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Introduction 
 
The objective of this paper is to shed light on the financial challenges faced by people experiencing 
homelessness in today’s increasingly cashless and digitalised societies, with a particular focus on access to 
payment accounts with basic features. We highlight that people living in destitution and marginalisation are 
at an increased risk of financial exclusion, which can contribute to amplifying their social exclusion. Homeless 
people, asylum seekers, refugees and Roma and Travellers, have been identified as the most at risk groups 
when it comes to financial exclusion.1  
 
Financial exclusion is defined by the European Commission as “(…) not being able to access or use ‘financial 
services in the mainstream market that are appropriate to (people’s) needs and enable them to lead a 
normal life in the society in which they belong’ (European Commission, 2008).” In most societies contactless 
card payments and other cashless means of paying are predominant, thus having a bank account is the first 
step for securing financial participation. The COVID19 pandemic has added a new layer of digitalisation and 
cashlessness to our societies, by moving public services almost entirely online and further encouraging 
cashless payments. Since the outbreak of the pandemic cash has been perceived as a means of transmitting 
the virus and– cash payments have increasingly been replaced by card payments. Furthermore, ATMs have 
started being physically removed in several European countries. All these changes are negatively impacting 
individuals who face barriers in opening bank accounts, as part of their financial exclusion. 
 
In this context, marginalised and vulnerable people, including those experiencing homelessness, are at a high 
(and increasing) risk of financial exclusion. To avoid even further marginalisation of homeless people, existing 
policies and their implementation at national level by EU Member States have to be improved. Adequate 
measures need to be implemented to enhance access to payment accounts with basic features for people 
experiencing homelessness and vulnerable groups.  
 
Several FEANTSA members who work as service providers for destitute and homeless people across Europe 
have supported individuals’ access to banking services, and, most importantly, to open a bank account. They 
also work to support people who cannot manage banking services once obtained, because of a lack of digital 
skills or knowledge of the financial system. Their experiences are proof that accessing a bank account is not 
as straightforward as the European Commission aimed to make it through Directive 2014/92/EU of the European 
Parliament and of the Council of 23 July 2014 on the comparability of fees related to payment accounts, payment 
account switching and access to payment accounts with basic features (hereafter the PAD Directive)2. By presenting 
these experiences, the objective of this paper is twofold: firstly, to uncover the irregularities in the 
implementation of the PAD Directive across MS and secondly, to promote the tools that homelessness service 
providers put in place for facilitating access to bank services for their beneficiaries. These tools can serve as 
inspiration to other services as well as to national authorities. 
 
 
 
 
 
   

 
1 Finance Watch, Financial exclusion: Making the invisible visible. A study on societal groups encountering barriers to accessing financial 
services in the EU, March 2020.  
2 https://eur-lex.europa.eu/legal-content/en/TXT/?uri=CELEX%3A32014L0092  

http://eur-lex.europa.eu/legal-content/en/TXT/?uri=CELEX%3A32014L0092
https://eur-lex.europa.eu/legal-content/en/TXT/?uri=CELEX%3A32014L0092
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Background data and relevant policies 
 
Increasingly cashless and digital societies 
 

In line with the rest of the world, Europe is increasingly becoming cashless. In an effort to facilitate payments 
and reduce fraud, online transactions and the use of cards have increased. Electronic payment options have 
also become more diverse (contactless payments, electronic wallets, or mobile apps, using mobile phones or 
smart watches) and preferred across the EU. Consequently, the use of cash has become more and more 
reduced and the need to hold a bank account more urgent. While differences persist between countries, 
Northern Europe is in the lead in cashlessness. Denmark and Finland have the lowest rate of people without 
access to bank services at 0%.3 Sweden was among the first countries to become cashless: in the centre of 
Stockholm cafes and shops have gone ‘cash free’ while some Swedes opted for a so called ‘chip under skin’4 
payment method. In Norway, only 3-4% of transactions use cash.5 

 
The Covid19 pandemic has further contributed to encouraging payments online or by cards. Data from the 
UK show that over a third of surveyed consumers were refused when trying to pay with cash “at least once 
since the first lockdown in March 2020.”6 During this period a cash ‘stigmatisation’ happened, as bills and coins 
were considered dangerous because of the high risk of carrying the virus. At the same time, an increase in 
contactless payments has been registered: in April 2021, over 80% of in-store Visa payments across Europe 
were contactless.7 Even before the pandemic, a high tendency to move towards cashlessness was observed. 
Among the transformations taking place, the most striking has been the reduced number of bank branches 
replaced by remote locations.8 Another change that took place and has taken even more speed since the 
pandemic is the removal of ATMs: an estimate of 340 ATM machines per month have been seen 
to disappear from UK high streets in the past year9 while in Spain banks have closed 2,200 ATMs across the 
country.10 In July 2021, Sweden counted less than 32 ATMs per 100,000 people.11 In Denmark, cash pay-out 
has been limited, with a clear impact on people in homelessness.12    

 
The increase in cashlessness overlaps with an accelerated digitalisation of services, two processes that, 
particularly when combined, raise serious concerns when it comes to the inclusion of groups made vulnerable, 
homeless people among them.13 A European digital transformation which was already being coordinated by 
the European Commission, has been further enhanced by the Covid19 pandemic, which moved life for many 
people almost entirely online. Starting with 2020, the European Commission established several initiatives as 
part of its strategy to accelerate digitalisation across the EU - the Communication on ‘Shaping Europe’s Digital 
Future’, the Communication on the ‘2030 Digital Compass: The European way for the Digital Decade’ and the 
Digital Education Action Plan for 2021-2027. FEANTSA analysed the potential risks for further marginalisation 

 
3 https://ec.europa.eu/info/sites/default/files/factsheet-3-06052013_en.pdf  
4 https://www.npr.org/2018/10/22/658808705/thousands-of-swedes-are-inserting-microchips-under-their-
skin?t=1641988889742&fbclid=IwAR266qJqEUY47UF_8N8qDrdnFzs1usB2BeEhncY4v1RMCERdnBriqSKy03g  
5 https://blackswancapital.eu/7-nations-leading-the-way-to-a-cashless-society-are-in-europe-do-you-live-in-one/  
6 https://www.theoldhamtimes.co.uk/news/19103997.mp-jim-mcmahon-joins-access-cash-battle/  
7 https://www.finextra.com/newsarticle/37803/contactless-payments-surge-across-europe  
8 https://www.ceps.eu/wp-content/uploads/2018/10/20181005_FutureofATM_0.pdf and https://www.wired.co.uk/article/sweden-
cashless-society  
9 https://tinyurl.com/atmscashless  
10 https://worldrepublicnews.com/spanish-banks-atms-are-disappearing-or-being-replaced-what-you-need-to-know/  
11 https://blackswancapital.eu/7-nations-leading-the-way-to-a-cashless-society-are-in-europe-do-you-live-in-one/ 
12 https://politiken.dk/debat/kroniken/art8323007/Bankerne-svigter-de-hjeml%C3%B8se-groft.-Hvor-er-
samfundssindet?fbclid=IwAR2gr3WUTUAy-HxiGGO%E2%80%A6  
13 https://aftermoney.dk/about/; https://www.fairobserver.com/region/europe/andrew-chapman-cashless-societies-going-cashless-
coronavirus-atm-machines-uk-britain-news-34894/  

