area where 
instant, real-time payments have huge potential to help. In this 
year’s Payments Barometer, 89% of decision-makers told us their 
businesses continue to pay suppliers late. This result is only a slight 
improvement compared with 2019, where 92% of decision-makers 
confirmed they had paid late. Late payments can have a massive 
impact on businesses, especially in times of crises like the COVID-19 
pandemic when smaller players can ill-afford delayed payments. 
Concerningly, 26% of decision-makers in small businesses in 2020 
said this is something they have had to do, up from 19% in 2019. 

Given the numerous payment methods available, the Prompt 
Payment Code, ‘Duty to Report’ legislation and sensible business 
practice to maintain continuity of supply, there is no reason why 
small businesses should be placed at any additional risk from larger 
corporates hoarding cash reserves. Which does beg the question 
of whether larger corporates can effectively create an ethical and 
sound supply chain management program? A limitation easily 
remedied using real-time payments. Encouragingly, 67% of current 
real-time payments users note that it helps them with cash-flow 
management and can unlock cost savings.6

Real-time payments and paying on time will become even more 
critical following the fall-out from the COVID-19 pandemic. The 
new world order is likely to look very different. Organisations may 
find themselves in survival mode and fulfilling payments difficult 
for some. Watchdogs will need to ensure big corporates do not 
purposely withhold payments, making real-time payments a crucial 
avenue for seamless connectivity and honouring of payments. 

In a bid to generate cash-flow, 
organisations may need to look to their 
customers who also might be cash 
strapped. Companies will require a 
cost-effective and flexible way to chase 
payments while still cultivating positive, 
long-term relationships with customers. 
Request to Pay will offer just that, 
helping to facilitate paying on time. 

Launched by Pay.UK in early 2020, Request to Pay 
is a messaging service that allows billers to send a 
request for payment rather than an invoice or a bill. 
For each request to pay, customers can either pay 
in full, pay in part, ask for more time, communicate 
with the biller, or decline to pay. It’s an agnostic 
payment method and different to direct debits. 
A request to pay can result in an immediate push 
payment, whereas a direct debit has a static upfront 
mandate. 

Request to Pay comes with extensive benefits 
like reduction in costs, better customer service, 
improved cash-flow, and a reduction in fraud 
incidence. It also supports improved reconciliation 
and provides better and more immediate 
information about transactions. With this raft of 
benefits, it’s no wonder that two in three (64%) 
decision-makers are already aware of Request 
to Pay, with awareness levels growing to three in 
four (72%) amongst decision-makers in enterprise 
organisations. Given the importance of protecting 
cash-flow, awareness of the Request to Pay initiative 
looks set to increase in the coming months. 

89% of 
decision-
makers told 
us their 
businesses 
continue 
to pay 
suppliers 
late. 

To find out more on 
real-time payments, 
scan the QR code 
and find the relevant 
episode on Bottomline’s 
podcast channel (or visit https://bit.ly/
PaymentsPodcast)

6.  This figure is a combined total of the following 
answer codes: ‘guarantees that funds are available 
to the beneficiary’, ‘allows my business to manage 
cashflow and improves liquidity’, ‘can receive a 
discount for settling payments more quickly’.

https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
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2.3 
International Payments

Down four percentage points on 2019’s research, 
just below half (49%) of financial decision-makers 
plan to continue making international payments, 
with an additional 23% planning to stop and only 
14% suggesting they will start making international 
payments in the next 12 months. Combined with 
Brexit coming into force towards the end of 2020, 
businesses across the UK are taking a decidedly 
inward-looking approach.

ADOPTION OF INTERNATIONAL PAYMENTS

100%

90%

53%
49%

40%*

80%

70%

60%

50%

40%

30%

20%

10%

0%

2019 2020 2021

*Projected change in 2021: 49% (currently making international payments) +14% (not making 
international payments but will start) – 23% (making international payments but planning to stop)

Despite a tough time for international payments, 
there is a promising aspect in that a fifth (20%) of 
decision-makers stated their reason for halting 
payments was due to international suppliers failing 
sanction checks, suggesting that businesses are 
starting to own up to their role in the sanctions 
process, and beginning to take on more 
responsibility that has historically laid with the banks 
alone.

