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But most say they will never be completely cash free
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The survey

About the ING
International Survey

The ING International Survey aims to learn how
retail customers - and potential customers -
around the globe spend, save, invest and feel
about money. It is conducted online several
times a year, with reports hosted at
www.ezonomics.com/iis.

Ipsos conducted this survey between 7 February
and 27 February 2017. Sampling reflects gender
ratios and age distribution, selecting from pools
of possible respondents furnished by panel
providers in each country. European consumer
figures are an average, weighted to take
country population into account.

15

countries are compared
in this report.

1,000

About 1,000 adults over 18 were surveyed
in each, apart from Luxembourg, with 500.

14,692

is the total sample size
of this report.
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Executive summary

Decline in cash use continues across Europe, the USA and Australia

One in five in Europe now rarely carry physical currency; withdrawing large notes won't affect people’s finances

Money has taken on many forms over millennia; our
relationship with currency often alters along with it.
Lately, a key theme has been technological change:
notes and coins, initially pushed off centre stage by
debit and credit cards, are increasingly being
replaced by digital alternatives to cash, including
mobile payments.

The ING International Survey Mobile Banking 2017 -
Cashless Society report explores the attitude of the
general public in 15 countries around alternatives to
cash. Our results suggest a cashless society is not
only possible but could be accepted by at least part
of the population in many European nations.

About one in five (21%) in Europe now say they
rarely carry physical notes and coins.

Many are reducing cash use

Fifty-four percent of people in Europe agree or
strongly agree that “I use physical cash much less
than 12 months ago”.

Of that proportion, nearly eight in 10 (78%) also say
they expect to go on using fewer notes and coins in
the next 12 months. Once people start to reduce
their cash use, it seems they're inclined to go on
using less cash.

This year’s results tally with our mobile banking
surveys in 2016, 2015 and 2014 which also found
people are reducing reliance on physical cash.
Increasingly they're transacting via non-cash
methods, including mobile payment apps.
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In fact a fraction of the population appears to have
largely dispensed with cash. This subset only uses
notes and coins once a month, once a year or even
less often.

Living comfortably without physical cash was
considered the stuff of science fiction only a few
decades ago. Today it is a realistic proposition.

However, we also see a gulf between those choosing
to use physical cash less often and those who -
currently - are sticking with notes and coins.

“Our results suggest that a cashless
society is not only possible but could
be accepted by a large part of the
population across Europe”

About a third (34%) agree that if it were up to them,
they would go completely cashless - although there
are differences between countries.

Authorities may favour cashless

Meanwhile, more countries are actively discouraging
or outlawing large cash payments. Non-cash
transactions may be preferred by some vendors.

Harvard professor of public policy Kenneth Rogoff,
writing in his 2016 book The Curse of Cash, argues
that physical cash can facilitate corruption and tax

evasion. In his view, many of its disadvantages could
be usefully reduced if larger denomination notes
were withdrawn from circulation.

In our survey, just six percent in Europe indicate it
might affect their finances if the largest
denomination note was withdrawn in their country.

Indeed, large denomination notes are being phased
out in several countries. The €500 bill, set to be
withdrawn by the end of 2018, is one example.

But if Rogoff is correct, there may be no need to go
entirely cashless to obtain a better quality of life.

For those who want or need the feel of cold, hard
cash, that could still be possible without holding back
the many who indicate they are comfortable with
new ways of paying.

Fleur Doidge, editor
lan Bright, senior economist




Infographic

How would you like to pay?

Alternatives to cash are multiplying across Europe, the USA and Australia. ING's
International Survey Mobile Banking 2017 - Cashless Society set out to discover
people's preferences when paying: more than a third in Europe say they'd prefer
to be cash free, with some not using notes and coins for more than a year.

78%

expect to go

on reducing
cash use

78% of those who used cash less
in the last 12 months expect to
go on reducing cash use.

34%

would go

completely
cashless

34% across Europe agree
"if it were up to me, | would .
go completely cashless".

210/0 21% in Europe say they rarely

in Europe use cash now. The smallest

rarely use share (10%) is in Germany.
cash

1% in Europe haven't needed
cash for at least a year;
4% in the Netherlands agree.

N

1%

haven't needed
cash for at least
ayear
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One in five across Europe in
2017 rarely carry cash

ING International Survey Mobile Banking 2017 - Cashless Society
suggests “the cashless society” concept could be moving beyond
buzz-phrase status to become reality. About one in five (21%) across
13 European countries now say they rarely carry cash.

The question

Do you generally carry cash?

Shares answering “no - not often” or “no - almost never”. Possible choices included “yes - almost always”

and “yes - often”.

