1 | Consultation Questionnaire July 2017

Consultation Questionnaire

This template is intended to help stakeholders respond to
the questions set out in our consultation document and in its
supporting papers.

Responses should be emailed to us at Forum@psr.org.uk in PDF
format by no later than 22 September 2017. Any questions about
our consultation can also be sent to Forum@psr.org.uk

Basic Details

Consultation title
Name of respondent Imran Ali

Contact details / job title

Representing (self or organisation/s)

Address

Answer Digital

Whilst we welcome feedback from any participant on any question,
not all questions in this consultation will be relevant to the wide
range of stakeholders in the Payments Community. We have sign
posted the questions to clarify which are most relevant for your
organisations, and where we would most value your feedback.

Thank you in advance for your contribution to this consultation process.

Blueprint for the future of UK Payments

Managing Principal

imran.ali@answerdigital.com

The Shard, Level 24, London Bridge, SE1 9SG

Responding to the consultation and publication of responses

Subject to express requests for confidentiality, please note that we
will publish views or submissions in full or in part. In responding, we
therefore ask you to minimise elements of your submissions which
you want to be treated as confidential. Where you do submit both
confidential and non-confidential material, you should submit a non-
confidential version, which you consent for us to publish, marked ‘for
publication” and another version marked ‘confidential”.

In responding to this consultation, you are sharing your response
with the Forum secretariat (1). Confidential information provided in
these circumstances is confidential within the meaning of FSBRA and
it is a criminal offence to disclose it without requisite authority (2).

Notes:

(1) The Forum secretariat work for the Payment Systems Regulator
Limited, ‘the PSR’, and are considered primary recipients for the
purposes of the Financial Services (Banking Reform) Act 2013
(FSBRA).

(2) The PSR has the power to disclose confidential information in
certain circumstances for the purposes of facilitating its functions
and may impose conditions on the use of that information.

Declaration

‘I confirm that our response supplied with this cover sheet is a formal consultation response that the Forum can publish,

unless it is clearly marked ‘confidential’.

Imran Ali
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Do you agree with our recommendation to move towards a ‘push’ payment mechanism for all payment types?
Yes (® No (

If not, please explain why.

Answer Digital has conducted some consumer research to determine current usage of Direct Debit and appetite to move to a
push payments model. Our research showed the following:

- Tha vact mainrihv nf rAanciimare that nav hv Nirart Nahit ara hannv tn An en and lika tha fart that thair hill ie naid withnnit tham
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In the proposed transition approach it is expected that Third Party Service Providers including current independent software providers,
bureaux and gateway providers will update their systems to enable existing payment formats to continue to operate with no or limited
negative impact on the current users of services such as Direct Debit.

As a PSP or TPSP, do you agree we have identified the implications of adopting a push model adequately?
Yes (@ No (
If not, please set out any additional impacts that need to be considered.

Answer Digital is not currently a PSP or TPSP, however we are strongly considering becoming one. We also have in depth
knowledge of this market through working with various companies in the Financial Services sector. In our view, TPSPs already

ciinnnrt niich navmante (Factar Pavmante) and ara 1icad tn handlina miiltinla navimant farmate and rhannale ecimiiltananiicly

As a potential vendor, participant or user of the NPA, are there any other design considerations that should be included in the NPA, especially
with regards to considering the needs of end-users?

Yes (® No ()
If yes, please provide a description of those areas and why they are important to explore.

Answer Digital recommends vendors are free to develop and launch services for end users with as little restriction as possible.
As a vendor, Answer Digital will abide by all necessary regulations and guidelines outlined by the NPSO. However,

nuar_.imnncitinn Af dacinn ~anctrainte wiill caviaralvr Aamnan innnvatinn and tha amarnanca Af naw nravidare
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The nature of the layering approach enables new components to be added or updated with minimal impact on components in other layers.
We believe this will support greater levels of competition and innovation especially in the upper layers of the NPA.

In your view, as a vendor or service provider, will layering the NPA in this way simplify access and improve your ability to compete in the UK
payments market?

Yes ® No (O
If not, please explain why.

Answer Digital welcomes and supports the proposed layering approach. Competition and innovation can only thrive if vendors
are able to connect easily and securely to a range of services.

o B

With the recommended centralised clearing and settlement option, as a participant or vendor who is accessing or delivering the clearing and
settlement service, do you think:

a. We have reached the right conclusion in recommending this option?