Managing international payments is a tricky process 
for most companies. Once payment is released, it 
becomes particularly challenging to monitor the 
next stages of the process. Often the payment 
process is opaque, and final fees deducted for the 
service can lack visibility end to end. Much like 
any physical parcel you’d courier and track across 
the world, the best payments solutions in the 
market provide a real-time tracking dashboard for 
organisations to monitor what stage their payment 
is in the process. Better yet, best in class solutions 
should include embedded sanctions checks, fraud 
checks and AML5 checks.

Difficulty tracking international 
payments

Trouble paying international 
suppliers on time

Local suppliers are cheaper

44%

21%

Suppliers did not pass 
sanction checks

20%

International payments are 
too costly

16%

Our business is downsizing
15%

International payments are 
too time consuming

3%

REASONS FOR NOT USING 
INTERNATIONAL PAYMENTS 

43%

Question: You mentioned that your business is 
intending to stop making international payments. 
From the list below please select the reasons why, 
if any, this is the case.

Base: Financial decision-makers planning to stop 
making international payments

International payments are proving to be a 
challenge once again with survey data suggesting 
they are likely to fall in 2021, following a trend 
started in the 2019 Payments Barometer. 

of decision-makers stated their 
reason for halting payments was 
due to international suppliers failing 
sanction checks

20%

Beyond the impact of Brexit alone, the downturn 
in international payments reflects the complicated 
processes and friction that businesses are facing. 
Just under half of decision-makers suggested they 
face difficulties tracking their payments (44%) or 
paying international suppliers on time (43%).



Compliance,  
Fraud &  
Sanctions

by James Richardson,  
Head of Market Development,  
Bottomline
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Security and fraud prevention have consistently appeared in the 
Payments Barometer’s top 3 Drivers of Change since the start of 
the survey in 2016. And managing exposure to fraud remains a 
key priority for businesses. Research results highlight that 16% of 
decision-makers cite mitigating fraud risk as their company’s top 
priority when it comes to payments over the next 12 months. 

This result is excellent news. The need for better detection 
of fraudulent activity has never been more crucial, especially 
considering global economic instability and, more recently, as a 
result of COVID-19. As at mid-March 2020, Interpol had ‘assisted with 
some 30 COVID-19 related fraud scam cases with links to Asia and 
Europe, leading to the blocking of 18 bank accounts and freezing of 
more than USD 730,000 in suspected fraudulent transactions.’ 

A recent report from Aite Group identified several ways the fall-out 
from COVID-19 could expose organisations to increased levels of 
fraud. Specifically:

 → Fraudsters finding new ways to use the pandemic to their 
advantage and developing new scams 

 → Increased use of online, mobile, and contact centre channels 
putting pressure on operations 

 → The challenges of increased working from home, and facilitating 
remote fraud and AML operations

 → Reprioritization of technology investments following financial 
losses as a result of the pandemic

 → Finally, internal fraud is always a key concern going into any 
recession

However, while businesses take fraud seriously, there are signs they 
feel powerless in the face of such challenges. A staggering 58% of 
decision-makers admitted to viewing financial loss due to payment 
fraud as ‘part and parcel of running their business’. This disclosure 
is a concerning assertion on the part of business decision-makers 
considering the financial losses they face.

3.1 
Fraud

Question: Thinking now about how your business, or 
the company you work for, to what extent do you agree 
or disagree with each of the following statements?

