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Specifications to invitation to tender COMP/2012/003

1. Title of contract

Survey of merchants' costs of processing cash and card payments

2. Purpose and context of the contract

Over the past years, the European Commission and several national competition 
authorities scrutinised the way in which various card payment schemes are functioning 
in the EU. In particular, the focus was on the multilateral interchange fees (MIFs) that 
are charged by a cardholder's bank to a merchant's bank for point of sale transactions 
made with a payment card. 

The European Commission's decision of 19 December 2007 in the MasterCard case 
found that MasterCard's network rules and its member banks' decisions setting intra-
EEA fallback MIFs are incompatible with Article 101 of the Treaty on the Functioning 
of the European Union (TFEU). Seeking to comply with this Decision, in April 2009, 
MasterCard came forward with Undertakings and announced a set of changes to its MIFs 
and other rules. Furthermore, in March 2008 the Commission initiated antitrust 
proceedings against Visa Europe in relation to its MIFs for cross-border point of sale 
transactions within the EEA. Visa Europe offered commitments on debit cards similar to 
those of MasterCard on 8 December 2010.

Both in the MasterCard Undertakings and Visa Commitments, levels of MIFs were 
calculated on the basis of the so-called "merchant indifference test" (MIT). This test 
aims at identifying a MIF level which ensures that the costs borne by merchants for 
accepting cards do not exceed the transactional benefits that they derive from cards.
Merchants derive such transactional benefits if card payments reduce their cost relative 
to alternative payments.

In this context, the European Commission is conducting a project on measuring the costs 
incurred by merchants in accepting payments by cards and by cash. A methodology which 
consists of a cost model and a data collection method has been developed in the previous 
stages of the project. The Commission seeks to contract expertise to apply this methodology 
and carry out a cost measurement exercise with merchants in 10 Member States where a 
majority of card payments and retail payments in the European Economic Area currently take 
place. 

The objective of the survey is to collect, on the basis of the questionnaire attached in the 
Annex, as precise and accurate data as possible on the level and structure of relevant cost 
items, which will allow the Commission to compare the costs incurred by merchants in 
accepting different payment instruments. 
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3. Subject of the contract

The study is intended to collect data on merchants’ costs of processing payments for the last 
closed financial year, on the basis of which to calculate the average costs of cash and card 
transactions, respectively, with the purpose of determining the maximum level of MIF that 
complies with the MIT.

The key tasks of the Contractor will be to:

• secure the full participation of at least 50 suitable merchants in each of the 10 
countries surveyed;

• collect complete, consistent and accurate data from these merchants on their costs of 
processing transactions with different payment instruments, in accordance with the 
requirements laid out in the questionnaire attached in the Annex to these 
specifications;

• calculate average costs for each payment instrument covered for each merchant, in 
accordance with the requirements laid out in the questionnaire attached in the Annex.

3.1 Payment instruments

The study shall measure the costs of accepting the following payment instruments:

• cash;
• domestic four-party scheme debit cards1, for those countries in the sample where such 

schemes exist;
• international four-party scheme debit cards (i.e. Visa and MasterCard debit cards);
• international four-party scheme deferred debit and credit cards (i.e. Visa and

MasterCard credit cards).

3.2 Transaction types

The study shall measure the costs of face-to-face (customer-present) transactions; where a 
merchant is also carrying out remote transactions (e.g. over the internet or telephone), the 
value, volume and costs of such transactions shall be separated from those of face-to-face 
transactions. 

3.3 Geographical coverage

The study shall be carried out in ten countries in the European Economic Area (EEA), 
selected on the basis of the total value of retail payments. Austria, Belgium, Germany, Spain, 
the UK, France, Italy, the Netherlands, Poland, and Sweden are the top ten countries in terms 

  
1 A domestic payment card scheme is a payment card scheme not belonging to the major international payment 

card schemes such as Visa, MasterCard, American Express or Diners Club. The payment cards of these 
schemes can be widely used, but their usage is predominantly limited to a single Member State. Examples of 
such card schemes include PIN in the Netherlands, Bancontact in Belgium, Carte Bancaire in France, 
Pankkikortti in Finland, Dankort in Denmark, Bank Axept in Norway, etc.
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of relevant turnover; together, they account for approximately 87% of retail turnover in the 
EEA2.

3.4 Selection and recruitment of merchants

The Contractor should review publicly available information and other information available 
to it on the composition of the retail trade and services sector in the respective EEA countries 
in view of selecting samples of large merchants. Merchants should be selected on the basis of 
the following criteria:

• They should be active in the retail trade and services sectors where consumer-to-
business, face-to-face payments with cash and consumer cards predominate. Relevant 
industries are those categorised as NACE G.45.2, G.47, I.55 and I.563.

• They should be large enterprises. Large enterprises are defined as having a turnover 
equal to or above € 50 million4. In case of objective difficulties in recruiting the 
required number of merchants, in particular in the relatively smaller countries in the 
sample, the Contractor may include in the survey enterprises having a turnover lower 
than € 50 million, but not lower than € 20 million.

• They should be selected on the basis of turnover5, in such a way as to maximise 
coverage of the sample in terms of retail turnover derived from customer-present 
transactions with cash and at least one of the card types listed in section 3.1.

The selection of merchants will have to be discussed and agreed with the Commission. 

Merchant recruitment is a key part of the study, and needs to be carefully planned. In order to 
secure the participation of 50 merchants in each country, the Contractor will need to approach 
a sufficiently high number of merchants and be ready to adapt its efforts to their availability.
Furthermore, the Contractor would need to provide merchants with clear and sufficient 
explanations about the objectives, the requirements and the organisation of the survey.

To incentivize participation, the Contractor may consider offering to provide merchants with 
an overview of their payment processing costs as resulting from the analysis of the data they 
provided. If necessary, the Commission may also provide the Contractor with letters of 
support in the recruitment process. 

  
2 Based on Eurostat structural business statistics (turnover data for the retail trade and services sectors for the 

year 2010).

