
Point of View

Where once the “personal touch” was prized among 
all other interactions, today’s social distancing 
recommendations are pushing providers to identify 
and deliver a self-service business experience that the 
times, and cautious consumers, now require. In short, 
the world is going contactless.

Retailers, restaurants and other places where 
consumers once gathered are altering their services to 
enable a safe and contactless experience. Stores are 
promoting curbside pickup and seeing an increase in 
their online purchase volume. Restaurants and fast food 
outlets now direct patrons to their pickup spot or make 
deliveries at designated areas to avoid direct contact 
with consumers.

Fortunately, these new expectations for service and 
delivery play into financial institutions’ strengths. 
Payments providers have deployed widely accepted 
consumer tools and are now implementing additional 
capabilities that deliver a contactless experience and 
improve the safety and security of payments.

Less Is the New More: 
The Age of Contactless Interactions

The Financial Services Industry Is Ready

Consumers embraced self-service and contactless 
banking services prior to the unceremonious arrival of 
COVID-19. The global market for contactless payments 
was already expected to grow from $10.3 billion in 2020 
to $18 billion by 2025, a compound annual growth rate 
of 11.7 percent, according to a March, 2020 Contactless 
Payment Market report by Research and Markets.

More positive news has been trending. According to the 
Fiserv Experiences & Expectations Survey, Consumer 
Payments, Q4 2019, the adoption of many self-service 
functions continued to mature within the last year:

• Consumer adoption of mobile payments is growing: 
Two-in-five consumers reported making a recent 
mobile payment in 2019, up 11 percentage points 
from 2018; these gains were reflected in improved 
consumer perceptions about the safety of mobile 
apps and digital wallets

• Online bill payments were used by more than 
70 percent of consumers and bill pay was touted 
by users as a good way to pay all of their bills in 
one place

• Person-to-person (P2P) payments usage grew to 
nearly one in three consumers, up 12 percentage 
points from the prior year: 43 percent of banking 
consumers indicated a need to pay another person, 
an increase of seven percentage points from 2018

Businesses and service providers are rethinking their delivery models to accommodate today’s need 
for hands-off experiences. A new era of contactless relationships is here. From social gatherings to 
leisure activities and financial services, life is forever changing.

https://www.researchandmarkets.com/reports/5008198/contactless-payment-market-by-component-hardware?utm_source=dynamic&utm_medium=BW&utm_code=mtp6tm&utm_campaign=1373019+-+The+Future+of+the+Contactless+Payment+Industry%2c+2020-2025%3a+Rising+Demand+for+Mobile+and+Wearable+Payment+Devices&utm_exec=joca220bwd


•   Automatic/recurring payments were used by seven 
in 10 banking customers, almost equally across all 
generations

Timely analysis from ACI Worldwide (April, 2020) con-
firms accelerated consumer adoption of new purchasing 
and payments due to the global pandemic. And accord-
ing to a more granular study by JD Power (April, 2020), 
“Financial Services COVID-19 Pulse Survey:” 

• 36 percent of consumers plan to use mobile and 
online tools to do more of their banking

• 24 percent plan to use contactless mobile payment 
apps like Apple Pay and Google Pay more often for 
in-store purchases

• 19 percent want to use contactless credit cards 
more often

Financial services providers are well-positioned to 
address these consumer needs.

Contactless Payments Address Consumer Concerns

Consumer aversion to making physical contact 
with a device or person is now a prime payments 
consideration. Contactless payments provide a safe 
and easy way to pay because cardholders may no 
longer have to swipe or insert their card through an 
electronic terminal or enter a personal identification 
(PIN) number. A simple wave of a card, key fob or 
smart phone is generally all it takes to pay at checkout. 
Contactless transactions can reduce the wait time for 
a card payment to process or adding a signature at 
payment terminals. Consumers also enjoy contactless 
transactions because the cards never leave their hand.

There are two primary contactless payment 
approaches – digital wallets that use tokenized 
payments and contactless card transactions.

Digital Wallets

Digital tokens are used in payments made using smart 
phones, tablets and smartwatches as consumers 
discover their ease and convenience. Tokenization is 
the process of replacing a traditional payment card 
account number with a substitute value – a digital 
token – that is linked to the consumer’s account. 

Apple Pay®, Google Pay™ and Samsung Pay®, as well as 
a growing number of wearable wallets, enhance mobile 
purchasing safety and security. Importantly, tokenization 
simplifies the payment experience by eliminating the 
need to swipe or insert a card at a point-of-sale (POS) 
terminal, or enter card numbers when making 
e-commerce and mobile payments.

And merchant acceptance is growing every day. 
Mastercard reports that within the U.S., 60 percent of 
in-person transactions take place at contactless-enabled 
locations (“How Mastercard is Helping Consumers,” 
March, 26, 2020). Tokenization adds a powerful 
tool to your institution’s overall safety and risk 
mitigation strategy.

Contactless Card Transactions

In addition to tokenized payments, the awareness of 
and availability of contactless cards is also on the rise. 
According to the Fiserv Expectations & Experiences 
Survey on Household Finances, October 2019, almost 
80 percent of consumers are aware of contactless 
cards, but only one-third actually have a credit or 
debit card with wave-and-pay capability. Contactless 
payments are taking hold globally and forward-thinking 
U.S. financial institutions should be intent on leveraging 
the safety, economic and strategic benefits contactless 
cards represent.

1. Contactless payments are safe

When shopping or trying to make a payment, 
cardholders simply look for this symbol 
to make a contactless payment.

Contactless cards are embedded with a contactless 
chip. The card number and user’s name still appear 
on the card and contactless payments are protected 
by the same EMV® safety and security standards that 
protect conventional payment cards equipped with 
an EMV chip.

There are no unintended payments because a 
contactless-enabled card must always be close to the 
reader at checkout to work. Consumers never have 
to worry about being billed twice; even if a consumer 
waves more than once at checkout, they will only be 
billed once for their purchase.

https://www.aciworldwide.com/news-and-events/press-releases/2020/april/covid-19-crisis-drives-changes-in-ecommerce-sales-aci-worldwide-research-reveals
https://mastercardcontentexchange.com/perspectives/stories/covid-19-response-how-mastercard-is-helping-consumers/
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Many savvy consumers are already making contactless 
payments with mobile wallets stored on phones and 
wearables like wristbands and watches. Consumers 
hold their devices a few inches away from the 
POS terminal, which reads the tokenized payment 
information stored on the device to process the 
transaction.

2. Contactless payments are convenient

Consumers are accustomed to choosing their payment 
methods and financial institutions will benefit from 
offering a contactless card option. Contactless cards 
can help keep your institution top of mind and top of 
wallet with consumers who value fast and convenient 
payment methods.

Speed means convenience when customers are paying 
at a fast food restaurant, gas station, grocery store 
or transit turnstile. Contactless cards, mobile wallets 

and wearables create a fast, secure and safe checkout 
process. Retailers may realize increased throughput 
as consumers using contactless payments spend 
less time in line.

It’s Time for Contactless Payments

With contactless payments, financial institutions can 
help protect consumers while improving their payment 
experiences. A well-implemented program can help 
you navigate the ever-changing payments landscape, 
improve consumer engagement and drive business 
performance.
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