Yes ® No ()

If not, please explain why.

Answer Digital agrees with the proposed centralised clearing and settlement option. In a layered approach, we recommend the
clearing and settlement functions are kept as thin as possible, allowing innovation to flourish with additional services. One of the

icciiae nf tha riirrant rlaarinna infractriictiirac in tha | IK ie hnw tinhths amhaddad tha rlaarina lavar ic tna all fiinctinnalibhvy Nlaws

b. The right balance of managing risk versus competition has been achieved?
Yes ® No ()

If not, please explain why.

o e

Do you agree with our analysis of each of the clearing and settlement deployment approaches?
Yes ® No (U
Which is your preferred deployment approach?

Answer Digital recommends a single vendor deployment for clearing and settlement. This layer should be low cost and easy to
connect to, effectively the simplest layer within the NPA. Multiple vendors duplicating the same infrastructure risks raising the

rnect far PQPe tn rnnnart Tha NIPQN chniild alen rancidar tha lannth nf tima tha nrarciiramant nracacce wiill tala ta find tha vandanr
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As a vendor of services in any layer of the NPA, do you think that more work is required to prove any of the main concepts
of NPA before embarking on the procurement process?

Yes (® No ()
If so, please explain which areas and why.

Answer Digital strongly recommends running proof of concepts for various aspects of the proposed NPA. We have a 17 year
history of building and deploying complex systems. In our experience building a proof of concept that allows the testing of key

faatiirae with and 1ieare ic an invahiahla mathnd nf idantifuina what wnrke and what Anacen’t \Wa 11ca a enarifir doavalanmant
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a. Does your organisation serve customers who experience challenges paying regular bills?

As a payee,

Yes () No (@
b. Does your organisation experience unpaid direct debits?

Yes () No (®

Please comment on the extent to which you experience this and any trends you see in this area.

Answer Digital has met with a number of large billers and banks to discuss the Request to Pay proposition. It would be fair to say
that our meetings have been with personnel within those organisations who are at a lower level than those sat on the PSF

Request to Pay provides visibility to payees on the intentions of a payer. Would the increased visibility benefit your business?
Yes @ No ()
If so, how?

In our conversations with billers we have consistently been told that billers appreciate further contact with customers to
understand their intentions in relation to paying bills. Currently, all too often, billers are not aware that a customer may be

etriinnlina ta nav a hill Aar that tha ~allantinn marhaniem Ar timina ie 1inenitahla far tha ciictamar Cammanhy riietamare that
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Request to Pay will result in increased communication between the payee and the payer. As a payee:
a. Would the increased communication present a challenge?

Yes () No (@

If so, in what way?

b. What benefits could you envisage from this increased communication?

Answer Digital has mapped out the customer journey for Request to Pay in a bill payment scenario. We understand how the
customer will communicate with the biller/payee and what information can be exchanged. In our conversations with

hillare/navaac wa hawva rnncictanths haan tnld that navaac walrnma tha infraacad rammiiniratinn with riiectnmare Tha Raniiact

¢. Do you see any additional potential benefits resulting from Request to Pay other than those described?
Yes (@ No (

If so, which ones?

Answer Digital envisages the relationship built between the payee and payer via Request to Pay could become central to further
services. Additional services could be: loyalty rewards, discount coupons, artificial intelligence to recommend money

mananamant tarhniniiae and antnmatad hill mananamant and navimant Raniiact tn Pawv ac ninitlinad hyvy tha PQFE  ic tha

We have recommended the minimum information that should be contained in a Request to Pay message. As a payee:

a. With the exception of reference ID, are you able to provide other items of information with every payment request?

Yes () No (@

Answer Digital recommends that the Request to Pay message be kept as light as possible, with optional fields that allow both
payee and payer to add further information if required. Basic reconciliation references will be required to match the payment to

tha arininal canriralnnnde RavnnAd that a navar/navaa chniild hava tha flavihilibhv tn cand addAitinnal infarmatinn hiit nat mandatad
b. Is there additional information, specific to your business, that you would have to provide to payers as part of the Request to Pay message?

Yes () No ()
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We envisage payees stipulating a payment period during which the payer will be required to make the payment. As a payee, how do you
think this payment period might be applied within your organisation?