3 NACE Rev. 2, Statistical classification of economic activities in the European Community. NACE categories 
G.45.2, G.47, I.55 and I.56 represent 'Maintenance and repair of motor vehicles', 'Retail trade, except of motor 
vehicles and motorcycles', 'Accommodation', and 'Food and beverage service activities', respectively.

4 Recommendation 2003/361/EC.

5 Only the merchant's turnover derived from retail trade and services activities is relevant. 
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3.5 Survey method and collection of data

3.5.1 Merchant survey

The Contractor shall carry out the survey on the basis of the questionnaire in the Annex. The 
Contractor may modify the format or structure of the questionnaire in order to facilitate the 
gathering of the data; however, the data requirements should remain unchanged. Any changes 
to the questionnaire will have to be agreed with the Commission. 

The translation of the questionnaire into the languages of the Member States that need to be 
covered shall be the Contractor's responsibility.

The Contractor must collect the information requested in the questionnaire, and ensure that 
the cost data gathered is as precise and as accurate as possible and allows the calculation of 
average costs per payment instrument.

To this end, and in accordance with the questionnaire, the Contractor will also collect 
information on the nature and structure of several cost items, in view of determining – in the 
case of each retailer - whether they are fixed, variable by volume of transactions or variable 
by value of transactions.

As the majority of the information to be collected is quantitative in nature, recourse to the 
merchants' financial and/or management records, and other relevant underlying documents, or 
consultation of several departments within the company, will be necessary to retrieve it. The 
Contractor shall provide tailored assistance to participating merchants in interpreting the 
questions, identifying the relevant records of information, and extracting necessary cost data 
from them.

Certain data may not be recorded by merchants or may not be available in the format required. 
Where that is the case, the Contractor should provide guidance to merchants in approximating 
such data.

Contact between respondents and the Contractor will need to be sustained throughout the 
process. The organisation of the surveying process is to be determined by the Contractor, in a 
manner that is deemed suitable for delivering the requested results, taking into account the 
needs and requirements of the respondents. To this end, a flexible approach to the 
organisation of the data gathering process is required, in order to ensure, on one hand, that the 
respondents receive the necessary assistance and, on the other hand, that the Contractor has 
control over the accuracy and reliability of the information collected. 

It is expected that at least one meeting between the Contractor and each respondent will be 
necessary. 

The level of assistance required from the Contractor is likely to vary across merchants. 
Nevertheless, the Contractor is responsible for ensuring the reliability of the data collected 
from all respondents. For each response, the Contractor would need to make sure that all 
sources of data are reported, will have to rigorously check the accuracy and consistency of 
responses, and to ensure that any approximations made are well grounded.  
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If information in a submitted response is incomplete or suffers from serious flaws, such a 
response will not be considered valid and will not count into the required number of 50 
completed questionnaires per country.  

3.5.2 Measurement of payment processing time

In addition to collecting data on costs from merchants' accounting and management records, 
the Contractor shall carry out empirical measurements of time taken to process payments at 
the check-out desk for each of the payment instruments surveyed.

The Contractor should carry out such measurements in stores belonging to the same 500 
merchants that participate in the merchant survey.    

The payment time starts when the customer is informed by the merchant or his/her personnel 
of the total amount of the purchase(s) and ends when the payment has been fully completed, 
i.e. when the customer receives the bill, the change (if relevant), the debit or credit card (if 
relevant) and any other possible payment documents.

The measurement should be carried out by a person placed behind or near (one of) the main 
till(s) in the shop. The total payment time of each transaction should be measured in seconds 
by a stopwatch and should be recorded on a scorecard.

In order to respond to the potential heterogeneities of consumers as per the different days 
during the week, the measurements should be carried out both in weekdays and weekend 
days. For each merchant, the Contractor should observe at least a total of 8 hours of business.

4. Timetable

The duration of the task will be seven months from the signature of the contract.

4.1 Deliverables

The Contractor will provide the following reports and data files:

- An inception report consisting of a draft work programme, providing more details than the 
tender submission on the envisaged approach to the data collection exercise and covering all 
the relevant aspects, including the selection of merchants, their recruitment, the recording and 
processing of the data, etc. The report should also discuss the organisation and allocation of 
the team to various tasks as well as the tools to ensure consistency in carrying out these tasks. 
This report will serve as supporting material for discussions at the kick-off meeting with the 
Commission services.

- A short first progress report describing progress in recruitment of merchants and in the
organization of the survey. This report must be submitted no later than 4 weeks after the kick-
off meeting. 

- A second progress report describing the work carried out and the information collected from 
250 merchants surveyed. This report should also present a planning of the interviews that 
remain to be carried out (in particular, a list of merchants recruited for, and the tentative 
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scheduling of, the remaining interviews in each country). This report must be submitted no 
later than 4 months from the entry into force of the contract.

- An electronic database with data collected from 250 merchants, as well as the individual 
responses to the questionnaires (and any other supporting files) should be submitted at the 
same time as the second progress report.

- A draft final report describing the work carried out, the information collected and the 
merchants surveyed. This report must be submitted no later than 6 months from the entry into 
force of the contract.

-  An updated electronic database with data collected from the merchants surveyed, as well as 
the individual responses to the questionnaires (and any other supporting files) should be 
submitted at the same time as the draft final report. 

- A final report describing the work carried out, the information collected and the 500 
merchants surveyed, and presenting the results of the calculation of costs of the payment 
instruments surveyed, must be submitted at the end of the contractual period. 

-  An electronic database with data collected from the 500 merchants, as well as the individual 
responses to the questionnaires (and any other supporting files) should be submitted at the 
same time as the final report.

In addition, the Commission has the right to request the Contractor, at any time throughout the 
execution of the project, and before the end of the contractual period, to provide it with copies 
of the responses to the questionnaires collected up to the time of such a request.  