https://sports.yahoo.com/atms-cashless-society-uk-high-street-coronavirus-money-cash-bankcards-contactless-payment-094922241.html?guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS8&guce_referrer_sig=AQAAALjD4GCYzQbB9Ian1N38WeDonenqSJ00NkkzZt1jvTRlw9I8ySqBBxFm4ZpXVHQhanKY1CY_4bcS5gt4SPS_Jl5tN_J9nvqbaREwQ5aZgRgcWsIbj_onFbeOjYDwf7_brVHFIzrZH7VGpL5ns0y1hPcze3ZWimv8KrWa5UAnS5X4&guccounter=2
https://ec.europa.eu/info/sites/default/files/factsheet-3-06052013_en.pdf
https://www.npr.org/2018/10/22/658808705/thousands-of-swedes-are-inserting-microchips-under-their-skin?t=1641988889742&fbclid=IwAR266qJqEUY47UF_8N8qDrdnFzs1usB2BeEhncY4v1RMCERdnBriqSKy03g
https://www.npr.org/2018/10/22/658808705/thousands-of-swedes-are-inserting-microchips-under-their-skin?t=1641988889742&fbclid=IwAR266qJqEUY47UF_8N8qDrdnFzs1usB2BeEhncY4v1RMCERdnBriqSKy03g
https://blackswancapital.eu/7-nations-leading-the-way-to-a-cashless-society-are-in-europe-do-you-live-in-one/
https://www.theoldhamtimes.co.uk/news/19103997.mp-jim-mcmahon-joins-access-cash-battle/
https://www.finextra.com/newsarticle/37803/contactless-payments-surge-across-europe
https://www.ceps.eu/wp-content/uploads/2018/10/20181005_FutureofATM_0.pdf
https://www.wired.co.uk/article/sweden-cashless-society
https://www.wired.co.uk/article/sweden-cashless-society
https://tinyurl.com/atmscashless
https://worldrepublicnews.com/spanish-banks-atms-are-disappearing-or-being-replaced-what-you-need-to-know/
https://politiken.dk/debat/kroniken/art8323007/Bankerne-svigter-de-hjeml%C3%B8se-groft.-Hvor-er-samfundssindet?fbclid=IwAR2gr3WUTUAy-HxiGGO%E2%80%A6
https://politiken.dk/debat/kroniken/art8323007/Bankerne-svigter-de-hjeml%C3%B8se-groft.-Hvor-er-samfundssindet?fbclid=IwAR2gr3WUTUAy-HxiGGO%E2%80%A6
https://aftermoney.dk/about/
https://www.fairobserver.com/region/europe/andrew-chapman-cashless-societies-going-cashless-coronavirus-atm-machines-uk-britain-news-34894/
https://www.fairobserver.com/region/europe/andrew-chapman-cashless-societies-going-cashless-coronavirus-atm-machines-uk-britain-news-34894/
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of homeless people through digitalisation in a dedicated paper in 2021.14  
 

Financial exclusion is closely intertwined with the risks analysed in our paper on digitalisation. In particular, 
we note: a) Barriers regarding ‘inputs’ (e.g.: lack of functional devices, of charging stations or limited Wi-Fi and 
affordability for internet data); b) Barriers regarding digital skills (digital illiteracy and platforms not designed to 
engage marginalised users) and c) Non-digital barriers also affecting digital inclusion (language, in the case of 
migrants, material deprivation, or problems in adapting to the digital environment). 
 
European Policies on Financial Inclusion  

 
In an increasing cashless and digital society, having access to financial services is of utmost importance for 
equal participation in everyday life. It is also a right guaranteed through the European Pillar of Social Rights, 
under principle 20, ‘Access to Essential Services’.15 The primordial aspect of access to financial services has 
been identified as having access to a basic bank account which is easy to access and manage, to permit, as a 
minimum, making and receiving payments.16  

 
The European Union has addressed this matter by setting up a 
European common approach with the adoption of the Directive 
2014/92/EU of the European Parliament and of the Council of 23 July 
2014 on the comparability of fees related to payment accounts, payment 
account switching and access to payment accounts with basic features.17 
Usually referred to as the Payment Accounts Directive (PAD), this 
piece of legislation was issued in 2014 with a deadline of 18 
September 2016 for MS’ transposition. The PAD Directive aims at 
tackling three main issues, namely access to basic payment accounts, 
transparency and comparability of payment account fees, and bank 
account switching.  

 
While acknowledging that “Not all EU citizens have easy access to a 
bank account, even though this is essential in modern life,”18 the PAD 
aimed at improving this situation by facilitating the right to all to open 
a basic payment account anywhere in the EU, laying down that 
‘anyone residing legally in the European Union has the right to open 
a payment account with basic features in any EU country’.19 It is 
underlined that this should always be done in compliance with EU anti-money laundering rules and that ‘a 
basic bank account includes various services such as cash withdrawals at a bank counter or cash machines 
and the execution of payment transactions such as direct debits or credit transfers within the EU’.20 The clear 
and comparable bank account fees are also regulated by the Directive, which requires ‘that in each EU country 
there is at least one independent website that compares payment account fees that are charged by different 
banks’. 

  
Article 16 of the PAD mentions several relevant aspects for our paper. First, in paragraph (2), it introduces the  

 
14 https://www.feantsa.org/public/user/Digitalisation_Policy_Paper.pdf 
15 https://op.europa.eu/webpub/empl/european-pillar-of-social-rights/en/#annex3  
16 Finance Watch, Basic Financial Services. A European-wide study on financial services and products needed to tackle financial exclusion 
of citizens, July 2020.  
17 https://eur-lex.europa.eu/legal-content/en/TXT/?uri=CELEX%3A32014L0092  
18 https://eur-lex.europa.eu/legal-content/en/LSU/?uri=CELEX:32014L0092#keyterm_E0001  
19 https://eur-lex.europa.eu/legal-content/en/LSU/?uri=CELEX:32014L0092#keyterm_E0001  
20 https://eur-lex.europa.eu/legal-content/en/LSU/?uri=CELEX:32014L0092#keyterm_E0001  