In the work that Answer Digital has undertaken we have identified that payees will always have a period of time within which
payment is required. These periods will depend on each payee and the Request to Pay service must be flexible enough to
accommodate the payment period rules for each payee. Payees will also have acceptable parameters within which payers can

Request to Pay will offer payers flexibility over payment time as well as amount and method. As a payee:

a. Does your business model support offering payment plans and the ability for payers to spread their payments?
Yes () No (@

If so, please provide more details as to how these plans are offered, their conditions and to which customers.

In our conversations with billers different arrangements can be put in place with customers, however billers prefer customers are
on automated Direct Debit on a regular payment cycle. Customers that fall outside of this are often automatically placed into a

Aaht ~nllartinn nrnrace Niir findinAce ara that intarnal evietame and nraracecac ara vians antnmatad within larna hillar
b. Do you have a predominant payment method used by your payers?
Yes (® No (

If so, what percentage of customers use it?

Our conversations with billers have shown that large companies prefer Direct Debit by far. On average 60% of water companies
collect bills via Direct Debit. For gas/electric companies this figure rises to 75%

c. Do you offer your payers a choice of payment methods?
Yes (@ No ()

If yes, what determines how much choice you offer? If not, what are the barriers preventing you from doing this?

d. Are there any incentives to use one payment method over another?
Yes () No (

If so, what is the rationale?
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A minority of payers may not be able to pay within the payment period. Through Request to Pay they will be able to request an extension
to the payment period. As a payee:

a. Do you currently offer your payers the capability to extend a payment period, request a payment holiday or make late payments?

Yes () No ()

b. What are the conditions and eligibility criteria under which this is offered?

c. If you currently don’t, what are the barriers preventing you from offering this capability?

Request to Pay will offer payers the option to decline a request. The purpose of this option is to provide an immediate alert in case
the request was received as an error or will be paid by other means. As a payee:

a. Would you find this information useful?

Yes () No ()

b. Do you have any concerns about providing this capability?

Yes () No ()
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Does the Request to Pay service as described address:

a. The detriments identified in our Strategy?

Yes (® No (

Answer Digital has been working on Request to Pay for over a year. We have conducted consumer research and hosted
discussions with banks and billers. We strongly believe it will solve many of the issues encountered by end users currently and

imnrnva tha navmante avnarianra far manyv that dacira mara flavihilihy and ~rantral \ANa alen etrannhs rarammand that fiirthar
b. The challenges experienced by your customers? Does it introduce any new challenges?
Yes () No ()

Does it introduce any new challenges?

(b copon L 4 on Jiswe

As a payee, considering the information provided in this document,

a. What is the extent of change you think you will need to carry out internally to offer Request to Pay?

We have mapped out how Request to Pay could work end to end even before the NPA is built, using Open Banking. Our
evaluation is that there would be no impact to banks, and minimal impact to billers/payees. Billers would need to be able to

avnnrt a fila nf navmant raniiacte and PIQD rniild initiata tha navmante fram tha navar'e arrniint Rillare wniild naad tn madifi

b. What challenges do you see that might prevent your organisation adopting Request to Pay?

In our conversations with billers it is clear that unless Request to Pay is mandated other regulatory priorities will take
precedence. Large billers need to come on board in order to give the proposition some momentum but also to allow as many

riictnmare tn hanafit ac nnecihla \WWa etrannlv 1irna tha NIPQN and tha PQR tn winrlk ~allahnarativialhs with 2 emall niimhar nf larna

¢. What is the timeframe you think you will need to be able to offer Request to Pay?

Answer Digital has developed a proposition that enables the delivery of Request to Pay in the market as soon as Open Banking
goes live in January 2018.

What are the features or rules that could be built into Request to Pay that would make it more valuable to your organisation,
or more likely for you to adopt it?
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We have highlighted several risks and considerations relevant to the delivery of Request to Pay. As an end-user of Request to Pay:

a. Are there any risks that we have not addressed or highlighted that would like to add?
Yes (® No ()

Our work has identified that the delivery of the Request message must be carefully thought out. Our consumer research shows
that people would prefer the message to be received via email. However, if an app is required to support all features then

ranciimare wniild anhy triiet it if it had rarnanicad ramnanyv hrandina an it \Wa anvieana Raniiact tn Pawv wiill ha an additinnal
b. Are there additional unintended consequences that we should consider?