Base: Financial decision makers in Great Britain (800): Small 
business (200); Medium (200); Large (200); Enterprise (200)
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of decision-makers 
agree they should 
be doing more to 
mitigate against 
payment fraud

69%

58% of decision-makers admitted to 
viewing financial loss due to payment fraud 
as ‘part and parcel of running their business’

ATTITUDES TO PAYMENT FRAUD (% STRONGLY AGREE/TEND TO AGREE)

Total

Small

Medium

Large

Enterprise

‘We should be doing more to 
mitigate against fraud’

69%

63%

67%

72%

74%

‘There is little my business can 
do to recover the loss incurred 
due to payment fraud’

47%

42%

48%

54%

46%

‘Financial loss due to payment 
fraud are part and parcel of 
running a business’

58%

48%

61%

60%

62%
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Small businesses, continue 
to lose money over time due 
to payment fraud. In 2020’s 
survey, decision-makers in small 
businesses reported losing on 
average £99,830 to fraud over the 
last 12 months (14% more than 
the £87,950 in 2019), and they 
are not alone. Decision-makers 
in medium and large corporates 
report losing between £44-66K 
more on average in 2020 than 
they did in 2019 (38% and 33% 
increases respectively). And 
disturbingly, 47% of decision-
makers feel there is little their 
business can do to recover the 
loss incurred due to fraud. 

Unfortunately, as is so often the 
case, once the money is lost, it 
is lost. According to this year’s 
Payments Barometer, only 1 in 
10 (11%) small business decision-
makers report recovering 
more than 50% of their losses. 
Big businesses tend to gear 
themselves better against fraud, 
with 26% of decision-makers in 
enterprise organisations saying 
they successfully recovered more 
than 50% of their losses. Either 
way, the losses are substantial. 
This result paints a clear case for 
prevention, as recovering the 
money is likely to prove highly 
challenging. 

Decision-makers in big businesses report they are 
more likely to use automated payment protection 
measures than their counterparts in smaller 
businesses. For example, 27% of decision-makers 
in enterprise organisations say they use automated 
employee behaviour monitoring (compared to 18% 
in small businesses). All companies, regardless of 
size, should be looking to invest in technological 
solutions that help detect fraudulent activity well 
before an outbound payment leaves the building. 

2019 
(£)

2020 
(£) Difference % Change

Small 87,950 99,830 - 11,880 +14%

Medium 119,034 164,000 - 44,966 +38%

Large 197,659 263,699 - 66,040 +33%

Enterprise 349,077 336,408 12,669 -4%

ATTITUDES TO PAYMENT FRAUD  
(% STRONGLY AGREE/TEND TO AGREE)

Given the affordable fraud-
prevention technology 
available, there’s little excuse 
for companies not to protect 
their business payments 
better. Organisations should 
be proactively looking to use 
payment initiatives set-up to 
help protect their businesses. 
Fortunately, companies are 
open to this idea with 69% 
of decision-makers agreeing 
they should be doing more 
to mitigate against potential 
payment fraud. 

This result is commendable. And 
there are indications that some 
actions might be starting to 
work. While the money lost due 
to fraud has increased in the 2020 
Payments Barometer, it appears 
that the number of incidences 
of fraud has decreased. Looking 
at survey responses year on year, 
the number of decision-makers 
indicating that fraud impacted 
their business has dropped by 
24% year on year (45% and 34% 
in 2019 and 2020 respectively). 
This reduction in the incidence 
of fraud is greatest among 
large corporates and enterprise 
organisations. Decision-makers 
in these organisations report a 
22% and 25% drop year on year in 
fraudulent cases versus 2019. 

47% of decision-makers feel there is 
little their business can do to recover 
the loss incurred due to fraud

27%

52%

48%

53%

57%

PAYMENT PROTECTION MEASURES

Total 2020 Total 2019 Small Medium Large

Bank account validation 
& verification

Multi-factor 
authentication

Automated supplier 
portal (only invoices from 

authorised suppliers)

Automated transaction 
monitoring to detect 

fraudulent transactions

Automated employee 
behaviour monitoring

Enterprise

50% 57% 51%

42%

34%

25%

18% 20% 20%

33%

32%

48%

49% 44%

50%

49%

44%

52%

49%

46%

16%

48%

41%

39%

39%

Question: Which of the following measures, if 
any, has your business or the company you work 
for, put in place to ensure that payments are 
protected? Please select all that apply. 