European consumer

21%

. . . Germany
Today's alternatives go well beyond cheques, from credit and debit
cards to mobile wallets and other e-payments technologies, including Spain 13%
mobile apps on a tablet, smartphone or wearable device. .
Romania 14%
In France and the USA, people appear least likely to carry cash, with .
Austria 15%

Poland, the Netherlands and Belgium next.

At the other end of the scale is Germany, where just 10% of
respondents say they rarely carry cash.

Czech Republic

16%

ltaly 19%
The United Kingdom is closest to the European average. United Kingdom 0%
Results match our mobile banking surveys in 2016, 2015 and 2014
which found people are reducing reliance on physical cash, while Turkey 23%
increasingly transacting via non-cash methods. Luxembourg 24%
Belgium 30%

Netherlands 30%
Are some more likely to go cash free? Poland 33%
A mobile banker, in our 2017 research, was defined as a person aged France 35%
18 or older who owns a smartphone, tablet or wearable device and
has done his or her banking on this device at least once. The full
database shows that more mobile bankers (25%) than non-mobile Australia 27%
bankers (16%) in Europe indicate they rarely carry cash. USA "

Sample size: 14,692

N
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The question

But most St|“ resort to CGSh When was the last time you used cash?

Asked to everyone. Options given included: “last 24 hours”; “last 48 hours"; “last 72 hours”; “last week”; “last

U Se Seve ra l ti m e S G We e k month”; “last year (2016)"; “longer than one year ago”; and “l don't remember”.

Last | don't
three daus Last week Last month Last year+ remember
Our 2017 survey results confirm that many people across all 15 Y

countries surveyed still use cash from day to day. European

82% 13% 4% 1% 1%
But the picture is mixed. We also find in every country that some consumer
people have largely dispensed with cash - having not used physical Netherlands €0 510 139 4o 29
notes and coins since last month, last year or even longer ago.
The Netherlands has the largest proportion who say this (17%) - just USA 63% 21% 10% 3% 3%
ahead of the USA (13%).
France 64% 22% 9% 2% 2%
A fraction of the population in every country polled say they do not
even remember when they last used cash. Belgium 68% 20% 7% 2% 3%
People in the Netherlands, followed by the USA, are also least likely to poland S50, 179, 59, . .
olan (o (] % % (J
say they have used cash in the last three days.
Those residing in Turkey, Romania and Spain in our study are most Australia 76% 16% 6% 1% 2%
likely to say they used cash in the last three days, with Italy, the Czech ed Kinad \ , . . \
Republic, Austria and Germany next. United Kingdom  78% 15% >% 1% 1%
Luxembourg 82% 14% 3% 0% 1%
Germany 87% 11% 2% 0% 0%
Austria 88% 10% 1% 1% 1%
i ?
Wh(]t hﬂve gOU gOt In gour pOCket' Czech Republic 88% 9% 1% 1% 1%
When Europeans were asked how much cash was in their purse or
wallet at the time of the survey, three percent said they had none at Italy 89% 9% 1% 1% 0%
all. For the rest, amounts held were split into roughly even
proportions: 17% had the equivalent in their local currencies of €1- spain 89% 3% 1% 0% 1%
€10; 18% had €10-€20; and 22% had €20-€40. One in five (20%) had " . 919, o Lo o i
€40-€70 that day and 19% had more than €70. ormana ° ° ° ’ °
Turkey 92% 6% 1% 0% 1%
AN J

ING International Survey All aboard for the cashless society April 2017 7



Are you a cash-free devotee
or happy with the hard stuff?

The full 2017 database records that 54% of people in Europe agree or
strongly agree with the phrase “l use physical cash much less than 12
months ago”.

Seventy-eight percent also say they expect to go on using fewer notes
and coins in the next 12 months. Once people start to reduce their
cash use, they may go on using less cash.

But there seems to be a gulf between those who are choosing to use
physical cash less often and those sticking with notes and coins.

In 2017, 82% of the group who did not less cash the previous year do
not plan to reduce their cash use in the next 12 months either.

About 10% across Europe selected “l don't know” as their reply.

Comparison with previous three years

We asked the same two questions in 2014, 2015 and 2016: about
half in Europe said they were using less cash than the previous year.
Also, about 80% of those who did not reduce cash use in the
previous 12 months said they had no plans to do so in the next 12
months either. However, higher shares in 2016 (85%) and 2015
(84%) than in 2017 said they'd use less cash in the next 12 months.

