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Executive Summary

Pay.UKsits at the centre of the UK’s retail payments ecosystem. Millions of consumers and businesses
rely on the systems and services we operate every day to pay wages, receive benefits, settle bills and
move money safely and reliably.

Engagement with organisations that represent end users is a critical input into how Pay.UK
understands evolving needs, risks and opportunities in payments. This document explains how we
engage with end-user organisations, how insight from that engagement is used, and what
organisations can expect when engaging with Pay.UK.

We use four main routes to understand end-user needs: building end-user awareness into our
governance, using research and insight, learning from participants, payment providers, regulators
and the wider payments sector, and engaging directly with organisations that represent consumers
and businesses.

The first three routes are already established parts of our approach. We are continuing to strengthen
them and are now adding an end-user network to provide direct engagement where it is needed and
where it can add value.

Taken together, this approach is designed to:

e Provide structured, proportionate routes for Pay.UK to build our understanding of end-user
needs, experiences and evolving behaviours.

e Ensure these insights are consistently considered in Pay.UK’s analysis, prioritisation and
decision-making.

e Beclear and transparent about where these insights can and cannot influence outcomes.
This document sits alongside:

e Working together: Pay.UK engagement with direct participants in Bacs, FPS and ICS

e Working together: Pay.UK engagement with the broader payments industry

Collectively, these documents describe how Pay.UK balances different stakeholder perspectives
while staying focused on its role in operating and improving the payment systems and services for
which it is responsible.

©Pay.UK 2026 2

Classification: Public. ©Pay.UK 2026



Foreword

At Pay.UK our priority is to make sure the UK’s main retail payment systems are safe, reliable and
trusted. Every day, millions of people and businesses rely on those systems to pay wages, receive
benefits and pensions, settle bills and move money with confidence.

We do not deal directly with most consumers or businesses. Instead, we work with participants,
payment providers, regulators and others who help deliver payment services to the public. That
means it is important that we also listen to organisations that understand the experiences and needs
of the people and businesses who rely on payments every day.

This document explains how Pay.UK will gather and use insights about end users: the individuals and
businesses who rely on the systems and services we operate. This includes payments such as salaries,
bills, benefits and pensions, as well as services such as Confirmation of Payee and the Current Account
Switch Service.

We want to understand what works well for end users, where payment experiences can be difficult,
and where changes in the way people and businesses pay may create new needs or risks. This will
help us make better-informed decisions about the systems and services we are responsible for.

We are committed to hearing these perspectives in a clear and proportionate way. This document
describes how we will do that, what we will use the insight for, and where Pay.UK’s role begins and
ends.

Our approach sits alongside work led by the Bank of England on the future of retail payments.
Pay.UK’s role is different and more focused. We are using end-user insight to improve our own
understanding, planning and decision-making in relation to the payment systems and services we
operate.

We will keep this guide under review and update it at least annually, or sooner if there are significant
changes.

As this approach develops, we welcome feedback from organisations that represent consumers and
businesses. We want to understand whether our engagement is useful, whether we are asking the
right questions, and how we can make better use of the insight we receive. A contact pointis provided
at the end of this document.

David Crawford
Chief Strategy and Transformation Officer, Pay.UK
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1 Purpose and scope

1.1  Why we engage
We engage with end-user representative organisations to:

e Understand real-world payment experiences, difficulties and outcomes for consumers and
businesses.

e Complement insight from participants, payment providers, regulators and our own
operations with an end-user perspective.

Building end-user awareness helps us anticipate change, identify unintended consequences, and
keep our work grounded in the needs of those who ultimately rely on our payment systems.

1.2 What this engagement is — and is not
In scope
e Insights about how payment systems and services work for people and businesses overall.

e Evidence-led perspectives on consumer and business payment needs, changing payment
behaviours and practical difficulties.

e Feedback on emerging themes, risks and opportunities.
Out of scope
e Individual complaints or case handling.

e Resolving disputes between end users and payment service providers, such as participants
and payment firms.

e Advocacy on behalf of individual firms or products.
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2 Ourend-user engagement model

We use four routes to make sure insight about end users is considered in our work: governance,
research, learning from the wider payments sector, and direct engagement with representative
organisations where this is useful.

2.1 Board and executive accountability

e End-user considerations are actively championed through defined Board and Executive
Committee accountabilities, including a Board director and accountable executive lead.

e End-user insight is brought into relevant strategic conversations, decisions about priorities,
service improvements and choices about where to focus effort.

e Progress, themes and examples of how insight has influenced our work will be reported
through an annual end-user engagement update.

e This combination of sponsorship, reporting and review provides visibility, challenge and
accountability as the approach develops.