Article 16. Right of access to a payment 
account with basic features 
2. Member States shall ensure that 
consumers legally resident in the 
Union, including consumers with no 
fixed address and asylum seekers, and 
consumers who are not granted a 
residence permit but whose expulsion 
is impossible for legal or factual 
reasons, have the right to open and 
use a payment account with basic 
features with credit institutions located 
in their territory. Such a right shall 
apply irrespective of the consumer’s 
place of residence. (…) Member States 
shall ensure that the exercise of the 
right is not made too difficult or 
burdensome for the consumer. 

http://eur-lex.europa.eu/legal-content/en/TXT/?uri=CELEX%3A32014L0092
http://eur-lex.europa.eu/legal-content/en/TXT/?uri=CELEX%3A32014L0092
http://eur-lex.europa.eu/legal-content/EN/AUTO/?uri=LEGISSUM:l24016a
https://www.feantsa.org/public/user/Digitalisation_Policy_Paper.pdf
https://op.europa.eu/webpub/empl/european-pillar-of-social-rights/en/#annex3
https://eur-lex.europa.eu/legal-content/en/TXT/?uri=CELEX%3A32014L0092
https://eur-lex.europa.eu/legal-content/en/LSU/?uri=CELEX:32014L0092#keyterm_E0001
https://eur-lex.europa.eu/legal-content/en/LSU/?uri=CELEX:32014L0092#keyterm_E0001
https://eur-lex.europa.eu/legal-content/en/LSU/?uri=CELEX:32014L0092#keyterm_E0001
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provision according to which people without a fixed address should be entitled to a basic bank account. The 
same paragraph mentions this right also for ‘asylum seekers and consumers who are not granted a residence 
permit but whose expulsion is impossible for legal or factual reasons’. Members of this group are often in 
situations of homelessness and become beneficiaries of the homelessness service providers across Europe. 
Finally, paragraph (3) of the same article addresses the response time from institutions who offer a payment 
account with basic features, laying down that an assessment of a customer’s application and a response 
(accepted or denied), should be given “without undue delay and at the latest 10 business days after receiving a 
complete application.” 

  
Another relevant article for the purpose of our analysis is Article 15. Non-discrimination, which states that 
“Member States shall ensure that credit institutions do not discriminate against consumers legally resident in 
the Union by reason of their nationality or place of residence or by reason of any other ground as referred to 
in Article 21 of the Charter, when those consumers apply for or access a payment account within the Union. The 
conditions applicable to holding a payment account with basic features shall be in no way discriminatory.” This 
provision becomes important in the context where the high number of migrants (both intra EU and Third 
Country Nationals) move within the EU to look for employment opportunities and need access to banking 
services. In the past decade, this group has also been increasingly met by the homelessness sector.21 

 
Under Article 4. Fee information document and glossary it is established that “Member States shall ensure that, 
in good time before entering into a contract for a payment account with a consumer, payment service 
providers provide the consumer with a fee information document on paper or another durable medium 
containing the standardised terms in the final list of the most representative services linked to a payment account 
referred to in Article 3(5) of this Directive and, where such services are offered by a payment service provider, the 
corresponding fees for each service.” Continuing, the same article of the PAD also states that this document 
should be short and “presented and laid out in a way that is clear and easy to read”. 

 
Article 7. Comparison websites addresses the issue of access to clear and comparable information between 
available services that allows clients to identify the most suitable offer - “1. Member States shall ensure that 
consumers have access, free of charge, to at least one website comparing fees charged by payment service providers 
for at least the services included in the final list referred to in Article 3(5) at national level. Comparison websites may 
be operated either by a private operator or by a public authority.” 

 
The Payment Account Directive also lays down provisions to regulate the costs that opening (and 
administering) a payment basic account would allow disadvantaged groups and individuals to access this 
service. Article 18 on “Associated fees” states that “1. Member States shall ensure that the services referred to in 
Article 17 are offered by credit institutions free of charge or for a reasonable fee.” Unfortunately, the Directive 
does not clarify what are ‘reasonable fees’ which may lead to inconsistencies in the application of this 
requirement in practice, as we will show in the analysis of challenges faced by people experiencing 
homelessness. 

 
Transposition of the PAD at national level  

 
Currently, the PAD is transposed at national level into all 27 member states (additionally, the UK transposed 
it before Brexit). This is encouraging as a first step to improving people’s realities and allowing for better access 
to financial services. However, some improvements are required, as clear differences exist in the way that 
each MS interpreted the requirement for guaranteeing a payment account to those who do not have an 
address or who cannot produce required documents, which can result in creating inequalities.  

 
21 https://www.feantsa.org/en/feantsa-position/2018/12/11/feantsa-position?bcParent=27 and https://www.feantsa.org/en/feantsa-
position/2013/09/30/feantsa-position-homelessness-among-immigrants-in-the-eu-a-homeless-service-providers-
perspective?bcParent=27  

https://www.feantsa.org/en/feantsa-position/2018/12/11/feantsa-position?bcParent=27
https://www.feantsa.org/en/feantsa-position/2013/09/30/feantsa-position-homelessness-among-immigrants-in-the-eu-a-homeless-service-providers-perspective?bcParent=27
https://www.feantsa.org/en/feantsa-position/2013/09/30/feantsa-position-homelessness-among-immigrants-in-the-eu-a-homeless-service-providers-perspective?bcParent=27
https://www.feantsa.org/en/feantsa-position/2013/09/30/feantsa-position-homelessness-among-immigrants-in-the-eu-a-homeless-service-providers-perspective?bcParent=27
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From the analysis of the national legislation on opening basic payment accounts,22  we can note that some 
countries do not specifically mention the exemption of the need to provide an address, such as 
Bulgaria23, the Czech Republic24, France,25 or Latvia26. Others (Belgium,27 Cyprus,28 Denmark,29 Ireland,30 
Romania31) specifically mention natural persons who do not have a fixed address as being entitled to 
opening a basic bank account. Lithuania mentions “consumers without a domicile”32 while Portugal refers to 
"Legal resident in the European Union" (…), including consumers without a fixed abode”.33 Situations are quite 
different between countries. In Greece, Art. 16.2 of the national Law 4465/2017 mentions that “Consumers 
who do not have a permanent residence address, asylum seekers and consumers who do not have a 
residence permit, but whose expulsion is impossible for legal or factual reasons, must provide the necessary 
public supporting documents proving their identity and/or their capacity to open and use a payment account 
with basic characteristics in credit institutions located in Greece”.34 Germany mentions the possibility to use 
“(…) a residential address or, if there is no permanent residence  with  legal  residence in the European Union 
and the verification of identity takes place within the framework of the  conclusion of a  basic account contract 
within the meaning of § 38 of the Civil Accounts Act, the  postal address  at which the contractual  partner  
and  the person appearing  vis-à-vis the person responsible can be reached".35 The German legal text is 
also accompanied by an annex called ‘the Application for an administrative procedure in the event of rejection 
of an  application for the conclusion of a basic account contract’ which gives the following option: “*If 
residential address is not available, for example in case of homelessness, postal address.” Several countries 
directly mention the experience of homelessness in the national transposition. Austria specifically mentions 
homeless people among the socially or economically vulnerable consumers.36 Italian law states: “For the 
purposes of this section, a consumer legally residing in the European Union means whoever has the right to 
reside in a member state of the European Union under the Union law or Italian law, including consumers 
homeless and asylum seekers (…).37 Slovenia specifically mentions homeless people when detailing that 
“legal residence in the European Union means that a natural person has the right to reside in a Member State 
under European Union or national law, including homeless consumers (…)”.38 