The reports are to be provided in English and submitted in three paper copies and electronic 
format to the Commission services. The electronic files must be submitted in the form of a 
CD-ROM. 

The copyright of all documents, reports and results arising from the services provided will be 
the sole property of the Commission services. 

4.2 Meetings

The Contractor should participate in at least four working meetings with the Commission 
services in accordance with the following schedule:

- A kick-off meeting, which will take place no later than two weeks from the signature of the 
contract.

- Six or seven weeks from the entry into force of the contract, in order to discuss the first 
progress report.

- Four months and one week from the entry into force of the contract, in order to discuss the 
second progress report.

- Two weeks before the deadline for submission of the final report in order to present the draft 
final report.
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In the event that the Commission considers it necessary to call further meetings with the 
Contractor, this can be done at the discretion of the Commission's services and arranged at the 
reasonable convenience of the Contractor.

4.3 Other contacts

In addition to the meetings and deliverables described above, the Contractor is expected to 
maintain close contacts with the Commission services (by e-mail and telephone) in order to 
keep the latter informed of the development of the project. 

5. Volume

The budget of the contract, including all costs, travel and incidental expenses, cannot exceed
Euro 1,500,000 for its total duration.

The tenderer should however be aware that the contract will be awarded to the tender offering 
the best value for money.

6. Price

Prices must be quoted in euro and should be quoted free of all duties, taxes and other charges, 
including VAT, as the Commission is exempt from such charges under Articles 3 and 4 of the 
Protocol on the privileges and immunities of the European Union.

Prices must be fixed and not subject for revision.

The price should be presented as lump sum, including all costs, travel and incidental 
expenses. In order to facilitate the assessment of the price, the tenderer should specify for 
each category of staff to be involved in the project: the total labour costs; the daily rates and 
total number of days (man-days) each member of staff will contribute to the project; other 
categories of costs, indicating the nature of the cost, the total amount, the unit price and the 
quantity. 

Costs incurred in preparing and submitting tenders are borne by the tenderers and cannot be 
reimbursed.

7. Terms of payment

Payments shall be made in accordance with Articles I.4 of the draft service contract as 
follows:

Interim payments:

A first invoice for interim payment of 40% of the total amount referred to in Article I.3.1 
of the contract, indicating the reference number of the contract, shall be admissible if 
accompanied by:
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• Complete and valid responses to the questionnaires (and any other 
supporting files) collected from 250 merchants surveyed, as well as an 
electronic database with data collected from these merchants;

• The second progress report describing the work carried out, the information 
collected and the 250 merchants surveyed, as well as a planning of 
interviews that remain to be carried out (in particular, a list of merchants 
recruited for, and the tentative scheduling of, the remaining interviews in 
each country), in accordance with the instructions laid out in section 4.1 of 
these tender specifications. 

A second invoice for interim payment of 40% of the total amount referred to in Article 
I.3.1 of the contract, indicating the reference number of the contract, shall be admissible if 
accompanied by:

• Complete and valid responses to the questionnaires (and any other supporting files) 
collected from the 500 merchants surveyed, as well as an electronic database with 
data collected from these merchants.

For the first invoice for interim payment, the Commission shall have thirty days from 
receipt to approve or reject the submitted questionnaires, the database and the report, and 
the Contractor shall have thirty days in which to submit additional information or a new 
report.

For the second invoice for interim payment, the Commission shall have thirty days from 
receipt to approve or reject the submitted questionnaires and the database, and the 
Contractor shall have thirty days in which to submit additional information.

Provided the individual questionnaires, the database and, in the case of the first interim 
payment, the report have been approved, the Commission shall have thirty days from the 
date of receipt of the relevant invoice to pay an interim payment.

Payment of the balance:

Within sixty days of completion of the tasks referred to in these tender specifications, the 
Contractor shall submit an admissible invoice indicating the reference number of the 
contract for payment of the balance. 

The invoice shall be admissible if accompanied by:
• Complete and valid responses to the questionnaires (and any other supporting files) 

collected from the 500 merchants surveyed, as well as an electronic database with 
data collected from these merchants;

• The final report in accordance with the instructions laid down in section 4.1 of
these tender specifications.

The Commission shall have thirty days from receipt to approve or reject the submitted 
questionnaires, the electronic database and the final report, and the Contractor shall have 
thirty days in which to submit additional information or a new final report.

Provided the final report has been approved, the Commission shall have thirty days from 
the receipt of the relevant invoice to pay the balance. 
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8. Contractual terms

The services specified above will be the subject of a service contract drawn up between the 
European Commission and the tenderer to whom the contract is awarded. This contract will 
lay down the legal, financial, administrative, and technical conditions applicable for its period 
of validity. The draft service contract is attached in Annex II to the Invitation to Tender. In 
drawing up its bid, the tenderer should bear in mind the provisions of this draft contract. This 
contract will be proposed to the successful tenderer. By submitting an offer, the tenderer 
accepts the conditions of this contract.

Any tenderer who intends to subcontract must state what parts of the tasks will be 
subcontracted and to what extent (in % of the total contract value), specifying the name, 
address, and legal status of the subcontractor. The documents under the exclusion and 
selection criteria referred to in points 10.1 and 10.2 must be provided also for subcontractors.

Subcontracting during contract performance is only possible after prior written approval by 
the contracting authority. In any case the contractor remains solely responsible for the 
performance of the contract.

9. Place of performance

The place of performance of the tasks shall be the Contractor's premises or any other place 
indicated in the tender, with the exception of the Commission's premises. Meetings between 
the Commission and the Contractor may however take place in the Commission premises.