Base: Financial decision-makers in Great Britain (800): 
Small business (200); Medium (200); Large (200); 
Enterprise (200)

Additionally, 57% of decision-makers in enterprise 
organisations report using bank account validation 
and verification measures, which are less likely to 
be adopted by small business and medium or large 
corporates (decision-makers in those organisations 
report usage of these measures as 51%, 49% and 
44% respectively). It is up to every business to take 
responsibility for implementing robust validation 
and verification measures or adopting new 
initiatives like ‘Know who you pay’ (KWYP) and 
‘Confirmation of Payee’ (CoP) if they want to stay 
ahead of the curve.

So, what are enterprise organisations doing, and 
should smaller businesses model this behaviour?

YoY Significant difference at a 
confidence interval of 95%

Over/Under 
Indexing

Question: How much do you estimate your company has lost through 
payment fraud over the last 12 months?

Base: 2019: Financial decision-makers whose business, or company has impacted 
by payment fraud over the last 12 months (171); Small (26); Medium (39); Large (53); 
Enterprise (53) 2020: Financial decision-makers whose business, or company has 
impacted by payment fraud over the last 12 months (267); Small (53); Medium (59); 
Large (77); Enterprise (78)
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To find out more about 
payment fraud, scan the QR 
code and find the relevant 
episode on Bottomline’s 
podcast channel (or visit  
https://bit.ly/PaymentsPodcast)

PREFERRED SOURCES OF INFORMATION

Through my bank

Financial advisor

Through a payment partner

Online searches

Business communities

Through the media

Trade associations

Consultants

External auditors

41% 46% 37%

31%

27%

26%

20%

19%

16%

9%

6%

36%

26%

23%

21%

20%

13%

10%

6%

28%

27%

23%

19%

20%

13%

9%

4%

Confirmation of Payee Request to Pay Enhanced Data

Question: Which of the following sources, if any, 
would you refer to when looking to find out more 
about…?
Base: Financial decision-makers in Great Britain (800)

New payment initiatives come to 
market all the time, developed with 
the intention of building systems 
with greater assurance. The decision-
makers we spoke to appear to 
have a relatively good awareness 
of these new payment initiatives. 
This year’s research indicates that 
64% of decision-makers were aware 
of ‘Request to Pay’, and 48% and 
34% were aware of ‘Confirmation of 
Payee’ (CoP) and ‘Enhanced Data’ 
respectively.

Adoption of solutions like CoP offers many benefits. 
The world over, Authorised Push Payment (APP) 
fraud shows no sign of abating.9 In 2019 alone APP 
fraud losses in the UK equated to over £450m, up 
from £350m in 2018.10 To combat this, regulators have 
introduced CoP to reduce the impact of APP fraud 
and human error when making payments, even 
within a real-time context. CoP is a verification check 
put into place that matches a bank account owner 
to their sort code and account number, substantially 
reducing APP fraud and providing a much-needed 
safety net for businesses. 

However, all these new initiatives can inundate 
companies with jargon and buzz words, which 
seldom provide clarity on what these initiatives 
actually do, leaving companies to wade through 
the noise themselves. This lack of education offers 
an opportunity for banks, financial advisors and 
third-party partners to promote and support 
businesses as they get to grips with these new 
regulations and initiatives.

AWARENESS OF  
PAYMENT TERMS

Question: Which of the following 
are you aware of?
Base: Financial decision-makers in 
Great Britain (800)

64%

48%

34%

Request to Pay

Confirmation of 
Payee

Enhanced Data

54% amongst small 
businesses compared 
to 72% of enterprise size 
businesses

40% amongst small 
businesses compared 
to 58% of enterprise size 
businesses

24% amongst small 
businesses compared 
to 45% of enterprise size 
businesses

20
19

M
arch

, 
20

19
Lau

n
ch

 D
ate:

THE 
PAYMENTS
PODCAST

9.  https://bleckwen.ai/wp-content/uploads/2019/11/
Bleckwen_Perfect_Storm_Whitepaper_EN.pdf?utm_
source=Meltwater&utm_medium=emailing17122019&utm_
content=PerfectStormExecutiveSummary

10.  https://www.ukfinance.org.uk/uk-finance-cross-sector-cooperation-
needed-tackle-rise-authorised-push-payment-fraud