A

The question
“l use physical cash much less than 12 months ago”; “l think |
will use physical cash less in the next 12 months”

Shares in Europe. Answer categories for both questions were: “agree”, “strongly agree”, “disagree”, “strongly
disagree”; and “I don't know".

People who used cash less in the
last 12 months

People who did not use cash less
in the last 12 months

= Will use cash less in the next 12 months

= | will not use less cash in the next 12 months

Sample size: 12,939
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More people choose cash
for smaller transactions

Many might assume that regular bills, such as for electricity, rent or
even the weekly food shop, are usually paid without cash. In our
study, only 12% of respondents in Europe usually pay their utility bills,
rent or mortgage in cash, for example.

The shares who pay rent or mortgage and utilities with cash in
Romania (41%; 37%) and Turkey (35%; 24%) are much larger than in
other countries polled.

Some two-thirds (67%) of people in Europe still choose notes and coins
when buying items such as lunch or a cup of coffee. More than half
pay cash for taxi fares, bus tickets or pocket money.

Large shares indicate “I never have this type of expense” in relation to
rent/mortgage (25%); public transport (20%); taxis (33%); pocket
money (29%); and lending money to friends or family (32%).

Results were similar in the USA and Australia.

Cash chosen less often as amounts rise

Eighty-eight percent in Europe usually choose cash if paying €1-€10.
About half say they opt for cash for €11-€50 sums, with the share
who choose physical money falling to 12% if spending more than
€100. Results are similar to the European average in the USA and
Australia. Austrians, Romanians and Germans are likelier than
average to pay cash for larger amounts.

N

The question

How do you USUALLY pay for the following expenses?

Shares in Europe indicating whether they tend to pay with or without cash for specific items. People could
also reply “I never have this type of expense”.

[o)
Lunch/coffee/snack 67%
25%

619
Pocket money 10% L
0

. 57%
Taxis
9%

. 29
Public transport 57%
23%

Lending money to 47%
friends or family 21%

[0)
Restaurant 40%
54%

Reqular (weekly)
grocery shopping 66%

Gifts
65%

Rent/mortgage
999 63%

Utilities (e.g.
electricity, gas)

83%

m cash = non-cash
Sample size: 12,585
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How many would ditch
physical notes and coins?

About a third (34%) of people in Europe on average agree they would
go completely cashless if they had the choice. The proportion rises to
a high of 42% in Turkey and 41% in Italy.

The UK (21%) has the smallest share who agree with the statement.

People may like the convenience of a card or mobile payment, instead
of having to count and handle physical cash.

However there can be a down side. Behavioural science suggests that
when people do not physically handle money, they do not tend to feel
the “pain” of handing over cash as much when paying for something.

Interestingly, the Netherlands has a low share who say they would go
completely cashless even though people in that country are at the
forefront when it comes to using less cash on a daily basis.

More in Europe agree with the statement in the 25-34 and 35-44 age
brackets, with the lowest share among the over-65s.

Roughly equal shares of men and women agree with the statement.

Cash-only shopping - or non-cash options?

Sixty-eight percent of people in Europe, given a choice of buying
either from a cash-only store or one where physical notes and coins
are not accepted, agree they would prefer the latter. People in
France (81%) and Belgium (78%) were more likely to say this. We did
not ask if they prefer businesses to take both types of payment.

N

The question

“If it were up to me, I would go completely cashless.”

Shares who select “agree” or “strongly agree”. People could also reply “l don't know".

European consumer

United Kingdom
Netherlands
Austria
Luxembourg
France
Germany
Belgium

Czech Republic
Spain

Romania
Poland

ltaly

Turkey

Australia

USA

21%

Sample size: 14,692

34%

23%

27%

28%

30%

30%

33%

36%

37%

38%

40%

41%

42%

24%

38%
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Surprisingly similar results for
cash and cash-free security

More than half (55%) of people in Europe indicate they believe there is

The question

Please indicate the level of security you believe you have when

paying without cash/with cash.

Shares who say “high” or “very high”. Possible answers include “I don't know". “Without cash” includes, for
example, card, mobile banking, cheque, bank standing order, etc.