 
The PAD was implemented rather late by several MS, thus it is considered early for an evaluation of its impact. 
However, in January 2021 an assessment report was published by the European Commission, called Study on 
EU payment accounts market. Final report.39 The report, for which data collection was completed at the 
beginning of October 2019, investigates as one of its points of analysis if the provision of accounts with basic 
features has contributed to increasing the financial inclusion of vulnerable groups, namely people “with no 

 
22 For this analysis, the information used was the one available on EUR-Lex (https://eur-lex.europa.eu/legal-
content/en/NIM/?uri=CELEX:32014L0092) at the level of the year 2021, according to documents made available by MS. 
23 https://www.bnb.bg/AboutUs/AULegalFramework/AUNationalLegalFramework/AULFOrdinances/index.htm  
24 https://www.zakon.hr/z/935/Zakon-o-usporedivosti-naknada,-prebacivanju-ra%C4%8Duna-za-pla%C4%87anje-i-pristupu-osnovnom-
ra%C4%8Dunu  
25 https://www.legifrance.gouv.fr/eli/ordonnance/2016/12/22/ECFT1622074R/jo/texte  
26 https://likumi.lv/ta/en/en/id/206634-law-on-payment-services-and-electronic-money  
27 https://www.etaamb.be/fr/loi-du-22-decembre-2017_n2017040977.html  
28 http://www.cylaw.org/nomoi/arith/2017_1_064.pdf  
29 https://www.retsinformation.dk/Forms/r0710.aspx?id=179882  
30 http://www.irishstatutebook.ie/eli/2016/si/482/made/en/pdf  
31 http://www.cdep.ro/pls/proiecte/docs/2017/cd238_17.pdf  
32 https://www.e-tar.lt/portal/lt/legalAct/66a2ee0048f511e6b5d09300a16a686c  
33 https://dre.pt/pesquisa/-/search/108074436/details/maximized  
34 https://www.lawspot.gr/nomikes-plirofories/nomothesia/nomos-4465-2017  
35https://www.bgbl.de/xaver/bgbl/start.xav?startbk=Bundesanzeiger_BGBl&start=//*%255B@attr_id=%27bgbl116s0720.pdf%27%255D#
__bgbl__%2F%2F*%5B%40attr_id%3D%27bgbl116s0720.pdf%27%5D__1629368907612  
36https://www.ris.bka.gv.at/GeltendeFassung.wxe?Abfrage=Bundesnormen&Gesetzesnummer=20009635&ShowPrintPreview=True  
37 https://www.gazzettaufficiale.it/eli/id/2017/03/30/17G00051/sg  
38 http://www.pisrs.si/Pis.web/pregledPredpisa?id=ZAKO7312#  
39 https://op.europa.eu/en/publication-detail/-/publication/0854f727-6117-11eb-8146-01aa75ed71a1/language-en  

https://eur-lex.europa.eu/legal-content/en/NIM/?uri=CELEX:32014L0092
https://eur-lex.europa.eu/legal-content/en/NIM/?uri=CELEX:32014L0092
https://www.bnb.bg/AboutUs/AULegalFramework/AUNationalLegalFramework/AULFOrdinances/index.htm
https://www.zakon.hr/z/935/Zakon-o-usporedivosti-naknada,-prebacivanju-ra%C4%8Duna-za-pla%C4%87anje-i-pristupu-osnovnom-ra%C4%8Dunu
https://www.zakon.hr/z/935/Zakon-o-usporedivosti-naknada,-prebacivanju-ra%C4%8Duna-za-pla%C4%87anje-i-pristupu-osnovnom-ra%C4%8Dunu
https://www.legifrance.gouv.fr/eli/ordonnance/2016/12/22/ECFT1622074R/jo/texte
https://likumi.lv/ta/en/en/id/206634-law-on-payment-services-and-electronic-money
https://www.etaamb.be/fr/loi-du-22-decembre-2017_n2017040977.html
http://www.cylaw.org/nomoi/arith/2017_1_064.pdf
https://www.retsinformation.dk/Forms/r0710.aspx?id=179882
http://www.irishstatutebook.ie/eli/2016/si/482/made/en/pdf
http://www.cdep.ro/pls/proiecte/docs/2017/cd238_17.pdf
https://www.e-tar.lt/portal/lt/legalAct/66a2ee0048f511e6b5d09300a16a686c
https://dre.pt/pesquisa/-/search/108074436/details/maximized
https://www.lawspot.gr/nomikes-plirofories/nomothesia/nomos-4465-2017
https://www.bgbl.de/xaver/bgbl/start.xav?startbk=Bundesanzeiger_BGBl&start=//*%255B@attr_id=%27bgbl116s0720.pdf%27%255D#__bgbl__%2F%2F*%5B%40attr_id%3D%27bgbl116s0720.pdf%27%5D__1629368907612
https://www.bgbl.de/xaver/bgbl/start.xav?startbk=Bundesanzeiger_BGBl&start=//*%255B@attr_id=%27bgbl116s0720.pdf%27%255D#__bgbl__%2F%2F*%5B%40attr_id%3D%27bgbl116s0720.pdf%27%5D__1629368907612
https://www.ris.bka.gv.at/GeltendeFassung.wxe?Abfrage=Bundesnormen&Gesetzesnummer=20009635&ShowPrintPreview=True
https://www.gazzettaufficiale.it/eli/id/2017/03/30/17G00051/sg
http://www.pisrs.si/Pis.web/pregledPredpisa?id=ZAKO7312
https://op.europa.eu/en/publication-detail/-/publication/0854f727-6117-11eb-8146-01aa75ed71a1/language-en
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fixed address and asylum seekers, and consumers who are not granted a residence permit but whose 
expulsion is impossible for legal or factual reasons.” According to representatives of consumer organisations 
who were surveyed for the EC report, being homeless or being an immigrant without a job has the largest 
impact on having access to payment accounts.40 The data also show that both sector and consumer 
organisations believe that the main reasons why consumers are refused access to payment accounts are the 
fact that they do not have the necessary documents for account opening and/or they are suspected of money 
laundering or terrorism financing. The second most important reason for not having access to payment 
accounts, as identified by consumer organisations, is the lack of access to the remote channels offered by 
financial institutions (such as online or mobile platforms). 