Yes () No ()

] e covornes | ¢ cove | = veor RS

We recognise that additional work needs to be done in identifying potential safeguards including liability considerations associated with
Request to Pay. As an end-user of Request to Pay:

a. What are some of the potential liability concerns that you may have?

Our work to date has identified that the consumer will have to be told clearly what the Request for payment is for. This will need
to be recorded by a central infrastructure or the customer's bank. The customer must then authorise and authenticate the

Raniiaet and anain thie miiet ha rarardad Tha riictnmar chniild ha aivian wvieihilihy Af thair arrnlint halanca tn anciira thoav hava
b. Would you be interested in working with the Forum to define, at a high level, the liability considerations for Request to Pay?
Yes (@ No ()

If so, please contact us as soon as convenient through the Forum website so we can get you involved.

Answer Digital is already a member of the PSF Payments Community and has volunteered to sit on future working groups that
will look at Request to Pay
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Question 2.14 m

As a PSP:
Do you currently offer real-time balance information to your clients?

Yes () No (O

What information do you offer them? If not, what are the constraints?

We have presented two CoP response approaches (Approach 1 and Approach 2).

a. As a payer, what would be your preferred approach? Why?

b. As a PSP, what would be your preferred approach? Why?

¢. As a regulator,

I. What are applicable considerations that must be made for each approach?

Il. What safeguards must be put in place for each approach?
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Question 2.16 m

As a PSP:

a. Would you be able to offer CoP as described to your customers?

Yes () No ()

b. What is the extent of change that you would need to carry out internally to offer CoP?

Question 2.17 m

The successful delivery of CoP is largely dependent on universal acceptance by all PSPs to provide payee information. As a PSP:

a. Would you participate in a CoP service?

Yes () No (O

b. Are there any constraints that would hinder you providing this service?

Yes () No ()

Question 2.18 m

The NPA will fully support the functionality for PSPs to provide payment status and tracking.
a. As a PSP, what is the extent of change you think you will need to carry out internally to offer Payments Status Tracking?

b. What challenges do you see that might prevent your organisation adopting Payments Status Tracking?
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We have highlighted several considerations relevant to the delivery of Assurance Data. As an end-user of Assurance Data:

a. Are there any risks that we have not addressed or highlighted that you would like to add?

Yes () No ()

b. Are there any unintended consequences that we should consider?

Yes () No ()

As a payer:

a. How would you use Enhanced Data?

b. What Enhanced Data would you add to payments?

As a payee:

a. How would you use Enhanced Data?

b. What Enhanced Data would you add to payments?
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Does the Enhanced Data capability as described address the detriments identified in our Strategy?

Yes () No ()

Some changes will be required to enable the loading and retrieval of Enhanced Data. For example, corporates will need to modify their
internal systems. As an end-user, what internal change will be needed to allow you to add and receive Enhanced Data through the NPA?

We have highlighted several considerations relevant to the delivery of Enhanced Data. As an end-user of Enhanced Data:
a. Are there any risks that we have not addressed or highlighted that you would like to add?

Yes () No ()

b. Are there any unintended consequences that we should consider?

Yes () No ()
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We recognise that additional work needs to be done in identifying safeguards including liability considerations associated with Enhanced
Data. As an end-user of Enhanced Data:

a. What are some of the liability concerns that you may have?

b. Would you be interested in working with the Forum to define, at a high-level, the various liability considerations required for Enhanced Data?

Yes () No ()

If so, please contact us as soon as convenient through the Forum website so we can get you involved.

3.0

Are there any additional principles you think we should add or significant amendments that should be made to those already stated?

Yes () No ()

Avre there any additional assumptions you think we should add or significant amendments that should be made to those already stated?

Yes (® No ()

We recommend that consideration is given to the wider ecosystem when transitioning and closing down existing infrastructures.
Bacs, specifically, has a very complex ecosystem that includes banks, bureaux, solution suppliers, directly connected

rarnnratae and rAanciimare Tarhnalany channace alana wiill imnart aarh Af thaeca narticinante Rare hae enma vians enarcifie
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Do you agree with the sequence of events laid out in the implementation plan?
Yes () No ()

If not, what approach to sequencing would you suggest?

Do you agree with the high-level timetable laid out in the implementation plan?
Yes () No ()

If not, what timing would you suggest?

Are there any significant potential risks that you think the implementation plan does not consider?
Yes () No ()

If the answer is yes, then please provide input about what they are and how we can best address them.