a “high” or “very high” level of security when paying without cash. European consumer 550é’9%
Only 11% believe security is “low” or “very low".
However, nearly a third (32%) across Europe are ambivalent about the France 43%49%
security on offer - saying that security when paying without cash is
o J . g g 4 Paying United Kingdom 48%540/
neither low nor high”. o
48%
About three percent indicate they do not have an opinion on the Germany . 77%
matter, selecting the “I don't know” option. Netherlands 48%54%
We also asked people to estimate the level of security they have when Luxembourg 47% >
(o)
paying with cash - and a similar proportion (12%) say cash security is . 550,
ul n u n AUStrIO 2 0,
ow" or “very low". 71%
; 57%
Perhaps surprisingly, higher shares in eight of 15 countries feel cash Romania 54%
payments are secure - rating cash security as “high” or “very high”. Czech Republic 5;;;/3/
(o]
Germany and Austria stand out here - contrasting most strikingly with Turkey 5402)8%
Belgium, where just a third feel cash transactions are secure. 0
Italy 60%
55%
Belgium 33% 62%
- Poland 550 65%
Why might people see cash as secure? Spain 67% .,
(o)
Compared with non-cash, higher shares (59%) in Europe say they
feel cash is secure. This may be partly because hard cash must be
physically handed over, which means it is easier to know when a USA 48% 62%
payment has been made and by whom. Yet physical money is very Australia 50%
0,
portable, relatively untraceable and can easily be lost or stolen. 56%
® non-cash m cash
Sample size: 14,692
A J
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Privacy a trade-off for
cashless convenience

People are less positive when asked about the levels of privacy on
offer in non-cash transactions relative to cash transactions.

Less than two-fifths (37%) across Europe indicate that privacy is “high”
or “very high” when paying without cash - for example, by card,
mobile device, standing order or even cheque.

The USA and Australia are similar to Europe in this respect.

The proportions drop to 27% in the Netherlands, Luxembourg and
Austria, and rise to just over half (53%) in Romania.

More say privacy when using cash is “high” or “very high”.

On average, 66% in Europe indicate they believe cash transactions are
highly private. The high is 86% in Germany; the low in Turkey (48%).

When people want transactions to remain private, they may choose
to pay cash. But the convenience and traceability of many non-cash
methods have their own appeal.

A

The question

Please indicate the level of privacy you believe you have when

paying without cash/with cash.

Shares who choose “high” or “very high”. Possible other answers include “I don't know". “Without cash”

includes, for example, card, mobile banking, cheque, bank standing order, etc.

European consumer

Netherlands
Luxembourg
Austria
Germany
France

Czech Republic
Belgium

ltaly

United Kingdom
Spain

Turkey

Poland

Romania

Australia

USA

® non-cash
Sample size: 14,692

37%

27%
27%
27%
28%
29%
31%
32%
34%

34%

32%

36%

46%

50%
48%

66%

69%
66%
83%
86%
60%
66%
60%
70%
63%

74%

51%

53

56%
%

50%

67%

69%

= cash
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The question

Comfo rtable CGSh‘free? Yes Imagine you don't have any cash on you, but you do have

cards and mobile. How comfortable are you that you could get

- for shorter lengths of time by for the following period of time?

) o Shares in Europe who are “comfortable” or “very comfortable” without cash in a location with no ATMs.
About half of respondents in Europe indicate they feel comfortable

they could manage for at least a week without physical cash.

Nearly three in ten (29%) even say they could last “forever” without
the hard stuff. Forever

Digging into our full database reveals the lowest share who say this is
in the Czech Republic (13%).

And more than half (52%) of people in Romania suggest they could be

comfortable “forever” without cash - the survey high.
The next month

Interestingly, our results also suggest that those who have completed
more years of formal education are likelier to feel they are able to go
longer without cash.

Education level can be a rough proxy for income. Those with higher
earnings may be more likely to have access to banking and online
services in general.

The next week

Our survey asked how “comfortable” people feel about going for
specified periods of time without cash where there are no ATMs.

Their answers might reflect attitudes towards the “cashless” concept
or beliefs on the availability of alternative payment methods. The next 72 hours

Australians are more likely (84%), compared to the European average,
to say they could last a day without cash - but not forever (27%).

In the USA, high shares indicate they would be comfortable for 24
hours (89%) or even “forever” (39%) without notes or coins.

The next 24 hours 78%

Sample size: 12,585

N J
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How people feel about
losing larger banknotes

Some economists, including Harvard professor Kenneth Rogoff, have

N

The question

Imagine the highest denomination note will be withdrawn
from circulation. Would it affect your finances?

Shares who choose “yes”. Other possible replies include “no” and “I don't know".

(o)

supported the idea of partly eliminating cash. European consumer 6%
The arguments typically put forward are that this would reduce cost,
including costs related to crime and the hidden economy, while Czech Republic 4%
increasing the ability of organisations to monitor and manage
financial transactions - including levying taxes or fees. Netherlands 4%
Governments in some countries have already withdrawn certain France 4%
large-denomination notes from circulation.