10. Requirement as to the tender

10.1 Exclusion criteria

Tenderers shall be excluded from participation in this procurement procedure if:

(a) they are bankrupt or being wound up, are having their affairs administered by the 
courts, have entered into an arrangement with creditors, have suspended business 
activities, are the subject of proceedings concerning those matters, and are in any 
analogous situation arising from a similar procedure provided for in national 
legislation or regulations;

(b) they have been convicted of an offence concerning their professional conduct by a 
judgment which has the force of res judicata;

(c) they have been guilty of grave professional misconduct proven by any means which 
the contracting authorities can justify;

(d) they have not fulfilled all their obligations relating to the payment of social security 
contributions and the payment of taxes in accordance with the legal provisions of the 
country in which they are established, with those of the country of the contracting 
authority and those of the country where the contract is to be carried out;

(e) they have been the subject of a judgement which has the force of res judicata for 
fraud, corruption, involvement in a criminal organisation or any other illegal activity 
detrimental to the Union's financial interests;
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(f) they are the subject of the administrative penalty for being guilty of misrepresentation 
in supplying the information required by the contracting authority as a condition of 
participation in the procurement procedure or failing to supply an information, or 
being declared to be in serious breach of his obligation under contract covered by the 
budget.

Tenderers must provide a declaration on honour that they are not in one of the above-
mentioned situations. Wherever the tenderer is a consortium of firms or groups of service 
providers, the above-mentioned information must be provided for each member or group. 
This also applies to sub-contractors.

Only the tenderer to whom the contract is to be awarded shall be required to submit, before 
signing the contract, evidence confirming his declaration on honour, by providing:

• For situations described in (a), (b) and (e), production of a recent extract from the 
judicial record is required or, failing that, a recent equivalent document issued by a 
judicial or administrative authority in the country of origin or provenance showing that 
those requirements are satisfied. Where the tenderer is a legal person and the national 
legislation of the country in which the tenderer is established does not allow the 
provision of such documents for legal persons, the documents should be provided for 
natural persons, such as the company directors or any person with powers of 
representation, decision making or control in relation to the tenderer.

• For the situation described in point (d) above, recent certificates or letters issued by 
the competent authorities of the State concerned are required. These documents must 
provide evidence covering all taxes and social security contributions for which the 
tenderer is liable, including for example, VAT, income tax (natural persons only), 
company tax (legal persons only) and social security contributions.

• For any of the situations (a), (b), (d) or (e), where any document described in two 
paragraphs above is not issued in the country concerned, it may be replaced by a 
sworn or, failing that, a solemn statement made by the interested party before a 
judicial or administrative authority, a notary or a qualified professional body in his 
country of origin or provenance.

However, in case such evidence confirming the declaration on honour has already been 
submitted to the Commission for the purpose of another procurement procedure, and provided 
that the issuing date of the documents does not exceed one year and that they are still valid, 
the tenderer to whom the contract is to be awarded is allowed to send a copy of the relevant 
documentation together with a declaration on honour that no changes in his situation have 
occurred.

Contracts may not be awarded to tenderers who, during the procurement procedure:

(a) are subject to a conflict of interest;

(b) are guilty of misrepresentation in supplying the information required by the 
contracting authority as a condition of participation in the contract procedure or fail to 
supply this information.
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10.2 Selection criteria

Tenderers must provide evidence of economic, financial, technical and professional capacity. 
Tenderers who do not provide the documentation specified, or who are judged, on the basis of 
the documentation provided, not to have fulfilled the criteria specified below, will be 
excluded.

Status and legal capacity

For natural and legal persons:
• Name, address, telephone and fax numbers;
• VAT registration number;
• Bank account number and bank’s name and address;
• Certificate of enrolment on the professional trade register in accordance with the 

legislation of the Member State in which the tenderer is established.

For legal persons the following information is necessary in addition to the above:
• legal status;
• copy of the company’s memorandum and articles of association;
• names and duties of managerial staff.

Economic and financial capacity

Proof of economic and financial capacity may be furnished by one or more of the following 
documents:

• appropriate statements from banks or evidence of professional risk indemnity 
insurance;

• the presentation of balance sheets or extracts from balance sheets for at least the last 
two years for which accounts have been closed, where publication of the balance sheet 
is required under the company law of the country in which the economic operator is 
established;

• a statement of overall turnover and turnover concerning the services covered by the 
contract during the last three financial years.

If, for some exceptional reason which the contracting authority considers justified, the 
tenderer or candidate is unable to provide the references requested by the contracting 
authority, he may prove his economic and financial capacity by any other means which the 
Commission considers appropriate.

Technical and professional capacity

The tenderer must comply with the following criteria:

The team proposed by the tenderer shall possess the following combination of qualifications: 

• University degree or equivalent;
• Experience and expertise in cost accounting or auditing of financial and management 

records, in particular of enterprises belonging to the retail sector;
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• Experience and expertise in designing questionnaires, planning and conducting 
interviews, surveys and market research, proven by previous projects;

• Expertise and capacity to collect and process large volumes of data;
• Capacity to carry out projects of this scale and scope, and to include different Member 

States in the analysis taking into account the different language regimes.

Evidence of the technical and professional capacity of economic operators may be furnished 
on the basis of the following documents:

a) detailed curricula vitae of the project team leader(s) and key members of the project 
team(s) showing their educational and professional qualifications, in particular 
experience with reference to the subject matter of the contract;

b) a list with the level of qualification of all the experts assigned to the project team(s);

c) a list and short description of the main relevant works carried out in the last five years;

d) a detailed description of the resources available to perform the contract (personnel, 
infrastructure, etc.);

e) a description of the measures employed to ensure the quality of the performance, 
including quality control measures.

10.3 Award criteria

The contract will be awarded based on the best value for money and the selected tenders will 
be evaluated according to the following criteria and points scored for each criterion. The total 
number of points is one hundred.

• Understanding of the objectives of the contract and the work to be carried out, as 
demonstrated by the work methods and project strategy proposed (maximum 15
points);

• Adequacy and effectiveness of merchant recruitment process, in particular ability to 
persuade at least 50 large merchants in each country to take part in the study, as 
demonstrated by the strategy proposed for identifying suitable candidates and history 
of good relations with large merchants in the ten countries (maximum 30 points);

• Efficiency and effectiveness of data collection and processing, as demonstrated by the 
data collection method proposed, by the means through which the tenderer intends to 
ensure coverage of the Member States selected and to manage merchants' differing 
schedules and assistance requirements, and by the match between the work 
programme and the completion schedule (maximum 40 points);

• Efficiency and effectiveness of work organisation, as demonstrated by the proposed 
organisation and coordination of the team(s) of experts, working methods within the 
team and interaction with the Commission services (maximum 15 points).