 
When questioning if the PAD ensured that consumers are able to open payment accounts, the EC report 
concluded that access to payment accounts in most Member States is high (> 85% in 11 of the 16 Member 
States in scope), but where this is not the case, it is mentioned that vulnerable groups are those which are 
the least banked. Other conclusions of the EC evaluation were that: payment accounts with basic features 
are offered by a sufficient number of financial institutions and the services meet consumers’ needs, but that 
the existing number of payment accounts with basic features is low. The possible reasons identified here are 
the lack of information about the existence of these accounts as well as the cost/affordability and ability 
to supply the required documentation, in particular to meet EU’s anti-money laundering and countering 
the financing of terrorism (AML/CFT) requirements.41 Even though it was found that the use of payment 
accounts with basic features is generally low, since these accounts seem to be more suitable for specific 
categories of the more vulnerable consumers (including migrants, asylum seekers and the homeless) which 
are more likely to be excluded from financial services, the costs of achieving the PAD objective of more 
financial inclusion were assessed to be proportionate. Though the EC evaluation report concludes that “the 
offering of accounts with basic feature has proved effective in enhancing the inclusion of vulnerable groups, 
notably asylum seekers” evidence from the ground show that improvements are still needed in the 
implementation of the PAD. 
 
Article 15 ‘Non-discrimination’ and contradictions with Anti-Money Laundering Directive 
(AML/CFT) 

 
Article 15 of the PAD directive introduces the requirement of ‘Non-discrimination’ by establishing that “A credit 
institution shall not discriminate against a consumer applying for a payment account and / or using a payment 
account on the basis of his nationality or place of residence or on any other grounds referred to in Article 21 of the 
Charter of Fundamental Rights of the European Union if that the consumer is legally resident in the European Union”. 
From the information that could be retrieved online, we found that most countries have transposed this article 
in the national legislation: Croatia, Finland, Italy, Austria, Belgium, Czech Republic, Croatia, Cyprus, Greece, 
Ireland, Latvia, Lithuania, Luxembourg, Malta, Spain, Sweden, Slovenia, Slovakia, Romania, Portugal.  

 
However, data from the ground as well as the evaluation conducted on the PAD by the Commission show that 
a main challenge for those applying for a payment account with basic features in many cases is that they do 
not possess a “standard” identification document from the Member State in which they make the application. 
This makes it difficult for financial institutions to ensure compliance with the Anti-Money Laundering Directive 
(AML/CFT), which sets responsibility on the shoulders of financial institutions for fighting money laundering 
and countering the financing of terrorism. The 2021 EC report found that financial institutions sometimes do 
not accept temporary or specific identification documents, as it is unclear whether they are sufficient to meet 
the AML/CFT requirements to identify the customer and verify their identity. Despite initiatives trying to clarify 

 
40 A significant impact is interpreted as a difference of five percentages points or more compared to the overall percentage of people that 
have access to a payment account in the Member State concerned.    
41 https://ec.europa.eu/info/publications/210720-anti-money-laundering-countering-financing-terrorism_en  

https://ec.europa.eu/info/publications/210720-anti-money-laundering-countering-financing-terrorism_en
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which identification documents are acceptable when verifying the identity of a potential customer, 42 a need 
for (national) guidance is evident, given that different types of identification documents are used in different 
Member States. The 2020 Fin Watch report on vulnerable groups also identifies the issue of a “contradiction 
between two directives” which they recognise as a disincentive for the financial institutions to relax proof of 
identity and as further jeopardising the implementation of Article 15 on “Anti-discrimination” of the PAD. 

 
It is recognised that those individuals who are more at risk of being affected by this contradiction of the two 
directives are the ones who more often possess a temporary identification document or a very specific type 
of registration document, such as homeless people, asylum seekers or migrants, Travellers and Roma. These 
groups are most at risk of being denied opening a bank account.  

 
 

Challenges faced by homeless people in becoming financially included 
 
Financial inclusion – access to bank accounts 
 
The European Commission explains financial exclusion taking place when someone is not able to access or 
use ‘financial services in the mainstream market that are appropriate to (people’s) needs and enable them to lead 
a normal life in the society in which they belong’.43 As we explain in the background section of this paper, in 
today’s digital and cashless societies, having a bank account is a necessary prerequisite to participating in 
society. A bank account can be used to receive a salary, social benefits, and to pay rent and it can be required 
when taking out health insurance.  
 
Nevertheless, people experiencing homelessness continue to face challenges when it comes to being 
financially included, particularly when trying to open a bank account. To begin with, both desktop research 
and the data provided by our FEANTSA members, confirm that the issue of the ‘proof of address’ is still a 
barrier to accessing a bank account for people in homelessness. Banks continue to require an address 
for opening a bank account and/or for further communication. Even though the legislation adopted by many 
MS should remove this problem, in practice people are being refused by banks if they cannot provide a 
document with a permanent address on it. In this type of case, homeless service providers often intervene 
and take the role of the mediator, by maintaining the relationship with the bank as well as by providing them 
with a C/O address that can be used by their beneficiary in relation to their application.  
 
This problem has been encountered in several cases in cities such as Copenhagen and Brussels, where people 
were refused a bank account because of a lack of address. Some services developed their own approach by 
taking direct contact with the banks (as in the case study of Kompasset Kirkens Korshaer in Denmark, 
presented below). The staff had to inform the financial services about their obligation under the Financial 
Supervisory Authority and the National Association of Municipalities, which explains the right of homeless 
people to have a basic bank account according to EU-rules. Even so, individuals they accompanied who were 
mobile EU citizens have been rejected several times because of the lack of a national registration number or, 
in other cases, their application was only accepted after a lot of explanation from accompanying staff. It should 
be noted here that most of the beneficiaries supported by Kompasset in Copenhagen were not able, on their 
own, to persuade the banks to oblige and implement their rights, because of barriers with language or a lack 
of knowledge of the system, of their rights and confidence when facing authorities, such as bank staff.  
 

