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Executive Summary

T

he U.S. Faster Payments Council (FPC) and Glenbrook Partners
have embarked on a three-year, multi-faceted industry study
Faster
Payments Barometer”—an online survey of industry professionals,
institutions (FIs), and payment providers.

• Implementation is a challenge—although 50 percent of
respondents believe faster payments are gaining momentum, 60
percent do not think the industry is making enough progress.
• Respondents strongly prefer a use-case driven approach for
introducing faster payments.

U.S. Faster Payments Barometer
— Survey Results Infographic
glenbrook.com/fpc/

• Bill Payment ranked as one of the top three use cases for
respondents indicating it as a top priority.

the subject for a second round of qualitative research. Focusing on

include all relevant systems,
authorization and messaging (or
clearing), regardless of settlement
model employed (references to

billers.

• The
location.
• The
online/mobile banking platform to request a payment be sent to
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There are advantages for each model, yet the biller direct model
percent of U.S. consumers, according to multiple industry sources.
INTERVIEWEES

faster payments in

—including both use cases and
BANKS

Payments Barometer that bill payment is an important use case
relative priority.

BILLERS

!
CREDIT UNIONS

FINTECH

SYSTEMS

competing internal priorities.

have contrasting perspectives on bill payment, resulting in different

the fragmentation of faster payment solutions in the U.S. and the
support multiple solutions and systems.
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Objectives of this White Paper
nuanced understanding of both perspectives and create an informed
basis for discussion and reconciliation.

participants and their outlook on faster payments adoption.

payments, especially for bank bill pay transformation. In contrast,
unresolved issues around faster payments are very real—they differ
by stakeholder—and need to be harmonized for optimum industry
advancement.

provide insights into the industry dialogue on faster payments in the

and set the stage for the industry-at-large conversation on faster
payments.
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Consumer Bill Pay Today
Biller Direct Model
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, consumers typically receive their bills

app) to pay the bill via card or bank transfer. Consumers can also mail
a check to the biller or visit a physical location to pay in cash.
The biller direct model is the preferred payment method for
1
. Biller direct provides

the actual payment method used).
Ultimately, the biller direct model gives consumers greater control

tedious and requires managing many different account credentials

1
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Bank Bill Pay Model
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By contrast, the
or mobile banking platform. While this is a less popular model, it

platform. Consumers can then send payments to billers via ACH,
since the bill pay platform is tied to their checking account.

of speed may be a deal breaker for some, especially those paying

Lastly, not all billers support eBills today or accept electronic
payments. In those instances, a consumer has to manually add a biller
manually input the account due. Once the consumer does that, the
bank takes that information and creates a physical check that then
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Consumer Bill Pay is an
Important Use Case
Consumer bill pay is often declared as one of the top use cases and
areas of interest across payments industry stakeholders. Glenbrook

traditional bank bill pay solutions are meant to address these issues

payment to settle.
The introduction of faster payments into the bill pay equation is

consumers, and billers.

1. The bank bill pay model is ripe for innovation
2.
3. Billers have unaddressed payments challenges

1� The bank bill pay model is ripe for
innovation
There is general consensus among FIs that the consumer bank bill

their lives.

Copyright © 2020 by Glenbrook Partners, LLC.
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and pay all of their bills in one place. In practice, this process has
points of vulnerability. Identifying and adding billers is one such issue.

Adding the correct biller and reference information is a manual
process that can be cumbersome and unforgiving to mistakes or
typos. Not all billers support electronic billing, so customers using

When paying directly from a bank account, ACH is most likely to

Under the bank bill
pay model, it can take
anywhere from 1-5
business days for a
payment to settle.

status.

drives higher levels of bank customer engagement and retention.

2�
such as one-click, tap and go, embedded payments, etc. Consumer

possibility.
Regardless, faster payments in bill pay is critical to some segments of
the consumer population.

paying for essential services and avoiding the risk of service
deposit to pay their bills. Real-time, credit push transfers are much

Copyright © 2020 by Glenbrook Partners, LLC.
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more useful than automatic debits for bill pay, especially for those
living paycheck-to-paycheck. These consumers need real-time
overdraft fees.

a variety of payment options. A utility bill gets paid via ACH and a
telecommunication bill goes on a card.

early adopters for a faster bank-based bill payment solution.

3� Billers have unaddressed payments
challenges

The motivation for billers to support bank bill pay is driven by

statements.
Billers have a similar attitude to other merchants and acceptors for

typically means enabling multiple payment types for consumer
convenience.
Some of the largest billers have a vested interest in supporting and
improving the bank bill pay model.