) o _ Spain 4%
We asked people in Europe, the USA and Australia if withdrawing the
highest denomination note in their country would affect their Belgium 4%
finances. Italy 4%
Only six percent in Europe say “yes”. The exception is Turkey (15%).

S _ United Kingdom 5%
The only larger proportion is in the USA (18%). The highest-value US
bill available at the time of this report is $100. Luxembourg 5%
The biggest Eurozone banknote is €500 - one of the highest-value bills Poland 5%
in the world. This note is set to be withdrawn from circulation by the
end of 2018. Romania 6%
Many countries have restrictions on the size of cash transactions. In Germany 6%
France, for instance, the limit for cash purchases was reduced from Austri 89
€3,000 to €1,000 in 2015. Hetnd °
Turkey 15%
Australia 9%
USA 18%
Sample size: 14,692
J
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The question

MOSt S(]U theg W|[[ never “I will never go completely cashless.”

Shares who “strongly agree” or “agree”. Other possible answers include “strongly disagree”, “disagree” and “I

go completely cash-free

Around three-quarters (76%) of the people in Europe say they will

European consumer 76%
never go completely cashless.
The lowest share is in the Netherlands (59%), followed closely by
Belgium (62%) and France (62%). Netherlands 59%
. . L o o
H|ghe.r proportions of People living in Italy (85%), Germany (84%) and Belgium 2%
Austria (84%) agree with the statement.
In Europe, those who disagree represent 20% of the population we France 62%
surveyed. Four percent selected “I don't know” as their answer. Luxembourg 69%
The USA and Australia approximate the European average. Poland 239
Turkey 74%
Romania 74%
Spain 79%
United Kingdom 79%
Czech Republic 82%
Austria 84%
Age and gender differences Germany suk
Both genders are as likely to say they will never go completely
cashless. However, our results do show age differences. Europeans Italy 85%
aged 65 years or older are most likely to agree with the statement
(86%). Smaller shares of younger respondents agree: Europeans
aged 18-24 are least likely to agree (68%) they'll always use cash. USA 75%
Australia 79%
Sample size: 14,692
A J
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Contact details

Country Name Phone number Email

Australia Kristen Costandi +61 2 9018 5160 kristen.costandi@ingdirect.com.au
Austria Valerie Hauff-Prieth +43 1 68000 50199 valerie.hauff-prieth@ing-diba.at
Belgium Vanessa Zwaelens +32 2 547 24 84 vanessa.zwaelens@ing.be

Czech Republic

Martin Tucek

+420 2 5747 4364

martin.tu¢ek@ing.cz

France Florence Hovsepian +33 157225534 florence.hovsepian@ing.fr
Germany Zs¢6fia Kohler +49 69 27 222 65167 zsofia.koehler@ing-diba.de
Iltaly Silvia Colombo +39 02 5522 6645 silvia.colombo®@ingdirect.it
Luxembourg Yves Denasi +352 44 99 9632 yves.denasi@ing.lu

The Netherlands Senne Janssen +31657 875332 senne.janssen@ing.nl

Poland Milosz Gromski +48 22 820 4093 milosz.gromski@ingbank.pl
Romania Diana Pincescu +40 21 222 1600 diana.pincescu@ing.ro

Spain Luis Alfonso Guerricagoitia Tortajada +34 91206 79 82 luis.alfonso.guerricagoitia.tortajada@ing.com
Turkey Buket Okumus +90 21 2335 1079 buket.okumus@ingbank.com.tr
UK lan Bright +44 20 7767 6656 ian.bright@uk.ing.com

Editor Fleur Doidge +44 20 7767 5567 fleur.doidge@uk.ing.com

Ipsos Nieko Sluis +31 20607 0707 nieko.sluis@ipsos.com
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Disclaimer

This publication has been prepared by ING solely for information
purposes. It is not intended as advice or an offer or solicitation to
purchase or sell any financial instrument or to take any other
particular action. Reasonable care has been taken to ensure that
this publication is not untrue or misleading when published, but
ING does not represent that it is accurate or complete. The
information contained herein is subject to change without notice.
Neither ING nor employees of the bank can be held liable for any
inaccuracies in the content of this publication or for information
offered on or via the sites. Authors’ rights and data protection
rights apply to this publication. Nothing in this publication may be
reproduced, distributed or published without explicit mention of
ING as the source of this information. The user of this information
is obliged to abide by ING's instructions relating to the use of this
information. The distribution of this publication may be restricted
by law or requlation in different jurisdictions and persons into
whose possession this publication comes should inform
themselves about, and observe, such restrictions. Dutch law
applies. ING Bank N.V. is incorporated with limited liability in the
Netherlands and is authorised by the Dutch Central Bank.
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