Digital Bill Payments: Mobile Wallets Gain
Popularity, but Hurdles Remain, a PYMNTS
and ACI Worldwide collaboration, is the
second issue in a series exploring the
present and future of digital payments. We
surveyed 2,120 United States consumers
between March 2 and March 7 to better
understand their experiences with mobile
wallet bill payment, including their
preferences and frustrations, and what
they hope to see next when it comes

time to pay their bills.
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INTRODUCTION

he word is out, and mobile wallets are moving into Digital Bill Payments: Mobile Wallets Gain Popularity, but

mainstream use. PYMNTS’ research finds not only that Hurdles Remain, a PYMNTS and ACI Worldwide collaboration, is

95% of mobile wallet users are aware of the bill pay the second issue in a series exploring the present and future of

features mobile wallets offer but also that there has digital payments. We surveyed 2120 United States consumers
been a 22% increase in consumers’ use of mobile wallets for between March 2 and March 7 to better understand their experi-
bill pay compared to six months ago. In fact, 23% of consumers ences with mobile wallet bill payment, including their preferences
have used mobile wallets to pay their bills on at least a weekly and frustrations, and what they hope to see next when it comes
basis over the last year. time to pay their bills.

Consumers like mobile wallets for their ease of use and speed
in Mmaking bill payments, but these tools are still not seamless.
Seventy-one percent of consumers who used mobile wallets fre-
quently reported at least one issue when making bill payments,
and many consumers say they do not perceive mobile wallets
as secure enough to earn their trust, with more than one-third
of consumers who do not use mobile wallets to pay their bills
saying this is due to concerns about security. If mobile wallet
providers could convert these consumers, the gains could be
tremendous — but these consumers must be assured that the
hurdles are cleared before they proceed.
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MORE CONSUMERS ARE STARTING TO RELY ON
MOBILE WALLETS FOR BILL PAY TO MANAGE THEIR
TRANSACTIONS AND MAKE PAYMENTS QUICKLY.

n March 2023, 60% of consumers said they paid bills using a
mobile wallet over the last 12 months. This is a 22% increase
from the share of consumers who said the same in August
2022. Use of bill pay through mobile wallets increased across
many demographics, but especially among high-income con-
sumers. Use of mobile wallets for bill pay among more affluent
consumers, who tend to be early adopters, increased from 55%

to 68% during the same period.

Millennials, who tend to be comfortable using newer technologies,
are the demographic most responsible for pushing mobile wallet
bill pay use into the mainstream, with 79% of millennials having
used bill pay via a mobile wallet in the last year and 38% of this
demographic saying that they pay bills using mobile wallets at
least once each week.
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The increasing popularity of mobile wallet bill pay

Share of consumers who used mobile wallets to pay bills in the last 12

months, by demographic

m Q12023
Q3 2022

Sample
60.1% I
49.3%

Generation

Baby boomers and seniors
38.5% I
29.1%

Generation X
65.2% I
55.0%

Bridge millennials
79.3% I
66.4%

Millennials
79.1% I
67.8%

Generation Z
66.0% I
477%

/\Cl Worldwide

Annual income

More than $100K
68.0% I
54.9%

$50K-$100K
61.4% I
47.7%

Less than $50K
49.9% I
44.8%

Source: PYMNTS

Digital Bill Payments: Mobile Wallets Gain Popularity, but
Hurdles Remain, June 2023

N varies based on quarter surveyed; N = 2,120: Whole
sample in Q1 2023, fielded March 2, 2023 — March 7, 2023

Key findings

The increasing popularity of mobile wallet bill pay
Share of consumers citing select mobile wallet bill pay use frequencies in

the last 12 months, by demographic

B Frequent
Sporadic
H Total

Sample
23.3% I
36.7%
60.1% I

Generation

Baby boomers and seniors
8.4% Il
30.1%
38.5% I

Generation X
26.8% I
38.4%
65.2% I

Bridge millennials
39.0% I
40.3%
79.3% I

Millennials
37.5% I
NNT7%
79.1% I

Generation Z
25.5% I
40.5%
66.0% I

Annual income

More than $100K
31.3% I
36.7%
68.0% I

$50K-$100K
23.4% I
38.0%
61.4% I

Less than $50K
14.4% IR
35.5%
49.9% I

Source: PYMNTS

Digital Bill Payments: Mobile Wallets Gain Popularity, but
Hurdles Remain, June 2023

N varies based on quarter surveyed; N = 2,120: Whole
sample in Q1 2023, fielded March 2, 2023 — March 7, 2023
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CONSUMERS LIKE THE SPEED AND CONVENIENCE
MOBILE WALLET BILL PAY PROVIDES, ESPECIALLY
THE ABILITY TO MAKE INSTANT PAYMENTS

ON THE DATES BILLS ARE DUE. PAYMENT SPEED
IS A PRIMARY MOTIVATOR FOR MOBILE WALLET
USE FOR MANY CONSUMERS.

YMNTS’ research found that consumers are generally
very concerned about making bill payments quickly,
making this a major source of interest in mobile wallets.