21% of small 
businesses claim 
to have not heard 
of any of these 
payment terms

https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
https://bit.ly/PaymentsPodcast
https://bleckwen.ai/wp-content/uploads/2019/11/Bleckwen_Perfect_Storm_Whitepaper_EN.pdf?utm_source=Meltwater&utm_medium=emailing17122019&utm_content=PerfectStormExecutiveSummary
https://bleckwen.ai/wp-content/uploads/2019/11/Bleckwen_Perfect_Storm_Whitepaper_EN.pdf?utm_source=Meltwater&utm_medium=emailing17122019&utm_content=PerfectStormExecutiveSummary
https://bleckwen.ai/wp-content/uploads/2019/11/Bleckwen_Perfect_Storm_Whitepaper_EN.pdf?utm_source=Meltwater&utm_medium=emailing17122019&utm_content=PerfectStormExecutiveSummary
https://bleckwen.ai/wp-content/uploads/2019/11/Bleckwen_Perfect_Storm_Whitepaper_EN.pdf?utm_source=Meltwater&utm_medium=emailing17122019&utm_content=PerfectStormExecutiveSummary
https://www.ukfinance.org.uk/uk-finance-cross-sector-cooperation-needed-tackle-rise-authorised-push-payment-fraud
https://www.ukfinance.org.uk/uk-finance-cross-sector-cooperation-needed-tackle-rise-authorised-push-payment-fraud
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3.2 
Sanctions & Anti-Money  
Laundering (AML)

For the last few years, the subject of 
Financial Crime has been brewing 
across corporates. A combined 
demand is emerging to know 
not just if a payment is potentially 
fraudulent, but also if it’s complicit 
with financial crime. This cross-check 
is a significant development and 
welcomed by many of the regulators 
who want to see corporates 
taking more responsibility in their 
payments, not just relying on the 
banks, which in many cases is just 
too late in the process. However, this 
has not always been the case. 

Back in the 2019 Payments Barometer, we 
discovered that a little under three quarters (70%) of 
financial decision-makers agreed that responsibility 
for sanction checking was with the banks. We knew 
then that this was not a sustainable precedent, and 
in 2020, fortunately, we see the market shifting. In 
this year’s report, 56% of financial decision-makers 
agreed that responsibility for sanctions rests with 
the banks, a significant drop of 14% year on year. This 
drop may stem from a declining perception that 
banks are the entities most impacted by anti-money 
laundering regulation. In 2020, we also saw an 11% 
drop in agreement among decision-makers that it 
is banks who face the most significant impact of 
anti-money laundering regulations (down from 71% 
in 2019 to 60% in 2020). 

Positively, corporates are not sitting back and waiting for something to 
happen in the industry. The 2020 Payments Barometer has revealed 
that businesses are ready to share the load with 71% of decision-makers 
suggesting they are prepared to take on more responsibility for 
implementing anti-money laundering regulations. However, there is 
some variation by business size, with decision-makers in enterprise 
organisations more open to this idea compared to small businesses 
(79% and 62% respectively). This “willingness” to share responsibility 
is underpinned by the EU’s 5th Anti-Money Laundering Directive 
(AML5) which came into effect in January 2020. This regulation requires 
enhanced due diligence for all business relationships in high-risk 
countries, as well as new requirements on the clarity and endorsement 
of electronic verification on Politically Exposed Persons (PEPs). Overall, 
a large proportion of those researched welcome the opportunity to 
protect business payments and be held accountable. Whether this is 
due to reputational risk, commercial losses, legislation, or other factors 
requires further research.  

As companies think differently about how they make payments, 
they can no longer be reliant on their bank to provide their payment 
defences and keep them compliant with the law. Different banks and 
Payment Service Providers (PSPs) may have different approaches, and 
corporates now realise they can take this into their own hands, which 
not only gives them better control and comfort but helps them to 
protect cash-flow in the event of withheld payments. 