The total quality marks for the above qualitative criteria will be compared to the price, and the 
contract will be awarded to the tender with the highest ratio between the total quality mark
divided by the price.
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Offers which score a total of fewer than 70 points for the qualitative criteria will be rejected.  
In addition, any offer which scores below 50% of the maximum number of points available 
for any one criterion will be rejected.

11. Submission of bids

The tenderer's bid must comprise:

• An administrative part including all the information and documents required by the 
contracting authority for the appraisal of tenders on basis of the exclusion and 
selection criteria set out under paragraph 10.1 and 10.2 of these specifications.

The following documents should be filled in and signed:

Ø Information concerning the tenderer
Ø Certification with respect to the exclusion criteria
Ø Legal entity file
Ø Financial identification

An authorised representative of the candidate must complete and sign the 
identification form and a bank identification form. A specific form for each Member 
State is available at the following Internet address: 

http://ec.europa.eu/budget/contracts_grants/info_contracts/legal_entities/legal_entities_en.cfm

http://ec.europa.eu/budget/contracts_grants/info_contracts/financial_id/financial_id_en.cfm

• A technical part including all the information and documents required by the 
contracting authority for the appraisal of tenders based on the award criteria set out 
under paragraph 10.3 of these specifications.

• A financial part setting out prices in accordance with paragraph 6 of these 
specifications.

The tender may be drawn up in one of the official languages of the European Union.

The tender must be signed.

Tenders submitted by consortia or groups of service providers must specify the role, title and 
experience of each member of the group.
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Table of Contents

COMPANY NAME

INTERVIEWER

DATE OF INTERVIEW (dd-mm-yyyy)

CONTENTS

SCHEDULE PAGE COMMENTS

INSTRUCTIONS

INPUT INFORMATION

A STATUS: Missing Info:

B STATUS: Missing Info:

C STATUS: Missing Info:

D STATUS: Missing Info:

E STATUS: Missing Info:

MERCHANT MSC INFORMATION

NATURE OF COSTS

MERCHANT BASIC INFORMATION

MERCHANT LABOUR COSTS

MERCHANT OTHER INFORMATION



Instructions

Instructions

Please provide information in accordance with the instructions below:

1 All cells with this shading should be completed with the interviewer's information.

2 All cells with this shading should be completed with the merchant's information.

3 All cells with this shading are optional.

4 All cells with this shading are not feasible.

5 No other cells should be amended.

6 All figures should be entered as positive figures.

7 The information provided should be taken from the audited accounts/books (and possible other sources).

8 The information should be asked at the country level. If only some particular line(s) of business is covered, the data should consistently refer to the same line of business.

9 The merchant will need to have handy:
books containing  data on volume and value of transaction split by means of payments
books containing bills
contracts



A Merchant Basic Information

Legal entity for which information is provided:
Does this include other subsidiaries or other entities?  If so please provide details:
Internal ID number (if applicable):
External reference for the legal entity with the Registrar of Companies (e.g. Companies House /Chamber of Commerce):
Country of incorporation of the company:
Number of sites:
Number of full time employee equivalents:
Number of payment tills:
Name of contact person:
Phone number of contact person:
Email of contact person:
Financial year ended (dd/mm/yyyy) to which the data on this sheet refers:
Reporting Currency (e.g. €):

Basic information

1 Please describe your main revenue generating business activities.

2 Please provide an exact split of actual annual GROSS turnover (including all sales taxes e.g. VAT) as follows 

(Please put "Not applicable" in the relevant cells if you have no at-distance transactions):
Do not adjust for any accounting treatments or accruals unless this would result in less 
than a full financial year of trading being reported below.

Gross annual unadjusted turnover
Total value of 

transactions

Total number of 

transactions

Average 

transaction value

Total value of 

transactions

Total number of 

transactions

Average 

transaction value

Main payment instruments
Cash
Domestic debit card 
International four-party debit card (Visa, Visa 

Electron, V-Pay, Mastercard and Maestro)

International four-party credit card (Visa and 

Mastercard)

International three-party credit cards and any 

other credit cards (Amex, Diner's, Store cards and 

any other)

Subtotal

Other payment means
PayPal account
Credit transfer
Direct debit
Cash on delivery 
Cheques
Vouchers/points redeemed/coupons

All other payment types (please specify) 
Subtotal (insert figures here if split of other 

payment means is not known)

Total 

Please provide the information source for the data above and the person and department responsible.

3 Please state whether the split between face-to-face and at-distance transactions is actual or estimated and the basis for any estimations made.

4 Please state whether the split between different payment types for the value of transactions is actual or estimated and the basis for any estimations made.

5 Please state whether the split between different payment types for the number of transactions is actual or estimated and the basis for any estimations made.

6 Please provide the turnover from the published accounts for this year.  If the accounts are not published, please put "Not applicable".

Total turnover per statutory accounts

Reviewer's conclusion

Was the retailer able to collect all the information? (Y/N)

Which information is missing?

Face-to-face (in store) At-distance (internet, pre-ordered etc.)



B Merchant Labour Costs

Wage costs

1 Please list below the average hourly countrywide gross wage costs of any staff grades who deal with payment transactions during the normal course of business, split as shown.  Also indicate which grade performs front office (cashier) activities.
Costs should include basic wages, employee and employer taxes, all benefits 

and pensions, holiday and overtime.  

Do not include apportioned overheads in this cost.  
For contracted out staff, please provide total cost per hour excluding any 

recoverable VAT.