Do you agree with our proposed transition approach?
Yes () No ()

If not, please provide your reasoning.
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4.0 Cost Benefit Analysis of the NPA

Are there any material quantifiable benefits that have not been included?

Yes () No ()

If so, please provide details.

Do you agree with the cost assumptions with regards to the NPA and each of the overlay services (Request to Pay, Enhanced Data,
Assurance Data)?

Yes () No (O

If not, please state your reasons and, if possible, suggest alternatives analysis.

Do you agree with our description of the alternative minimum upgrade?

Yes () No ()

If not, please explain your reasoning.
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5.0 NPA Commercial Approach and Economic Models

Does our competition framework adequately capture the types of competition that may exist in payments?

Yes () No ()

Please explain.

Do you agree with the NPA competition categories described? If not, please explain why.

Yes () No ()

Question 5.3

Does our framework capture the dynamic roles the NPSO may play in the market?

Yes () No ()

Are there any other important criteria that we should use to assess the funding options we have identified?

Yes () No ()
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Do you agree with our NPA competition assessment? If not, please explain why.

Yes () No (O

Do you agree with our assessment of End-User Needs Solutions? If not, please explain why.

Yes () No (@

Answer Digital has had several conversations with major banks and utility companies. To date all have indicted an interest in
offering a Request to Pay type service but all have also indicated more pressing priorities. We strongly recommend that the

NP QN hrinn tnnathar a niimhar nf larna hanke and hillare and vandnre tn hiiild a nranf Af rAanrant mndal and laiinech an initial

Do you agree with our list of funding stakeholders? If not, please explain why.

Yes () No ()

Are there other significant sources of funding or types of funding instruments the NSPO could secure that have not been described?
If not please explain why.

Yes () No ()
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6.0

Do you agree with the outlined participant categories identified for the Payments Transaction Data Sharing and Data Analytics
strategic solution?

Yes () No ()
Are there other categories that should be considered for inclusion?
M M

Yes () No ()

Please explain your response.

What is your opinion on the role non-payments industry participants should have as part of the Payments Transaction Data Sharing and Data
Analytics strategic solution? (This could include Government, Law Enforcement, or others). If appropriate, please outline usage of the system,
provision of data to the system, and legal considerations for participation.

Question 6.3 ([EXEaD

Do you agree with the potential use cases outlined for the Payments Transaction Data Sharing and Data Analytics strategic solution?
Yes () No ()

If not, please provide your reasoning. Please indicate if there are other potential uses for the system that should be considered.
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Do you agree with key principles we have outlined for the implementation of the Payments Transaction Data Sharing and Data Analytics
strategic solution?

Other than those already listed, what stakeholders should be consulted and engaged during the design and implementation of the Payments
Transaction Data Sharing and Data Analytics Strategic Solution?

Do you agree with the high-level timeline for the Payments Transaction Data Sharing and Data Analytics strategic solution?
Yes () No ()

If not, what timing would you suggest and why?

Do you agree with the establishment of the recommended framework for the sharing and exchanging of a core set of SME customer data
overseen by a governance body?

Yes () No ()

If not, please explain your reasoning.
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We are keen to get your input on the benefits provided by the framework.

a. Do you agree that the focus on sharing a core set of SME customer data is beneficial for the KYC processes in your organisation?
Yes () No (O

If not, please explain your reasoning.

b. Which other business activities could be supported by / benefit from the described sharing and exchanging a core set of SME customer data?

Do you agree that the topics covered by the standards will provide sufficient guidance in order to implement the data sharing framework
without being too prescriptive?

Yes () No ()

Are there additional topics you believe should be included?

To engender trust in the sharing and exchanging of a core set of SME customer data, are there other responsibilities you would expect
the governance body to have oversight over?
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In your view, do any existing bodies (industry or other), already perform this oversight role?
Yes (0 No (O

If not, is there an existing body you believe should perform this role, or would you expect a new body to be established?

Do you think a temporary testing environment as described is the right approach? If not, please explain your reasoning.

Yes () No (O

Are there any other key features you would expect in the temporary testing environment?

Yes () No ()

Question 6.14

Do you agree that value-added service providers would benefit from the data sharing environment enabled by the framework?

Yes () No ()
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Are the arguments put forward compelling enough to encourage net data providers to engage?
Yes () No (O

If not, please provide examples of what else would be required to make them participate.