 
42 https://www.eba.europa.eu/sites/default/documents/files/documents/10180/1359456/4d12c223-105f-4cf0-a533-a8dae1f6047e/EBA-
Op-2016-07%20%28Opinion%20on%20Customer%20Due%20Diligence%20on%20Asylum%20Seekers%29.pdf  
43https://ec.europa.eu/social/BlobServlet?docId=9816&langId=en#:~:text=There%20are%20various%20forms%20of,normal%20part%20o
f%20daily%20life 

https://www.eba.europa.eu/sites/default/documents/files/documents/10180/1359456/4d12c223-105f-4cf0-a533-a8dae1f6047e/EBA-Op-2016-07%20%28Opinion%20on%20Customer%20Due%20Diligence%20on%20Asylum%20Seekers%29.pdf
https://www.eba.europa.eu/sites/default/documents/files/documents/10180/1359456/4d12c223-105f-4cf0-a533-a8dae1f6047e/EBA-Op-2016-07%20%28Opinion%20on%20Customer%20Due%20Diligence%20on%20Asylum%20Seekers%29.pdf
https://ec.europa.eu/social/BlobServlet?docId=9816&langId=en#:%7E:text=There%20are%20various%20forms%20of,normal%20part%20of%20daily%20life
https://ec.europa.eu/social/BlobServlet?docId=9816&langId=en#:%7E:text=There%20are%20various%20forms%20of,normal%20part%20of%20daily%20life
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The issue of the address is also raised by FEANTSA members at BAG W in Germany, where people without a 
permanent address cannot obtain access to bank accounts independently because they need someone to 
provide them with a mailing address. However, many homelessness advice centres offer the service of a 
mailing address, and this may be the very first step in supporting someone into accessing a basic bank account 
next to other advice and support (e.g. getting official documents back, once they expired or got lost).  
In Germany, another barrier for homeless people in accessing bank accounts is related to the impossibility to 
pay the high fees that certain banks impose, contrary to the European regulations. For this reason, in 2017 a 
legal action was taken against Deutsche Bank to ensure that they comply with European law. As described in 
the case study from Germany, the bank was ordered to reduce their fees to ensure that poor people (homeless 
people and refugees included) have better access to financial inclusion. What is more, it becomes clear that 
individuals who are in marginalised situations are not treated in an appropriate manner by financial 
institutions. Their right to obtain a bank account is not respected, but further to this they also do not receive 
a response in due time. As mentioned in the PAD directive, the maximum response time should be 10 days, 
but this does not happen in practice. Either because of a lack of sufficient information or because poor 
customers are not the most attractive clients for banks in general, a lack of or a delayed response seem to be 
common behaviour. This can also be an issue of insecurity, as we pointed out in our data analysis, banks are 
confronted with restrictions generated by the money laundering regulations and often, they do not have clear 
guidelines to which identification documents are officially accepted in order to comply with both European 
directives, the Money Laundering Directive and PAD. 
 
With no access to opening a bank account, people are put in vulnerable situations where they would need to 
borrow someone’s bank account to receive their salary, for example. Such an alternative was explained by the 
outreach service DIOGENES in Brussels: a homeless Polish worker was denied a bank account in Belgium 
because of not having an address and had to use the bank account of a family member in Poland to receive 
his salary from his workplace in Belgium who sent the money back to him in Belgium via a wire transfer. This 

Case study Denmark – homeless service providers developing direct relation with financial services 

Kompasset Kirkers Korshaer in Denmark is a service for people experiencing homelessness, mainly supporting 
migrants, among which many are EU citizens. After many failed attempts to open bank accounts for their beneficiaries, 
the staff at Kompasset developed a specific agreement with one of the banks in Copenhagen - Arbejdernes Landsbank, 
which has become in time a fixed procedure written in Arbejdernes Landsbanks ‘business processes’ and therefore 
accessible for all employees. When people experiencing homelessness apply for a payment account, the process runs 
smoothly and when a new employee does not know about this agreement the customer can refer to the bank’s internal 
procedure. The agreement is that the customer has to bring a Photo ID (Passport or national ID), a letter from Kirkens 
Korshær confirming that they can use Kompasset’s address to receive their card and pin code, Tax card with tax-
number, and a filled-out form explaining what the account will be used for. With this procedure in place, it usually 
takes 4 weeks to receive the card, which is the same waiting time for people registered in Denmark with an address.  

Different experiences have been encountered by Kompasset with other banks. When trying to use Danske Bank’s 
online service, ’become a costumer’ without a specific previous agreement, often the letter confirming that the 
costumer can use Kompasset’s address to receive card and pin code was accepted. However, this is not always the 
case. Several times, there was a lack of understanding of the fact that people might be opening their first bank account 
ever, or that it is a while ago they had an open bank account in a different country and therefore cannot provide any 
documentation from that bank. This means that when using the services of Danske Bank, it sometimes takes more 
than a month with a lot of going back and forth before the individual accompanied by Kompasset staff is even accepted 
as a costumer. Kompasset has previously had good experiences with another bank in Copenhagen (Nordea), however, 
this is not the case any longer, as they started requiring applicants for a CPR-registration, which is dependent on having 
an address. The services at this bank were not used lately because of this requirement.  

 

https://www.diogenes.brussels/
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not only involves a complicated practical process, but it also means that extra costs were charged for transfer 
fees and that there was a delay in accessing the money.  
 

 
Another problem encountered by homeless people in accessing affordable bank accounts is obtaining 
information about the conditions of the basic bank accounts, and especially comparing them and 
deciding which is most suitable for their needs. As is the case in Germany, this type of data may be missing or 
may not be complete or easy to understand. A problem identified in the use of basic accounts is that often 
not enough transparency is ensured, where the total costs of opening an account are only listed in full after 
completion of the basic bank account application.44 The 2021 EC evaluation report presented above mentions 
that it is too soon from the implementation of the PAD to have sufficient evidence which would suggest any 
improvements in the access of vulnerable groups to essential services or consumer empowerment through 
comparability of fees. Data collected from Germany seem to suggest that in what concerns comparability of 
fees more clarity is needed to facilitate access for homeless people to information.   
As presented in the case studies and as concluded by FEANTSA members consulted for this paper, the work 
of the homelessness sector is very important in the process of improving access for homeless people to 
financial inclusion. The staff at the services invest a lot of time in accompanying individuals applying for a bank 
account and communicating with banks and producing additional documentation, which would not be 
required if MS would produce clear and straightforward regulations. From the point of view of the service 
providers, this type of situation requires a lot of energy and time from the staff, which are already usually 
stretched and underpaid.  

 
44 https://www.sueddeutsche.de/wirtschaft/basiskonto-bilanz-gebuehren-
1.5326480?fbclid=IwAR2t40kD0BDaktjPGbAsFLnuzr4e5jdP6ArPg-gXL0nX5uDJ8qkoOkkK4GU  

Case study Germany: collaboration between debt counsellors, employees of social organizations, economists, 
and the Federal Ministry of Finance 
 
BAG W has documented through its DzW (Dokumentationssystem zur Wohnungslosigkeit - Documentation System of 
Homelessness) the access to bank accounts of the people they have served since 2007, and they are glad to conclude 
that the number of those without a bank account has been decreasing steadily with every year. In 2007 the percentage 
of their beneficiaries without an account was 52.8%, in 2019 it was reduced by almost half - 28.2% of the clients had 
no bank account. Overall, this is a good sign but there is still place for improvement. BAG W members in the field still 
find that basic bank accounts are not always as easy to access as they should be. One important reason why destitute 
people have not been able to access this financial service was the high costs that some banks still impose. 
 