Together, these arrangements are intended to ensure end-user awareness is not treated as a
standalone activity, but as a visible input into Pay.UK’s planning, prioritisation and decision-making.

2.2 Ongoingresearch and insights

We maintain an annual research and insights plan that includes regular activities, as well as capacity
for up to three standalone research projects that vary depending on business need.

For example:

e Established research programmes, including consumer and small and medium-sized
business payment trackers, the Current Account Switch Service tracker, product-specific
research and monitoring of wider payment trends.

e Numerical and interview-based insights used across strategy, product, regulatory
engagement, delivery and wider payments-sector conversations.

e Findings shared internally to inform product, design and communications, and used
externally in stakeholder engagement conversations.

e This evidence base is complemented by thematic projects on specific products, behaviours
and user segments.

In 2024, we researched how people who are more likely to face financial or digital barriers use
cheques. What we learned helped us plan discussions with relevant participants in 2025 about the
future of cheque services. It also helped inform conversations with UK authorities, so that their
decisions took account of people who still depend on cheques.

2.3 Learning from participants, regulators and the wider payments sector

Engagement with participants, payment providers, regulators and other payments-sector bodies
provides additional end-user perspectives, including practical issues seen by organisations closest to
customer and business interactions.
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These insights help us understand how changes in products, services, rules or user behaviours are
experienced in practice, and where there may be risks, gaps or unintended consequences.

For example, engagement with Confirmation of Payee service providers and participants helped us
identify demand from larger businesses to use the service when making payments. This insight
contributed to a 2025 rule change enabling Confirmation of Payee to be used by corporates, helping
extend the service beyond its original account-to-account use cases.

2.4 Direct engagement with end-user organisations

e Targeted engagement with organisations representing consumer and business segments.

e Focused on areas where direct engagement can add to primary research and help strengthen
our wider evidence base.

e Particularly valuable for understanding evolving payment behaviours of hard-to-reach
groups - both consumers and businesses.

e Direct engagement is selective and focused on specific issues or themes, rather than a
standing forum, so that it remains purposeful and tied to clear questions or gaps in
understanding.

For example, this builds on our existing relationships with end users or end user representative
organisations such as Government Banking Services, British Retail Consortium and Which?
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3

3.1

Pay.UK s building a network of organisations that represent a broad range of consumer and business
perspectives. We have segmented end users as set out in Figure 1 and Figure 2 below and will use a

Direct engagement: how it works in practice

End-user network (developing)

combination of research, insight and direct engagement to strengthen our awareness over time.

Our level of awareness differs across these segments and our plans for 2026 have been putin place to

elevate the level of maturity and awareness across the board.

Figure 1: End-user business segmentation

Sole traders and
micro-businesses
- Pay.UK SME
payments tracker

Small and Medium
businesses
- Pay.UK SME
payments tracker

Businesses

Large businesses
- via organisations
such as the British
Retail Consortium

Government
- via Government
Banking Service

Figure 2: End-user consumer segmentation

Nationally
representative
UK population

- Pay.UK Consumer

payments tracker

Consumer
Advocacy and

Strategic Policy
-via organisations
such as Which?

Vulnerability
and special interest
- via organisations
such as Money and
Mental Health Policy

Institute

Front-line advice

and Crisis Insight
-via organisations
such as Citizens
Advice

Market builders
and education
- via organisations
such as Money and
Pension Service

The network is intended to provide practical insight into how payment issues affect people and

businesses in real life, by testing assumptions, identifying consequences and highlighting points of
friction that may not emerge through research alone. Meetings will typically happen quarterly on a
one-to-one basis, with the opportunity for specific meetings outside of this on a topic-specific basis if

required.

Direct engagement with end-user organisations will also include our continued participation in

thematic roundtables, workshops, conferences and panel discussions.
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4 Our commitment to end-user organisations

We recognise that time and insight are valuable. When engaging with end-user organisations, Pay.UK
commits to:

e Purposeful engagement - clear objectives, context and questions
e Transparency - being open about constraints, dependencies and trade-offs
e Proportionality - engaging where insight can make a meaningful difference

e Closing the loop - explaining how insights informed thinking or why they could not be acted
upon

e Respect for boundaries - clarity on Pay.UK’s role in operating and improving the payment
systems and services for which it is responsible.

We will keep our engagement approach under review and update it at least annually, or sooner where
material changes in our role, strategy or engagement model require.

4.1 How organisations can support effective engagement
e Share evidence, insight and challenge openly and constructively.

e Help usdistinguish between issues affecting the payment system overall and concerns about
individual firms.

e Be clear where perspectives reflect a broader segment and where they reflect individual
organisational priorities.

e Work with us constructively on timing, access and the most useful routes for engagement.
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5 Reporting, feedback and continuous improvement
Pay.UK will:
e Publish research reports externally, where relevant to the wider payments sector.

e Provide an annual update on end-user engagement, including progress, key themes and
examples of how insight has influenced our work.