Do you see other advantages or challenges for net data consumers that were not listed above?
Yes () No ()

Please explain your answer.

Do you agree with the high-level implementation timeline for the Trusted KYC Data Sharing solution?

Yes () No ()

If not, what timing would you suggest and why?

Are there other initiatives with a similar focus that should be considered in order to deliver the Trusted KYC Data Sharing solution?

Save Questionnaire*

* Please save your questionnaire and email to us at Forum@pstr.org.uk in PDF format by no later than 22 September 2017.
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	Q1: 
	1 text: Answer Digital has conducted some consumer research to determine current usage of Direct Debit and appetite to move to a push payments model. Our research showed the following:
- The vast majority of consumers that pay by Direct Debit are happy to do so and like the fact that their bill is paid without them having to do anything
- 45% of people don’t use Direct Debit to pay their electric/gas bill
- 36% of people don’t use Direct Debit to pay their water bill
- 33% of people don’t use Direct Debit to pay their mobile bill
- 27% of people don’t use Direct Debit to pay their TV bill
- There is a large segment of consumers that are not using Direct Debit for bill payments and so are not benefiting from the Direct Debit Indemnity

Based on our research, we have found that there is a significant enough demand from consumers for a push payment method that gives them: visibility of what they are paying and to who, flexibility to change the payment date and amount, and control to decide if they pay or don’t pay.
Moving to a push payment model for all payment types levels the playing field for all consumers. It addresses the current imbalance whereby a segment of society that has enough in their bank account each month can benefit from the seamless nature of Direct Debit and its Indemnity, while a large minority are forced to expend more effort making payments and have no protection against errors.
Answer Digital supports a move to push payments for all payment types, with each payment covered by an Indemnity (similar to the current Direct Debit Indemnity), giving consumers greater control over their payments and the same protection.
	2 text: Answer Digital is not currently a PSP or TPSP, however we are strongly considering becoming one. We also have in depth knowledge of this market through working with various companies in the Financial Services sector. In our view, TPSPs already support push payments (Faster Payments) and are used to handling multiple payment formats and channels simultaneously. Therefore, we believe there should be little impact for TPSPs to support push payments as well as Direct Debits during a transition period.
	3 text: Answer Digital recommends vendors are free to develop and launch services for end users with as little restriction as possible. As a vendor, Answer Digital will abide by all necessary regulations and guidelines outlined by the NPSO. However, over-imposition of design constraints will severely dampen innovation and the emergence of new providers. 
	4 text: Answer Digital welcomes and supports the proposed layering approach. Competition and innovation can only thrive if vendors are able to connect easily and securely to a range of services.
	5a text: Answer Digital agrees with the proposed centralised clearing and settlement option. In a layered approach, we recommend the clearing and settlement functions are kept as thin as possible, allowing innovation to flourish with additional services. One of the issues of the current clearing infrastructures in the UK is how tightly embedded the clearing layer is to all functionality. New services cannot be launched by third parties, and so competition and innovation is limited.

We recommend the clearing function simply be a mechanism for validating and exchanging messages between all connected parties. The ability to add new message types should be quick and low cost

We also recommend that settlement risk management is centralised across all payment types. This allows PSPs to maximise liquidity efficiencies by netting off one payment type against another. One issue with the current clearing model is that PSPs have to maintain multiple accounts of liquidity and collateral, unable to adjust should one account be in surplus. Simplifying the settlement account and risk management structure would also allow PSPs to become settlement members, thereby bringing further welcomed competition to the industry.