ATTITUDES TO SANCTION CHECKING

It ’s best to ensure all new payees are checked 
against lists ahead of setup/payment

It would help if we could track whether all 
payments reach their destination

I want to know if a payment is going to be 
made to a sanctioned organisation

We are prepared to take on more 
responsibility, and not leave it all to the banks

The entities most impacted by anti-money 
laundering regulations are banks, not corporates

The responsibility of implementing sanctions 
rests with banks, not corporates

77%6%

6% 76%

4% 74%

4% 71%

12% 60%

12% 56%

Strongly disagree/Disagree Strongly agree/Agree

of decision-makers suggest 
they are prepared to take 
on more responsibility for 
implementing anti-money 
laundering regulations.

71%

Question: Thinking now about how your business, or the company you work for, can 
you avoid money laundering and ensure it is paying a legitimate entity or person. 
To what extent do you agree or disagree with each of the following statements? 
Base: Financial decision-makers in Great Britain (800)
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This 5th Payments Barometer arrives at a time when a 
post-COVID-19 ‘new normal’ is still emerging. However, as things 
shake out, the societal changes this global pandemic brings 
are likely to push the payments industry forward with them. 
Taking on board the learnings from COVID-19, and the Global 
Financial Crisis of 2007-08 before that, what is clear is the need 
for organisations to have reserves to help them mitigate market 
volatility. Also, working from home looks set to continue for 
many in the finance industry through 2020 and likely beyond. 
This change is going to bring radical transformations to the 
working and personal lives of financial decision-makers – 
whether they work in Accounts Payable, Accounts Receivable 
or in Treasury.

Technology will be a key enabler to making this new style of working easier and more 
secure. With key personnel set to stay away from the office, the status quo of signing 
cheques and circulating paper invoices is no longer a viable course of action. Reasons to 
adopt electronic payments and documentation are compelling. Not only are they lower 
cost and more secure, but they also offer speed, and most crucially at this time, health 
benefits too. Digital signatures, multi-factor authentication, biometrics and configurable 
workflow for the preparation, distribution and approval of payments and electronic 
documents such as e-invoices will become more important as many individuals get used 
to no longer working in the same physical location as their colleagues. 

This changing world fits perfectly with findings from this year’s Payment Barometer, 
which emphasizes the importance of mobile and easy access to cloud-based technology. 
A significant advantage of cloud is that solution providers do not need to visit the 
customer’s offices or data centres to install software, so cloud has proved itself to be 
ideally suited to the extreme circumstances presented by COVID-19 where business 
continuity is paramount. When partnered with the greater cloud access to SWIFT, and 
new API opportunities from Open Banking, adoption of digital solutions are likely to 
accelerate in the new post-COVID-19 world. It will be interesting to see how the dust 
settles in our next Payments Barometer. 

Conclusion – 
Looking Forward

We hope you've enjoyed this year's research report.  
Should you need more information, our team is on hand to help.
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△Technical Note

This research has been conducted in partnership with Ipsos Mori and commissioned by 
Bottomline Technologies.

The research consisted of an online survey among 800 financial decision-makers in Great Britain.

Financial decision-makers are defined as those who input solely, or as part of a group, into the 
purchase of accounting, tax or financial services.

The sample of 800 interviews was split into 200 financial decision-makers each from small 
(10-249 employees or annual turnover of less than £1,999,999), medium (250-999 employees 
or annual turnover between £2,000,000 and £124,999,999), large (1,000-9,999 employees or 
annual turnover between £125,000,000 and £499,999,999) and enterprise organisations (10,000+ 
employees or annual turnover £500,000,000).

The data was weighted to be representative of business in the UK on average turnover across 
business size. We used ONS-Business populate estimates 2019 to calculate the weighting.

Fieldwork was conducted between 31st of January and 6th of February 2020.
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from Bottomline solutions. Headquartered in Portsmouth, NH, Bottomline delights customers through offices 
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About Ipsos

Ipsos MORI, part of the Ipsos Group, is one of the UK’s largest and most innovative research agencies. We work 
for a wide range of global businesses and many government departments and public bodies. At Ipsos MORI we 
are passionately curious about people, markets, brands and society. We deliver information and analysis that 
makes our complex world easier and faster to navigate and inspires our clients to make smarter decisions.
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