(Insert more columns if necessary) Cashier Supervisor Security Accounts staff Other Grade performing front office tasks:

Total wage costs per hour

Please provide the information source for the data above and the person and department responsible.

Front office processing

2

Average time at the till from announcing the amount due to the customer until completion of the payment (excluding other productive activities such as packing).

Payment instrument types:

Average 

transaction time 

(seconds)
Cash Data from front-office time measurement
Domestic debit card Data from front-office time measurement
International four-party debit card (Visa, Visa Electron, V-Pay, Mastercard and Maestro) Data from front-office time measurement
International four-party credit card (Visa and Mastercard) Data from front-office time measurement
International three-party credit cards and any other credit cards (Amex, Diner's, Store cards and any other) Data from front-office time measurement

3

Staffed tills Self-service tills Total
Payment instrument types:
Cash
Domestic debit card 
International four-party debit card (Visa, Visa Electron, V-Pay, Mastercard and 
International four-party credit card (Visa and Mastercard)
International three-party credit cards and any other credit cards (Amex, Diner's, Store cards etc.)
Total

Please provide the information source for the data above and the person and department responsible.

4

Please provide a split of actual annual numbers of transactions by self-service tills and by staffed tills, as shown below.  If you do not have self-service tills, please indicate by writing "Not applicable" in the appropriate cells. If you do not have a split of the transactions by till type, please 
apportion the number of transactions according to the numbers of each till type.

Please give details of any estimation methods used to obtain the split in transaction number figures requested above.

Annual number of  face-to-face transactions

This question will be completed for you, based on our own timing studies.



B Merchant Labour Costs

Back office processing

5

List of back-office activities
Grade of staff 

used for task

Average wage for 

that staff grade

Annual hours 

spent
Total Cash

Domestic debit 

card

International four-

party debit card

International four-

party credit card

Three party and 

other credit 

cards

Method of 

estimation

Cash related tasks:
Transport of cash to and from the safes and tills
Transport of cash to the bank
Transport of cash between stores
Transport of change from the bank
Handover of cash to cash transport and associated paperwork
Time spent on control of cash transport (cross-checking amount of cash received in 
the safe with amount of cash leaving the tills etc.)
Security monitoring of cash counting/handover/collection
Preparation of notes and coins to put in the tills 
Filling the tills with coins and notes, both for staffed and self service tills
Time spent identifying counterfeit notes (outside front-office time)
Time spent dealing with fraud investigation
Time spent calculating coin and note ordering requirements
Cash counting
Cash reconciliation
Head office cash reconciliation
Card related tasks:
Storing and filing of card signature (EFT) slips
Time spent checking card terminals for security
Time spent dealing with fraud investigation
Head office card reconciliation
Common tasks:
Journal uploading into the system
Payment transaction related supervisory time not included in any other task

Insert additional activities…

Total

Please provide the information source for the data above and the person and department responsible.

6

Please fill out the table below, ideally with actual annual labour costs for each task for face-to-face transactions only. If you are unable to do this, please refer to the next sheet, "Labour Cost Calculation", which will guide you through a suggested method for estimating labour costs 
for each of the activities listed.  Please also add any additional back-office tasks connected with payment processing at the bottom if you feel that they incur significant time and labour cost.  If more than one grade of staff is involved in a task, please create a new line for each grade.  
Also please indicate the methods of estimation of cost. 

Please detail whether you have separate back-office processing functions for face-to-face and at-distance payment transactions or alternatively your method for splitting out the costs detailed above between these two categories.



B Merchant Labour Costs

Outsourced cash handling, processing and transport

7 Cash deposit transport to the bank and between stores

Total annual fee paid for transporting cash deposit

8 Depositing of cash at the bank

Total annual fee paid for depositing cash

9 Change money transport from the bank and between stores

Total annual fee paid for transporting change

10 Obtaining change money

Total annual fee paid to bank(s) only for getting change

11 Other outsourced tasks

Total annual fees for any other outsourced tasks

Reviewer's conclusion

Was the retailer able to collect all the information? (Y/N)

Which information is missing?

Is the transport of change money from the bank (and if applicable between stores) currently outsourced?  Who is responsible for this task and how are the fees calculated?  If these activities are provided under a contract that includes other services, please indicate this here and detail 

the total contract (total value, services provided, how the fees are calculated, how the cost of just the change money transport may be split out and what are the main cost drivers for the fees).  NB: If the fees for cash deposits and change transport are bundled, please detail the 

total contract in question 8 above, leaving this question blank to avoid double counting.

Are there any other tasks which are outsourced?  What are these tasks and who is responsible?  Please detail how the cost can be split across the various payment instrument types as detailed in section A. If these activities are provided under a contract that includes other services, 
please indicate this here and detail the total contract (total value, services provided, how the fees are calculated, how the cost of just these activities may be split out and what are the main cost drivers for the fees).

Is the transport of cash to the bank (and, if applicable, between stores) currently outsourced?  Who is responsible for this task and how are the fees calculated?  If these activities are provided under a contract that includes other services, please indicate this here and detail the total 
contract (total value, services provided, how the fees are calculated, how the cost of just the cash transport activities may be split out and what are the main cost drivers for the fees).

How are the fees for the deposit of cash calculated? If these activities are provided under a contract that includes other services, please indicate this here and detail the total contract (total value, services provided, how the fees are calculated, how the cost of just the cash depositing 
may be split out and what are the main cost drivers for the fees).

How are the fees for the ordering of change money calculated?  If these activities are provided under a contract that includes other services, please indicate this here and detail the total contract (total value, services provided, how the fees are calculated, how the cost of just obtaining 
change money may be split out and what are the main cost drivers for the fees).