2
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•
•
abandonment rates.”
•
their intention to leverage bill pay as a key use case for
implementing faster payments.
•
2

.

•

It is not about the
actual “movement of
money,” but rather the
transparency around
their bill pay status.

•
assurance that their payment obligation to the biller has been
the transparency around their bill pay status.
•

has been paid.
• The elimination of paper checks is a paramount goal as they
demand manual processes for all parties involved in the
processing providers.

What type of industry
engagement is needed to
transform the bank bill pay
experience?

How can we realign the

institutions, consumers, and
billers?

What is needed to enhance
the product value proposition
that enables banks to
stand out in a crowded
providers?

Copyright © 2020 by Glenbrook Partners, LLC.
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Request for Payment and How
It Can Transform the Bill Pay
Experience
messaging and data sharing also add more useful functionality,
especially Request for Payment (RfP) messaging.

accompanied by all the necessary billing information. Seamless and
simple.
Implemented correctly and broadly across the ecosystem, RfP can
1.
2.
3.

1� Provide an enhanced customer bank
bill pay experience
information throughout the payment lifecycle. This gives consumers
outstanding bills from one location from RfP-enabled billers, together

The vision of a onestop-shop to view bills
requires universal RfP
usage, and will take a
while to be fully realized

and bill details manually.
Each bill has an individual RfP that can be presented to the customer
and responded to in real time. This gives customers immediate
account balances. This helps customers to avoid overdraft fees and
activity.

Copyright © 2020 by Glenbrook Partners, LLC.
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A Request for Payment does not necessarily need to be tied to a

payment options (such as credit cards) to consumers as they pay
developed by the FI or a third-party bill pay solution provider, since
they require synergy across multiple payments systems.
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2�
a modern, digital bank bill pay environment, and an enhanced
customer value proposition.
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3�
bill pay arena, billers can also take advantage of increased adoption
and RfP messaging. Bill details are tied to both the RfP and the
subsequent payment, so reconciliation becomes easier and could

pay solutions. This applies to bill payments initiated from a bank in
response to an RfP, not for biller direct payments.

•
• The industry recognizes the potential for Request for Payment

“Request for Payment
is a good way to
present multiple bills
in one place and pay
them all in one go.”

–
signed up for them.”
–
one place and pay them all in one go.”
•

payment.
• Request for Payment makes biller reconciliation easier and could
reduce the number of paper checks they receive from bankbased bill pay solutions.

systems and processes to enable Request for
Payment?

Copyright © 2020 by Glenbrook Partners, LLC.
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Barriers to Industry Adoption of
Faster Payments in Consumer
Bill Pay
and billers highlighted several challenges to implementing a

1. The faster payments ecosystem is highly fragmented
2. The business case for billers is not as strong as for FIs
3. Faster payments requires a fundamental shift in consumer
behavior

1� The faster payments ecosystem is
highly fragmented
in the U.S. provide more consumer choice but increase market
consumers a variety of payment methods, stakeholder adoption is

risks associated with
a lack of common
rules and standards

other initiatives in the prioritization queue needed to be completed;

addressing a broader set of use cases. Zelle currently addresses P2P,
but B2C and bill pay are still nascent.

be able access multiple faster payments systems, or that a central

Copyright © 2020 by Glenbrook Partners, LLC.
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Another aspect of fragmentation is the variety and reach of payment
several directories is critical to bank bill pay. For billers, access to
consumer credentials like a bank account number or social alias are
needed to submit bills.

to several directories for comprehensive coverage and redundancy,
core processors. Larger billers participate in multiple biller directories.
The proliferation of these directories implies that one entity must
laborious and time-consuming and sometimes requires an additional
internal routing mechanism to consolidate all data sources. The ideal,
directory.
A reliance on multiple directories may not be a major issue. The FP
Barometer tells us that 42 percent of respondents favored multiple

Which directory model is preferred?

21%
34%

42% Favored multiple directories interoperating
with one another; each payment system has its
own but they interoperate

42%

34% Said a single, shared utility is best

21% Not sure

3% Each fast payments system has it’s own
directory that does not interoperate
Global experience is varied and therefore no one model prevails

Copyright © 2020 by Glenbrook Partners, LLC.
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•
enough for consumers today as they have multiple payment
options to choose from in the biller direct model, and that until
adopt faster payments.
–
choose sides.”
–
require faster payments.
• Implementation of faster payment systems are often described

“ACH works well
today; until there is a
ubiquitous rail, banks
will choose sides.”

required.
•
–
them.”
–
the case.”
• The ultimate goal is to have direct connections to several

2� The business case for billers is not as
strong as for FIs
and improvements, alongside recognition that faster payments—as
must send an RfP message through their bank to support the bankcentric faster bill pay model.