We also recommend that all payments are cleared in real time. This requires the NPSO to address some flaws in the current real time payments clearing (Faster Payments), namely: some payments taking hours or days to reach their beneficiary, banks delaying payments due to maintenance, lack of visibility on the progress of the payment, and payment receipt notifications to the sender and receiver.
	5b text: 
	6 text: Answer Digital recommends a single vendor deployment for clearing and settlement. This layer should be low cost and easy to connect to, effectively the simplest layer within the NPA. Multiple vendors duplicating the same infrastructure risks raising the cost for PSPs to connect. The NPSO should also consider the length of time the procurement process will take to find the vendor for clearing and settlement, and the overhead of managing that vendor. Increasing the number of vendors increases complexity, cost, and time to deploy.
	7 text: Answer Digital strongly recommends running proof of concepts for various aspects of the proposed NPA. We have a 17 year history of building and deploying complex systems. In our experience building a proof of concept that allows the testing of key features with end users is an invaluable method of identifying what works and what doesn’t. We use a specific development methodology called Transformational Integrated Digital Engineering (TIDE), which uses a circular approach during design Design, Build, and Prove stages; constantly testing what is being built with the end user to ensure the system functions as desired.
At the start of any project Answer Digital initiates a Discovery phase, which is designed to establish customer requirements. Although the PSF has done this at a high level, we would recommend that a Discovery phase is initiated for each of the identified End User Needs Solutions, probing deeper into specific requirements. The Discovery phase then accelerates to creating a prototype/proof of concept enabling the testing of the requirements very early in the project lifecycle. We recommend a proof of concept is constructed for each End User Needs Solution to test the proposed solution meets customer needs and identify issues early on. Answer Digital would be pleased to help the NPSO with this phase of work and share our expertise.
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	Q2: 
	1b text: Answer Digital has met with a number of large billers and banks to discuss the Request to Pay proposition. It would be fair to say that our meetings have been with personnel within those organisations who are at a lower level than those sat on the PSF Board. The people we have met are entrusted to deliver the findings of the PSF work and implement new services, such as Request to Pay. The feedback from biller organisations has been consistent. Unless mandated to they have other more important priorities to focus on. They see the value in Request to Pay but do not have the budget, resource, or mandate to implement it any time soon. They will wait to see others launch it in the market before they themselves implement such a service.
All billers we have spoken to have stated that they have customers who either cannot pay their bills or choose not to. Our customer research, referred to earlier, has shown a clear demand amongst consumers for greater flexibility and control when making bill payments. Billers recognise giving their customers this flexibility would be of benefit to both parties. All billers have indicated that they would not want Request to Pay to be offered to existing customers that are happy to pay by Direct Debit and don’t wish for a proactive notification of the payment going out of their account. Answer Digital recommends that Request to Pay be made available to all consumers, out of fairness, but consumers be allowed to ‘opt out’ should they not wish to receive a formal request for each bill payment.
	2 text: In our conversations with billers we have consistently been told that billers appreciate further contact with customers to understand their intentions in relation to paying bills. Currently, all too often, billers are not aware that a customer may be struggling to pay a bill, or that the collection mechanism, or timing, is unsuitable for the customer. Commonly, customers that don’t pay by Direct Debit, or miss a payment once, are all placed in a ‘bucket’ and treated the same. Enabling payees to understand the intention of payers will allow billers to handle each customer as per their specific needs.
	3a text: 
	3b text: Answer Digital has mapped out the customer journey for Request to Pay in a bill payment scenario. We understand how the customer will communicate with the biller/payee and what information can be exchanged. In our conversations with billers/payees we have consistently been told that payees welcome the increased communication with customers. The Request to Pay process flow, importantly, puts the customer in control of making the payment. This does not absolve them of contractual responsibilities to pay for services/goods received, but does enable them to have an improved relationship with their supplier that serves to meet the needs of both parties. Our research has also shown that 52% of consumers that would use Request to Pay would have increased loyalty to the brand offering the service compared to another supplier not offering Request to Pay.
	3c text: Answer Digital envisages the relationship built between the payee and payer via Request to Pay could become central to further services. Additional services could be: loyalty rewards, discount coupons, artificial intelligence to recommend money management techniques, and automated bill management and payment. Request to Pay, as outlined by the PSF, is the foundation for further value-add services.
	4a text: Answer Digital recommends that the Request to Pay message be kept as light as possible, with optional fields that allow both payee and payer to add further information if required. Basic reconciliation references will be required to match the payment to the original service/goods. Beyond that a payer/payee should have the flexibility to send additional information but not mandated to.
	4b text: 