Labour cost calculations

Number of stores
Number of tills (all stores together)
Number of trading days per year
Percentage of tills used for cash 

List of back-office activities Annual hours spent Time taken (mins) x no. of tills x no. of sites x times per day x times per week x trading days x weeks x % tills using cash

Cash related tasks:
Transport of cash to and from the safes and tills
Transport of cash to the bank
Transport of cash between stores
Transport of change from the bank
Handover of cash to cash transport and associated paperwork 
Time spent on control of cash transport (cross checking till takings received in 
the safe with amounts leaving the tills etc)
Security monitoring fo cash counting/handover/collection
Preparation of notes and coins to put in the tills
Filling the tills with coins and notes, both for staffed and self service tills
Time spent identifying counterfeit notes (outside front-office time)
Time spent dealing with fraud investigation
Time spent calculating coin and note ordering requirements
Cash counting 
Cash reconciliation 
Head office cash reconciliation
Card related tasks:
Storing and filing of EFT slips
Time spent checking EFT terminals for security
Time spent dealing with fraud investigation
Head office card reconciliation
Common tasks:
Journal uploading into the system
Payment transaction related supervisory time not included in any other task

Total

FTE per store equivalent

If you cannot fill in the data in B5 on the previous sheet with actual data, you could use the template below for the estimation. Fill in the cells marked in pale yellow, and the sheet will calculate the estimated number of hours per year for each task. 
Please consider also peak-periods (if any) when you estimate labour costs. You should then copy these figures in column E to question B5 in sheet 'B Merchant Labour Costs'.



C Merchant MSC and Devices Information

Bank charges for payment transactions

1

Fixed annual 

fee

Fee per 

transaction

Fee by value of  

transaction

Fixed annual 

fee

Fee per 

transaction

Fee by value of  

transaction

Fixed annual 

fee

Fee per 

transaction

Fee by value of  

transaction

Fixed annual 

fee

Fee per 

transaction

Fee by value of  

transaction
% % % %

Domestic debit card
International four-party debit card Visa

Mastercard
Maestro

International four-party credit card Visa
Mastercard

International three-party schemes and any other cards Amex
Diners
Other

2

Total bank 

fees 
Total fixed

Total variable 

by number of 

transactions

Total variable 

by value
Total MIF

Variable per 

number of 

transactions

Variable per 

value

Total scheme 

fee

Variable per 

number of 

transactions

Variable per 

value

Total bank and 

other fees
Fixed

Variable per 

number of 

transactions

Variable per 

value

Domestic debit card
International four-party debit card
International four-party credit card
International three-party schemes and any other cards

Total

Please provide the information source for the data above and the person and department responsible.

Please provide the price structure of Merchant Service Charges (MSCs) for card payment transactions as defined in your contracts charged by acquiring banks for face-to-face transactions only (if there are other card brands not included in this table, please expand the table to include all 

brands).  If you are unable or unwilling to disclose exact rates, please indicate whether the MSC components take the form of a fixed annual fee, a fee per transaction or a percent  of the transaction value by inserting an "x" in the relevant cells. If you can (e.g. if your acquirer makes it available), 
please also provide the respective price structure data for the components of MSCs: MIFs, Scheme fees and Other acquirer fees.

Please provide the total annual MSCs charged by acquiring banks for card payment transactions in the relevant year for face-to-face transactions only.  These figures will most likely have to be provided from statements from the acquiring bank. If you can (e.g. if your acquirer makes it available), 

please also provide the respective total annual fee data for the components of MSCs: MIFs, Scheme fees and Other acquirer fees.

Face-to-face transactions ONLY

Bank and other feesScheme feesMIFTotal MSC fees

Face-to-face transactions ONLY

MIF Scheme fees Other acquirer feesTotal MSC Fees



C Merchant MSC and Devices Information

3

4

5

Devices information

6

Maintenance

Device types (processing both cards and cash)

Total usage 

costs 

(Depreciation 

and rent)

Number of 

units bought

Number of 

units provided 

free

Replacement 

cost of one 

unit

% Annual 

depreciation

Annual 

depreciation 

amount

Number of 

units rented
Annual rent

Total annual 

maintenance 

fee

Staffed multifunctional cash register - POS system
Staffed multifunctional cash register - EFT system
Staffed cash only register
Staffed card only register 
Self service multifunctional cash register - POS system
Self service multifunctional cash register - EFT system
Self service cash only register 
Self service card only register 
Dedicated phone lines
Cash counters
Counterfeit note detectors
Safes
Cash transport tubes
Money boxes
Software used for transaction processing
Hardware used for transaction processing
Insert…

Total

Please provide the information source for the data above and the person and department responsible.

7

Reviewer's conclusion

Was the retailer able to collect all the information? (Y/N)

Which information is missing?

NB:  Assets acquired under a finance lease are considered to be purchased, not rented.  Note also that assets provided for free by card merchants should also be included by listing the number of assets provided free, and recording their purchase price as nil.

Usage costs

Please give details of any estimation methods used to obtain the split by payment type in the figures given above.

Please give details of any estimation methods used to obtain any of  the figures above.

Brand (or reference to 

attached breakdown sheet)

Type of device

Please fill in the tables below with relevant information by asset type for any assets used in cash and card processing, splitting out the POS and EFT components separately for tills and by till type.  We have included a list in the table below, but this may not be comprehensive - please add any other 
assets that you feel are relevant.

Please give details of any estimation methods used to obtain the split between MIF, scheme fees and other fees in the figures given above.

Please give details of any estimation methods used to obtain the split between fixed, variable by number and variable by value cost classifications in the figures given above.



D Merchant Other Information

Data Security Standards

1 Are you currently compliant with data security standard PCI-DSS ? (Y/N)

2 If you are not fully compliant, when do you expect to become compliant (please insert Not applicable if you have no intention of compliance)

3

4

PCI-DSS project costs Total cost Annual cost

Total capital investment
Capital investment
One off project implementation labour cost
Any other major relevant item (please specify)
Less: Capital expenditure which would have been incurred regardless of PCI-DSS

Annual ongoing costs
Ongoing annual labour cost (internal)
Ongoing annual software license cost
Annual external audit fee
Any other major relevant item (please specify)

Please provide the information source for the data above and the person and department responsible.