Furthermore, despite the European Directive PAD establishing that a centralised database platform to compare 
different basic bank account models and conditions should be set up in each MS (in Germany since 2018) this database 
does not exist in Germany (anymore). As BAG W explains, the previous existing platform was shut down in January 
2021 because of complaints with deficiencies in the comparison of bank accounts, deficiencies in the market coverage 
and partially outdated information.  A temporary solution is currently offered, but the information available is even 
further reduced: less than 400 bank institutes are included, compared to more than 600 previously.   
 
The Federal Association of Consumer Organisations VZBV began documenting the situation in 2012. In 2017 the 
Federal Association sued Deutsche Bank for demanding excessive fees and in June 2020 the Federal Court of Justice 
in Germany ordered Deutsche Bank to offer a cheap basic account for destitute or homeless people and refugees. 
Before this action, the monthly bank account fee was EUR 8.99 plus extra costs. Several other credit institutions are 
known to also charge particularly high fees to the poorest. 

https://www.sueddeutsche.de/wirtschaft/basiskonto-bilanz-gebuehren-1.5326480?fbclid=IwAR2t40kD0BDaktjPGbAsFLnuzr4e5jdP6ArPg-gXL0nX5uDJ8qkoOkkK4GU
https://www.sueddeutsche.de/wirtschaft/basiskonto-bilanz-gebuehren-1.5326480?fbclid=IwAR2t40kD0BDaktjPGbAsFLnuzr4e5jdP6ArPg-gXL0nX5uDJ8qkoOkkK4GU
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Financial inclusion – the importance of cash  
 
The role of cash in the lives of people living in destitution remains important. Media articles specialised in 
financial analysis show that people with low incomes feel more secure when holding cash, as this gives them 
a bigger control on their money, in cases where direct debits can be prevented by taking out cash, as well as 
in cases where people are trapped in abusive relationships, by keeping their money out of the hands of the 
abuser.45  
It has also been noted that for those living with vulnerabilities, ATMs represent access, inclusion, identity and 
autonomy. People rely on having cash on them because they might live in areas where ATMs do not exist and 
traveling to the city to take out cash could mean an additional cost or losing time they could spend at work or 
in the household. Cash is also used more often in return payment for informal jobs for which individuals are 
hired on a daily basis or in menial jobs that can be done without a contract. Homeless people often make their 
income from selling street magazines or sometimes by begging, for which cash is utilised, so it is preferable if 
passers-by carry cash. Furthermore, some money generating activities that are popular among destitute and 
homeless people, such as collecting beverage recipients in exchange for financial compensation most often 
imply cash reimbursements. Homeless people in financially developed countries (for example, Denmark) 
where bank accounts are held by almost all citizens can receive such payments in their bank accounts46, but 
this is not accessible for migrants. Reason for which, people still prefer to receive cash.  
Cash is also important where a lack of or non-functioning bank cards prevents access to funds (it might have 
been stolen or people forgot their PIN code). In Denmark, in March 2020, most bank branches in the big cities 
closed because of Covid19 restrictions and only a few re-opened. This prevented those without or with a non-

 
45 https://www.wired.co.uk/article/sweden-cashless-society  
46 By utilising the application called ‘Mobile Pay’, a person’s bank account in Denmark can be connected to their phone number which is 
then used to send money from another mobile phone. Homeless people selling the street magazine Hus Forbi can be paid using their mobile 
phone. However, for non-Danish homeless people this application is hard to obtain because users must be resident in Denmark, have an 
Android or iPhone smartphone with a Danish phone number, a Danish CPR-number and a Danish bank account with a card – read here for 
more information.  

Case study UK1: banks and service providers raise awareness and facilitate access1 

In the UK, homelessness service providers Shelter and Crisis have worked together with the HSBC to set up the service 
‘No Fixed Address’ available from December 2019 in 31 branches of the bank. This initiative was also joined by other 
local organisations and councils, aiming to provide individuals with access to a basic bank account without the need 
for photo ID or proof of address. 

According to the existing procedures, banks require photo identification such as a passport or driving licence as well 
as proof of address, to open an account. As it was argued by the homelessness sector, these are documents which 
many people experiencing homelessness may not have or find difficult to keep safe. The agreement made with the 
participating HSBC UK branches is that individuals without a fixed address can open a bank account when 
accompanied by a caseworker and using the address of the charity supporting them. 

Having a bank account is seen as an important step in exiting homelessness by the UK organisations, as it can mean 
ensuring access to financial support from the state, to reception of salary and, more generally, to financial 
independence. Between the launch of the No Fixed Address program (December 2019) until the beginning of March 
2021, 700 bank accounts had been opened with more than half of these happening during the coronavirus pandemic.  

The organisations continue to work together with the HSBC to raise awareness on this subject and they have created 
a campaign in June 2021 around this topic. A sixty second video titled the Vicious Circle explains how by having a bank 
account the exclusion circle can be broken and people have a higher chance to re-build their lives and exit 
homelessness. The campaign was aired on TV and it rolled out during the entire month of June through prints and 
podcasts. The video can be watched online. 

https://www.wired.co.uk/article/sweden-cashless-society
https://en.wikipedia.org/wiki/MobilePay#:%7E:text=Users%20must%20be%20resident%20in,only%20have%20one%20MobilePay%20account.
https://en.wikipedia.org/wiki/MobilePay#:%7E:text=Users%20must%20be%20resident%20in,only%20have%20one%20MobilePay%20account.
https://www.thedrum.com/news/2021/06/07/hsbc-and-shelter-address-vicious-circle-banking-when-homeless
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functioning bank card from accessing their money. In April 2021, a temporary 'corona bank' was set up by the 
City of Copenhagen as an emergency solution to pay out benefits to the socially disadvantaged. A very limited 
and strict schedule for withdrawing money in cash was established (once in 14 days during a 2-hour window) 
which left people experiencing homelessness without access to the money they had in their accounts. This 
created frustration and severed social ties between individuals and bank staff, prompting one of the homeless 
people interviewed by two Danish researchers who wrote an article in the Politiken newspaper about the 
situation, to declare that he "hates this cashless society".47 
Infrastructure remains a problem, where not everyone can rely on digital payments. This is mentioned even 
in countries such as Sweden, in rural areas, but it is very relevant for people in destitution and experiencing 
homelessness, who cannot afford to buy equipment or pay for internet data.  
The EBA Consumer Trends report48 underlines the possible barrier that the reduction in the number of ATMs 
might represent for vulnerable populations or people living in remote/rural areas in their access to financial 
services. Meanwhile, some governments have recognised the importance of cash in people’s lives and decided 
to make efforts to maintain access to cash. Some town halls in France have reportedly paid costs of €1,500 
per month to retain ATMs, even though few people use them.49 The British government has pledged to protect 
access to cash for vulnerable people, while the financial regulator has said it will intervene if cash machines 
face removal in some areas after a 40% cut in withdrawals last year as a result of the pandemic.50 
 

FEANTSA recommendations  
 
• The EU should coordinate with MS to make sure that clear guidance is given to implement the right to a 

basic payment account to all individuals who reside in the European Union, including homeless people 
and third country nationals without a residence permit who cannot return to origin countries. 