	5 text: In the work that Answer Digital has undertaken we have identified that payees will always have a period of time within which payment is required. These periods will depend on each payee and the Request to Pay service must be flexible enough to accommodate the payment period rules for each payee. Payees will also have acceptable parameters within which payers can delay or skip payments. Again, this will be specific to payees and the Request to Pay service will need to be able to store and enforce these rules on behalf of the payee. Storage of rules will ensure that the payee is always only offered choices that are acceptable to the payee. It will also ensure there is maximum clarity and transparency between payee and payer as to what payment options are acceptable within the respective Request to Pay offering from that payee.
	6a text: In our conversations with billers different arrangements can be put in place with customers, however billers prefer customers are on automated Direct Debit on a regular payment cycle. Customers that fall outside of this are often automatically placed into a debt collection process. Our findings are that internal systems and processes are very automated within large biller organisations, in order to achieve cost efficiency. Amending those systems and processes will require budget and resource.
	6b text: Our conversations with billers have shown that large companies prefer Direct Debit by far. On average 60% of water companies collect bills via Direct Debit. For gas/electric companies this figure rises to 75%
	6c text: 
	6d text: 
	7a text: 
	7b text: 
	7c text: 
	8a text: 
	8b text: 
	9a text: Answer Digital has been working on Request to Pay for over a year. We have conducted consumer research and hosted discussions with banks and billers. We strongly believe it will solve many of the issues encountered by end users currently and improve the payments experience for many that desire more flexibility and control. We also strongly recommend that further work is conducted by the NPSO on the customer experience to ensure that Request to Pay meets customer needs. Answer Digital would be happy to work with the NPSO is sharing our work to date in this area as well as further exploring the Request to Pay proposition.
	9b text: 
	10a text: We have mapped out how Request to Pay could work end to end even before the NPA is built, using Open Banking. Our evaluation is that there would be no impact to banks, and minimal impact to billers/payees. Billers would need to be able to export a file of payment requests and PISP could initiate the payments from the payer's account. Billers would need to modify internal processes to accommodate the increased flexibility given to payers to delay or skip payments. 
	10b text: In our conversations with billers it is clear that unless Request to Pay is mandated other regulatory priorities will take precedence. Large billers need to come on board in order to give the proposition some momentum but also to allow as many customers to benefit as possible. We strongly urge the NPSO and the PSR to work collaboratively with a small number of large billers to bring Request to Pay to market. Relying on competitive forces will only delay the delivery of this much needed solution
	10c text: Answer Digital has developed a proposition that enables the delivery of Request to Pay in the market as soon as Open Banking goes live in January 2018.
	11 text: 
	12a text: Our work has identified that the delivery of the Request message must be carefully thought out. Our consumer research shows that people would prefer the message to be received via email. However, if an app is required to support all features then consumers would only trust it if it had recognised company branding on it. We envisage Request to Pay will be an additional feature within the existing apps offered by banks and billers, rather than a standalone app. 52% of consumers that said they would use Request to Pay said that it would increase their loyalty to that brand, over a competitor that didn't offer it
	12b text: 
	13a text: Our work to date has identified that the consumer will have to be told clearly what the Request for payment is for. This will need to be recorded by a central infrastructure or the customer's bank. The customer must then authorise and authenticate the Request and again this must be recorded. The customer should be given visibility of their account balance to ensure they have sufficient funds to pay. Each option the customer has must be clearly laid out and explained to the customer. When the customer chooses a option (be it to delay, or pay) they must be told clearly the impact of making that choice before they confirm. For example, if they choose to delay they must be told if there next payment will increase by a proportionate amount as a result. Once the payment is confirmed the customer must be shown a confirmation of what they have agreed to. Should the payment then fail, for whatever reason, the customer must be informed and given options on what they can do next. User experience will be critical to making Request to Pay fair and successful. Answer Digital strongly recommends the NPSO spends a long time analysing the customer journey and testing this with end users. 
	13b text: Answer Digital is already a member of the PSF Payments Community and has volunteered to sit on future working groups that will look at Request to Pay
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	Q3: 
	1 text: 
	2 text: We recommend that consideration is given to the wider ecosystem when transitioning and closing down existing infrastructures. Bacs, specifically, has a very complex ecosystem that includes banks, bureaux, solution suppliers, directly connected corporates, and consumers. Technology changes alone will impact each of these participants. Bacs has some very specific business rules and is itself a process deeply embedded into most organisations in the UK. Any changes to these rules or technology will have a direct impact on all stakeholders. We, therefore, recommend that all stakeholders are engaged and considered in any proposed changes.
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	1 text: 
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	5 text: 
	6 text: Answer Digital has had several conversations with major banks and utility companies. To date all have indicted an interest in offering a Request to Pay type service but all have also indicated more pressing priorities. We strongly recommend that the NPSO bring together a number of large banks and billers, and vendors, to build a proof of concept model, and launch an initial service in the market. Without this, there will continue to be a lack of movement in this area.
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