If you are not fully compliant, please estimate the % completion of your compliance project as at the end of the financial year. (please insert Not 
applicable if you have no intention of compliance)

Please fill in the table below with the cost of PCI-DSS compliance for the already effected capital investment (i.e. until the end of the last financial year of reference) and ongoing costs 

incurred in the last financial year.

Expected life 

of PCI-DSS 

capital 

investment



D Merchant Other Information

Losses due to fraud and other causes

5 Please complete the table below for losses in the relevant year for face to face transactions only due to:

Total cost Cash
Domestic 

debit card

International 

four-party 

debit card

International 

four-party 

credit card

Three party 

and other 

credit cards

Method of 

estimation

Method of 

allocation

Cash losses (theft, till shortages, conterfeit notes)
Card fraud (skimming, fake cards)

Please provide the information source for the data above and the person and department responsible.

Surcharging/Rebate schemes

6 Please complete the table below with actual annual amounts for surcharging and rebates:

Total cost Cash
Domestic 

debit card

International 

four-party 

debit card

International 

four-party 

credit card

Three party 

and other 

credit cards

Method of 

estimation

Method of 

allocation

Annual value of rebates
Annual revenue from surcharging

7 Please describe any surcharging and/or rebate schemes that you had in operation in this financial year.

Opportunity cost of lost interest

8 Please fill in the table below relating to monies collected, but not yet banked:

Cash

Cash Average time taken from deposit at bank until the payment appears in the bank account days
Domestic debit card Average time taken from collection at till until the payment appears in the bank account days
International four-party debit card Average time taken from collection at till until the payment appears in the bank account days
International four-party credit card Average time taken from collection at till until the payment appears in the bank account days

Reviewer's conclusion

Was the retailer able to collect all the information? (Y/N)

Which information is missing?

Average daily balance of cash not banked (both the amount of change and notes that you 

regularly keep in tills to provide change on cash transactions, plus the average amount of cash 

income stored in safes waiting to be deposited).



E Nature of Costs

fixed variable by value variable by volume fixed variable by value variable by volume

Front office transaction time cost 100% 100%

Back office transaction time cost

Head office card reconciliation

Head office cash reconciliation

Transporting the cash to and from the safes and tills 100%

Cash counting 100% 100%

Cash reconciliation

Preparation of notes and coins to put in the tills 100%

Time spent calculating coin and note ordering requirements 100%

Filling the tills with coins and notes, both for staffed and self service tills 100%

Handover of cash to cash transport and associated paperwork 100%

Time spent on control of cash transport (cross-checking amount of cash 
received in the safe with amount of cash leaving the tills etc.)

Time spent identifying counterfeit notes

Payment transaction related supervisory time not included in any other task

Storing and filing of card signature (EFT) slips 100% 100%

Time spent checking card terminals for security 100%

Time spent dealing with card fraud reimbursement applications and other 
associated paperwork

100% 100%

Journal uploading into the system 100%

Security monitoring of cash counting/handover/collection

Transport of cash to the bank 100%

Transport of cash between stores 100%

Transport of change from the bank 100%

Insert…

Outsourced cash costs

Cash deposit transport to the bank and between stores

Depositing of cash at the bank

Change money transport from the bank and between stores

Obtaining change money

Other outsourced tasks

Fixed asset depreciation, rent and maintenance

Staffed multifunctional cash register - POS system 100%

Staffed multifunctional cash register - EFT system 100%

Staffed cash only register 100%

Staffed card only register 100%

Self service multifunctional cash register - POS system 100%

Self service multifunctional cash register - EFT system 100%

Self service cash only register 100%

Self service card only register 100%

Dedicated phone lines 100%

Cash counters 100%

Counterfeit note detectors 100%

Safes 100%

Cash transport tubes 100%

Money boxes 100%

Software used for transaction processing 100%

Hardware used for transaction processing 100%

Insert…

PCI-DSS costs 100%

Losses due to fraud and other causes 100% 100%

Surcharging/Rebate schemes

Opportunity cost of lost interest

Opportunity cost of average daily cash balance 100% 100%

Opportunity cost of time delay in crediting 100% 100%

Reviewer's conclusion

Cost item

In order to determine the nature of some of the costs inquired about, we would need to determine how they react to variations in transactions volume and value. Therefore, we ask you to consider the following 2 

SCENARIOS:

SCENARIO 1:  assume the number of cash transactions and associated cash turnover decrease by 1 transaction from their current level and that your card payments increase by 1 transaction. In other words, 
one of your cash transactions is replaced by a card transaction.

SCENARIO 2: assume the number of cash transactions and associated cash turnover decrease by 10% from their current level and that this takes place for a sustained period of time (it is not a temporary variation, 

but one that stabilizes over a longer time, e.g. 3-4 years).  Also assume that your card payments increase by the equivalent amount, such that your total turnover and number of transactions do not change (there is 
only a shift from cash payments toward card payments). 

Please consider separately for the above 2 SCENARIOS whether and how your cash-related and card-related costs, respectively, would change as a result of the change in the use of cash and cards (but keeping in 
mind that your total volume of payments remains constant) and mark your answer in the below table in the following way:

- Mark 100% fixed if your consider that the cost would not change;

- Mark 100% variable by value if the cost could change and this is primarily a consequence of the fact that turnover has decreased/increased;

- Mark 100% variable by volume if the cost would change and this is primarily a consequence of the fact that you would have to deal with a different number of transactions for each payment instrument.

In more complex cases, when you consider that certain cost items have a mixed nature, you have the option to split your response along the 3 cost nature types. In such cases, please use the total annual costs for 

that particular cost item (as reported on the previous sheets of the questionnaire) as the basis for the split. Please also make sure that the percentages add up to 100%.

SCENARIO 1 SCENARIO 2

For convenience, some of the cells have been already marked with their expected value. Should you notice any inaccuracies in this respect, please mark and correct them.


