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For 69% of the banks surveyed,
conditions were unclear or madequately

explained.

Tariffs of current accounts vary widely,
not only between countries, but also
within the domestic market.

The second SEPA monitoring study will
provide additional data.
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66% of the experts who carried out the
study could not understand fees on a
first reading.

Transparency and prices are correlated:
countries where tariffs are more
transparent tend to have lower prices
and vice-versa.

The annual costs of current account fees
within the EU range from €352 in Italy to
€28 in Bulgaria.
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Graph 7 — Price of average profile vs. transparency and simplicity

Prices of domestic average profile (€)
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Lack of transparency is one of the
major sources of consumer
detriment as consumers cannot
make informed choices.

Lack of transparency leads to
inefficiencies.
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Banking services score in the bottom 10 of the
50 services we examined.

73% of consumers complained about current
accounts for some reason with their providers.

50% of consumers ranked banking services as
non-optimal or not satisfactory at all.

57% of consumers find it difficult or non-
optimal to compare the prices for banking
services.

15% of consumers switch bank accounts.
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Complaint question - EU27 per market
Have you complamed about this problem?

Food — Fruits and vegetables 3% 23% e
Fuels 6 4% 26% - ] —
Tram, bus, metro 8% 31% e L S —
ﬁersonal care rgo ucts ; 4% 28% 11 S —
Over-the-counter me ication 6 5% 5% 26% B e
Alcoholicb everages 5% 5% 2% 25% 1 —
Railw 0% 6 9% 32% %
Perf rL ca eserwces 3% 5 2% 29% S S —
Non-alcoholic beverages 8% 8% 5% 21% 10—
Books, magazines, newspl\}:l)ers 51% e 10% 15% o 30%
54% o 5% 26% 2%
Cultural and entertammen} services 6 9% 8% 27% 11—
services 6 8% 6% 30% S 28%
Legal services, accountancy & notary serwces 19% 29% ¥ 4 S
ater‘? Z 7% 12% 27% 2%
Food — Bread ce&ea S, ric 53% 5% 3% 25% 21 S
FOO d her 54% 3% 3% 29% 8%
Airl |nes 8% 8% 8% 25% gy
Funer #serwces 51% o 7% 26% 11—
Clothln and footwear 58% 5% 4% 24% Y 11 S—
omestlca p iances 5 8% 3% 20% 8%
osta services courlers 7% 25% [ 17—
House malntenance &i ||Eprovem Qods 3% 22% 2%
Maintenance air of vehicles 6% 28% 71—
SpO a% elsgre services 6% 28% 2%
ec hand cars 61% 5% 6% 27% 1%
Leisure goods 62% 0% 5% 24% %
?I estate serwces 52% 13% 32% 1 1 S—
Gambli Ing, t}erles ettlng : 9% 5% 29% 0%
Reovals and stora 58% : 11% 25% 11—
ectr”: 6 : 8% 24% 0%
Insurance — Dwe 13% 21% 0%
Banking — Cred |ts 9% 27% co19%
Investments, pensions an securltles 14% 27% B S —
Holiday accommodation 8% 24% g%
estaurants bars 63% 5% 3% 28% co1g%
Packaged tr veT& tour 61% 6 11% 29% 1%
renta 61% 8% 27% co18%
Large domestlc aP pliances 65 : 5% 20% B L —
nsurance ran ?(port 11% 25% B VA
etwor 64% 6% 8% 28% 15—
Electronic goods (non ICT/recreatlon:gz : ; 3% 22% B 1/ —
ICT goo 4% 23% Cos%
House maintenance & i |mprovemen services U10% 8% 26% 71—
urmshmgs urniture 4% 25% 1A%
Civa Alanh oy 68% 7% 24% 1A%
| Banking — Current accounts) 3% 6% 11% 26% Co13%
e 69% C16% T 6% 23% 1%
Internet service provision 6 9% 7% 24% 1%
Mobile telephony : G 7% 26% %
M Yes - retailer/provider ¥ Yes - manufacturer Yes - third party yes - friends family M No
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Overall satisfaction question - EU27 per market
On a scale from 0 to 10, to what extent did the products/services on offer from different

suppliers //ve up to what you wanted within the past period?

Books, magazines, newsprvpers 28%
Culturaland entertainment services 28%
Persona car servlces 31%

~ 0 oo
©0Or

ol

ﬁ Bserwces 30% e e
OhO IC bevera 31% 5 7
Electronic gOOdS non Iq;l'/ ecreatlona 34% 6 3 /s — 7,8
|c evera es 31% T 5 5 0 7,8

Lar domes ic aPé) | 31% ————————————————e R

Bread, cerea r|ce 31% G 5 Y 7,8

ga accommo ation 32% T G Y 7,8

Sma stica p|lances 32% N )/ —— 7,8

unera erV|ces 31% N )/ —— 7,8

ars 31% *7,8

Sport and Ielsurefserwces 33% 5 3 A —— 7,7

Furnishings urn ture 34% 6 D 7,7

IIq’ersona care ucts 35% G e 7,7

Over-the- count rme |cat|o 34% G 7,7

e|su S 36% G 0 Y 7,7

Packaged trave % Qurs 35% G e 7,7

34% G e 7,6

35% *7’5

Vehlcﬁe ge r};ca? 35% G O 7,6

38% I 5 79 e 7,6

g 33% 5 O S 7,5

Postlgl services & co ers 35% 5 3 /0 7,5

estaurants an ars 41% I 5. 7,5

nsurance ranspo t 37% I 57 7,5

House maintenanc erove ent?ob 39% S G 7,5
Foo —rr san (\4 les 40% ) 7,

Ing a n otwear 3;?;65 L e———

I 5 5/ A 7,4

Malntenance&repalro Vehf 36% 5 5 4 7,4

Insura INg 40% T G 3 0 7,3

emova sgn storage 38% I 57 /e 7,3

Fixed tel epho y g;;: I 5 2 /e 7,3

I 5 5 e 7,3

. . Mobile tele 39% —————————————r

House ma|ntenance & ”’nprovement S erce 40% *7,3
. ram, bus, metro 40% S e 7,2

Legal services, accountancy nofa Jervices 37% S 3 7,)
etyork gas 38% 5 Y 7,

=reetrre 36% 5 3 e 7 )

Banking — Current accounts 40% 5 ) — 7,1

42% | 4 7, ]

Secon hand da 41% N e——n

q g 41% ] 7, ()

Gamblmg, otter| s b tt|ng 37% O GO

Rai Wa 42% Y G,8

Real estate servic S 6% —Tr

Investments, pensions and securities 50% g Ay — 6,3

mo-4 5-7 W 8-10
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Consumers should not pay all the
costs.

Consumers acceptance of additional
fees, if the services provided give
them an effective added value.

The incentives used to favour a
specific payment tool need to be
appropriate for all stakeholders.
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