Copyright © 2020 by Glenbrook Partners, LLC.
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Billers have a dependency on banks to support faster payments and

message formats.

consumer is assured they have met their bill payment obligation on
time.

they are hesitant to give up. Billers feel that they drive a good

changes. Because consumers use biller direct for the majority of

the more information the biller has to engage and drive the brand
services.
The biller use case for faster payments is impacted by the variety
of current payment options and the value billers gain from that
relationship. Billers are concerned about losing their advantage if
they move to faster payments but recognize that a bank bill pay
some middle ground as they can also take advantage of that model.

Copyright © 2020 by Glenbrook Partners, LLC.
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• One of the value propositions to billers is the reduction in risk
–
• If billers can reduce the cost of payments by moving transaction
volume to faster payments, then that is a business case they are
•
in a faster payments bank bill pay model given that they already
rely heavily on ACH and checks.

3� Faster payments in bill pay requires a
fundamental shift in consumer behavior
means that many consumers are already accustomed to paying the

account holders” actually paying bills from the bank bill pay solution.
Card payments are popular in the biller direct model for several

incentivizing consumers to use their cards for purchases for years
promotional offers are strong drivers of consumer payment behavior.

consumer value proposition that delivers a seamless and transparent

Copyright © 2020 by Glenbrook Partners, LLC.
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•
site to pay their bills.
•
•
card payments. This option may persuade some consumers to
•

Are additional incentives
needed to increase support
from the biller community?
leverage faster payments
in the biller direct model?
What’s the potential for
overlays (QR, APIs)?

Copyright © 2020 by Glenbrook Partners, LLC.

Could billers have a button
on their website that prompts
consumers to enroll in
Request for Payment bill
delivery?

What messaging, marketing,
and education is required by
large, to alert consumers to
a new bill pay product and
experience?
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Concluding Thoughts
the market today. Biller direct is more dominant, although it does still
have limitations. The bank bill pay model also has its limitations, but
advantages of both models.
RfP can bring the best of both models together and help to drive
broader industry adoption. Financial institutions are in a privileged

available for more than a decade to other countries. Faster payments

faster payments, there is not yet a fully operational RfP in market. RfP
adopter, providing insights and guidance for other implementations.
Faster payments are not likely to happen organically—the biller needs
to be included in the dialogue, so the solution meets their needs. The
preference and choice.
Concerns about the number of solutions and market fragmentation

opportunities and many stated that a deeper level of collaboration

The U.S. is a fragmented payments ecosystem, but is also a robust,

A

new payments infrastructure does not come along very often. As industry participants, we

quo, update legacy infrastructure, and reimagine the customer experience. Bank bill pay can be
an important catalyst to encourage broader adoption of faster payments systems.

members are core requirements to move the U.S. forward towards faster payments adoption.

Copyright © 2020 by Glenbrook Partners, LLC.
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Research Methodology
for the consumer bill pay environment.

currently manage bill pay, are developing faster payments for

marketing aspects of getting faster payments for consumer bill pay to
market.

general industry readiness, the role directories play, and overall
ecosystem and consumer implications for faster bill pay. The goal
unique perspectives to help understand the drivers for bringing faster
payments to market.

payments industry.

changed environment only heightens the need for smart, consumer-

Copyright © 2020 by Glenbrook Partners, LLC.
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About the U�S� Faster Payments
Council
The U.S. Faster Payments Council (FPC) is a membership organization
established so Americans can safely and securely pay anyone,

fasterpaymentscouncil.org

members use private-sector approaches to address issues that inhibit
adoption of faster payments and enable end users to reach each

the future of faster payments through inclusive dialogue and
collaborative problem-solving, and gives members an edge in
• Focus on the larger goals of safety, security and adoption of all
faster payments.
• Opportunities to broaden their reach and leverage investments
across a much broader base of transactions.
• Safe forums for dialogue governed by strong antitrust guard
rails.

About Glenbrook
combination of business and technology skills focused on all aspects

glenbrook.com
To stay connected, click here.

product development, and the application of innovative technologies
to solve important problems.
We approach payments from the perspectives of the users of

Glenbrook serves payments professionals across many different types
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