• The European Commission should conduct more detailed data collection on how vulnerable groups have 
been served under the PAD directive – particularly if the condition with removing the address is rightfully 
implemented by banks – and to identify existing challenges.  

• The European Bank Authority should monitor how the proof of address still represents a challenge in 
accessing basic payment accounts and issue an opinion on the application of customer due diligence 
measures to customers who are homeless.  

• MS need to ensure more clarity regarding the guidelines for the implementation of the PAD Directive in 
connection to the Money Laundering Directive, to avoid excluding certain groups, in particular the ones 
who might not have a permanent address or who cannot produce required documentation.51 

• MS should put out guidelines for financial authorities where the experience of homelessness is 
specifically mentioned in relation to the proof of address requirement (as several MS have done already 
in the transposition of the PAD Directive: e.g., Austria, Italy). 

• On the topic of fee costs, we encourage MS to adopt measures that allow fees for vulnerable people to 
be reduced (or offer for free) basic accounts. 

• MS must improve transparency regarding fees and costs of opening and administering a basic bank 
account by improving centralised databases for clients to compare the costs as it is stipulated already 
by the EU. This would also allow financial bodies to check the appropriateness of the account fees and 
to intervene in cases where banks do not comply with the law (since they can easily observe this from 
the comparison).   

• The EU and MS should promote the use of identified good practices, such as those presented in this 

 
47 https://politiken.dk/debat/kroniken/art8323007/Bankerne-svigter-de-hjeml%C3%B8se-groft.-Hvor-er-
samfundssindet?fbclid=IwAR2gr3WUTUAy-HxiGGOqp-WPwIET1wAdBqrlk1fSAW_9UZvbVw28Ra2JFjk  
48 EBA, EBA Consumer Trends Report 2018/19, 2019. https://eba.europa.eu/-/eba-publishes-consumer-trends-report-for-2018-19.    
49 https://www.fairobserver.com/region/europe/andrew-chapman-cashless-societies-going-cashless-coronavirus-atm-machines-uk-
britain-news-34894/  
50 https://www.reuters.com/world/uk/uk-watchdog-warns-over-hasty-closures-cash-machines-2021-05-13/  
51 For more details see also recommendations from the European Bank Authority - The EBA takes steps to address ‘de-risking’ practices. 

https://politiken.dk/debat/kroniken/art8323007/Bankerne-svigter-de-hjeml%C3%B8se-groft.-Hvor-er-samfundssindet?fbclid=IwAR2gr3WUTUAy-HxiGGOqp-WPwIET1wAdBqrlk1fSAW_9UZvbVw28Ra2JFjk
https://politiken.dk/debat/kroniken/art8323007/Bankerne-svigter-de-hjeml%C3%B8se-groft.-Hvor-er-samfundssindet?fbclid=IwAR2gr3WUTUAy-HxiGGOqp-WPwIET1wAdBqrlk1fSAW_9UZvbVw28Ra2JFjk
https://eba.europa.eu/-/eba-publishes-consumer-trends-report-for-2018-19
https://www.fairobserver.com/region/europe/andrew-chapman-cashless-societies-going-cashless-coronavirus-atm-machines-uk-britain-news-34894/
https://www.fairobserver.com/region/europe/andrew-chapman-cashless-societies-going-cashless-coronavirus-atm-machines-uk-britain-news-34894/
https://www.reuters.com/world/uk/uk-watchdog-warns-over-hasty-closures-cash-machines-2021-05-13/
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paper, related to financial inclusion, to promote tools for improving access to bank accounts without an 
address (alternative addresses could be provided by local authorities as well as homelessness services). 

• Finally, to ensure that those without a bank account do not become excluded, financial inclusion should 
be expanded beyond promoting access to basic bank accounts. Access to cash needs to be maintained 
as a form of financial inclusion, since many of those living in marginalisation still rely on cash to function 
in their everyday life. 
 

 
 
 
 
 
 
 
 
 

Case study: The impact of financial exclusion: homeless and employed, but with no access to salary for 6 
months  
 
David is from Poland and has come to Denmark to find work. He arrived in Copenhagen and found the day shelter of 
Kompasset Kirkens Korshaer during wintertime. By February he got a job as a cleaner with 12 hours per week and he 
needed a bank account to receive his salary. Before applying for a bank account, he needed to apply for a tax card. 
Because of several different reasons the tax card was delayed, and David had to re-order one. It normally takes 5 
weeks for a tax card to arrive, however, at this time, it was taking up to 8 weeks due to lack of resources in the public 
service (an issue encountered during Covid19 as well as in busy periods). 
 
In mid-May, more than three months after he started the job, it was possible to apply for a bank account with Danske 
Bank, even though the tax card had not arrived.1 A few days after the application was sent, David was asked to provide 
additional information, including tax card and address. In the meantime, David’s employer had been provided with 
David’s personal ‘tax number’, though he had still not received his ‘tax card’. The tax number and a letter stating that 
he was homeless and could use Kompasset’s address were provided to the bank.  
 
A few days later the bank asked to fill out a tax residency form which is filled in and returned. A week later the tax card 
finally arrived, and is sent to Danske Bank, together with already sent tax residency form and a letter stating that he 
could use Kompasset’s address. When David still had not been accepted as a customer 3 weeks after the application 
date, the staff at Kompasset called the bank. On behalf of David, they explained that he was homelessness and that 
he does not have access to his address in his home country. This was noted and we were told to expect to hear back 
from the bank in less than two weeks. Two weeks later there was still no answer from the bank, so the staff helped 
him call again. The answer was that they do not know how long it will take for David to be accepted as a customer – 
this was at the end of June. One week and one more phone call later, and David was finally approved as a customer 
and told he would receive a letter in his email in a few days. After being approved as a CUSTOMER he had to sign the 
contract and return it to the bank.  
 
After this, it took two more months before he received his bank card and pin code and only then, almost 6 months 
after he started working, was he able to receive his salary. In all this time, David had been homeless whilst maintaining 
his job. Several times during this process David lost hope and eventually gave up just when the bank issued his card. 
In the end, he left Denmark extremely frustrated. It was not solely due to the bank situation, but this problem played 
a very big part in his decision to leave, as it kept him on the streets for a very long time.  
This case illustrates both how the bank seems to be dragging the process for accessing bank accounts for an 
unnecessarily long time and the demand on resources needed to argue for the right to open a bank account. Not least, 
David’s case shows the potential negative consequences of financial exclusion on vulnerable people trying to exit 
homelessness. 
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