¢ Invite feedback on the effectiveness of our engagement approach to support learning and
continuous improvement.

Feedback may be gathered through direct engagement activity, follow-up conversations, broader
stakeholder engagement channels and periodic review of this approach.

For organisations wishing to share feedback, express interest in engagement opportunities, or
discuss relevant end-user themes with Pay.UK, please contact: insight@wearepay.uk.

6  Closing note

Gathering end-user insight and engaging with end-user organisations are vital complements to our
work with participants, payment providers, the wider industry and regulators. By combining
research, indirect insight and targeted direct engagement, we aim to ensure end-user needs remain
a visible and meaningful input into how UK payment systems evolve.

Over time, we expect this approach to strengthen end-user awareness across Pay.UK, improve the
quality and consistency of end-user insight in decision-making, and support a clearer and more
credible external profile on end-user issues.
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FAQs

These FAQs are primarily for organisations representing consumers and businesses in the UK.
Regulators, participants and payment providers may also find them helpful as a guide to how Pay.UK
gathers and uses end-user insight.

1. What is the purpose of this document?

This document explains how Pay.UK will gather, understand and reflect end-user needs in its work,
and how end-user insight will be considered in analysis, decision-making and engagement across
the organisation.

2. Who are “end users” referred to in this document?

End users are the individuals and businesses that use and rely on Pay.UK’s systems and services.
This includes people and organisations making and receiving payments (including for salaries, bills,
benefits and pensions) and users of services such as Confirmation of Payee and the Current Account
Switch Service.

3. What is out of scope for this engagement approach?

This approach is designed to inform Pay.UK’s understanding and decisions at a system and service
level. It is not intended for handling individual complaints, or for resolving disputes between end
users and payment service providers.

4. How will end-user insight influence Pay.UK decisions?

End-user insight will be used alongside other evidence, including market trends, operational data,
input from participants and payment providers, and regulatory expectations, to inform analysis,
priorities and decision-making on Pay.UK’s products, services and strategic direction. We will aim to
reflect what we learn from these insights in our thinking, ways of working, decision-making and
engagement.

5. How do regulators, participants, payment providers and end-user organisations’ views fit
together? We bring together different perspectives. Engagement with participants, payment
providers and regulators provides important insight and context. Direct engagement and research
help us test, validate and complement those views with evidence of end-user experiences and
outcomes. The aim is to bring these insights together so that our decisions and conversations are
informed by the different organisations and groups affected by payments.

6. What do we mean by participants, payment providers and end-user organisations?

In this document, “participants” means organisations that participate in Pay.UK-operated payment
systems and services. “Payment providers” is used more broadly to refer to organisations that
provide payment services to consumers or businesses, whether or not they are direct Pay.UK
participants. “End-user organisations” means organisations that represent or advocate for
consumers, businesses or specific user groups.
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7. What is the end-user network and why is Pay.UK creating it?

The end-user network is being developed to provide practical insight into how payment issues affect
people and businesses in real life, especially consumer and business groups that may not be well
captured through traditional research methods. It will help us build a more complete understanding
of barriers, needs and preferences. The goal is for it to supplement the strong set of insights we
gather through our research programme and engagement with participants, payment providers and
regulators.

8. Who can join the end-user network?

We expect the network to include organisations that represent consumer and business groups,
including those with specific accessibility, vulnerability, regional, sector or business-size
perspectives. We will aim for balanced representation across the network.

9. Will Pay.UK publish what it learns from end-user engagement?

Yes. As set out in the Reporting section, we plan to publish relevant end-user research and findings,
and to provide an annual update on engagement, including progress, key themes and examples of
how insight has influenced our work.

10. How can organisations engage with Pay.UK on a specific issue or theme?

Organisations may engage with Pay.UK through targeted discussions, thematic roundtables,
consultations, events or other appropriate channels. Engagement will be proportionate and shaped
by the relevance of the issue to Pay.UK’s role, priorities and evidence needs.

For organisations wishing to share feedback, express interest in engagement opportunities, or
discuss relevant end-user themes with Pay.UK, please contact: insight@wearepay.uk.
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2026 © Copyright in this document lies with Pay.UK Limited. All rights reserved.

The copyright in this document is owned by Pay.UK Limited. All material, concepts and ideas detailed in
this document are confidential to Pay.UK.

This document shall not be used, disclosed or copied in whole or in part for any purposes unless
specifically approved by Pay.UK.
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