Thirty-nine percent of consumers said that the ability o
to make payments instantly is an important reason for paying °
bills using a mobile wallet. Thirty-six percent of consumers cite

speed-related reasons as their primary motivator for using mobile

wallets for bill payment. Few alternatives offer the speed mobile Share of consumers who Say the
wallets provide: Bank transfers can take up to three days, but
mobile payments go through the day they are submitted. ab”r[y O make paymentg ]nsta nﬂy

IS an Important reason 1o pay using
a mobile wallet
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PYMNTS also learned that consumers want to use the bill pay features built

Reasons for using mobile wallet bill pay into their mobile wallets to pay bills on their due dates, allowing those who
Share of consumers citing select reasons for having used a mobile wallet to may not have funds until the last minute to make payments on time. Our
pay a bill in the last 12 months, by importance research found that 51% of digital wallet bill pay users used this feature to
B Most important ] submit a payment on the bill's due date, making it the most popular way
Selected but not most important L ; ) ) )
 Total of utilizing bill pay on a mobile wallet. We found that this feature is most
speed Cost popular among bridge millennials, with 57% of this age group having used it.
35.6% IE— 3.8% M
29.7% 15.5%
65.3% I 19.3% I
Convenience | had more options for how | could pay
26.7% IE— my bills
32.5% 4.2% 1 .
9.2% I — 13.1%
59.2% S — Mobile wallets and the need for speed
Notifications Share of bill pay users who paid bills on their due date, by demographic
13-32/0 — Ability to split the payment between
5.0 e— 2.1% ;ﬂult'ple e 51.2% % Annual income
9.3%
. i - . 53.2% w
12.8% I Generation
R ——— 160 sther . Generation Z v o $50K-$100K
0.1% 5% I—— 0% I——
1.6% 11
Millennials More than $100K
Source: PYMNTS 52.7% I 51.6% I

Digital Bill Payments: Mobile Wallets Gain Popularity, but Hurdles Remain, June 2023
N =1,264: Consumers who have used a mobile wallet for bill pay in the last 12 months, fielded March 2, 2023 — March 7, 2023 Bridge millennials

57.2% I

Generation X
52.0% I

Baby boomers and seniors
50.6% I

Source: PYMNTS

Digital Bill Payments: Mobile Wallets Gain Popularity, but Hurdles Remain, June 2023
N = 1,264: Consumers who have used a mobile wallet for bill pay in the last 12 months, fielded March 2, 2023 - March 7, 2023
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CONCERNS AROUND PAYMENT SECURITY
AND FUNCTIONALITY ARE ON THE RISE,
BUT COMPLAINTS RELATED TO PROCESSING

Key findings 12

SPEED HAVE DROPPED BY ALMOST HALF.

onsumers appear willing to tolerate frictions and even

some security concerns to access the faster bill pay-

ment speeds that mobile wallets provide. Our data

shows that 37% of consumers who use mobile wallets
to pay bills report that they experienced operational issues, and
22% had security concerns. Common operational issues include
the inability to view all bills in one place or dispute a charge,
both of which were complaints 9% of consumers expressed, or
the inability to receive alerts about unusual activity, which 8% of
consumers experienced.

Payment-related issues were a concern for 32% of consumers.
The most frequently cited issues were limited payment options
and the inability to make instant payments, each reported by
1% of consumers. These obstacles contribute to consumers’
hesitance to use mobile wallets for bill payments.

Just 8.6% of consumers reported issues related to transaction
speed in March 2023, compared to 17% in August 2022; how-
ever, frequent users continue to experience a greater number
of problems making payments. Seventy-one percent of those
who frequently used mobile wallets for bill pay told us that they
experienced at least one issue — a rate 21% higher than reported
among all mobile wallet users.

Firms that can remove these frictions will likely retain more
existing customers in addition to attracting new ones. Four in 10
consumers tried new digital wallet platforms in the past year,
with a majority saying that ease of use and speed are the key
reasons behind their choice. Of these consumers, 48% of those
who switched mobile wallets said they switched because of
ease of use, and 40% did so to save time.




Mobile wallet bill pay frictions
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Share of bill pay users citing select challenges they experienced when
paying bills via mobile wallet in the last 12 months, by demographic

B Q12023

S Share of bill pay

Experienced issues High cost
58.2% I 12.4% I |
users surveyed in Q
Operational issues Time the process took
.9% I .69
o a5 2023 who say they
Payment issues Other . .
3207 — experienced issues
Security Did not experience any problems \/\/heﬂ Sl n m Ob”e
21.8% I 41.8% I
wallets to pay their bills
Source: PYMNTS —
Digital Bill Payments: Mobile Wallets Gain Popularity, but Hurdles Remain, June 2023 N P
N = 1,264: Consumers who have used a mobile wallet for bill pay in the last 12 months in Q1 2023, - -
fielded March 2, 2023 — March 7, 2023 [ ‘20
o |
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Key findings

MOBILE WALLET PROVIDERS THAT OFFER STRONG
BILL PAY SECURITY FEATURES HAVE AN OPPORTUNITY
TO APPEAL TO CONSUMERS WHO ARE WARY OF USING

MOBILE WALLETS FOR PAYING BILLS. PAYMENT SPEED
AND EASE OF USE MIGHT PUSH CONSUMERS TO
SWITCH MOBILE WALLET PROVIDERS.

hirty-five percent of consumers who have not used a

mobile wallet for bill pay cited security concerns as

the main reason behind their choice. Concerns about

keeping their personal information and money secure
were their greatest concerns, followed by worries over secure
authentication.

It is notable that 42% of consumers who are not interested in
using mobile wallets to pay bills cited security concerns as the
mMain reason for their lack of interest. These security-conscious
consumers present an opportunity for mobile wallet providers
that focus on security to expand their customer bases. Existing
mobile wallet providers should work to educate consumers about
the security features that are already in place.

The impact of security concerns on mobile wallet use

Share of consumers who did not use mobile wallet pay bill over the last
12 months due to security concerns, by interest in mobile wallet bill pay use

~

16.2% 30.6% 41.5%

Very or extremely interested Somewhat interested Slightly or not at all interested

Source: PYMNTS

Digital Bill Payments: Mobile Wallets Gain Popularity, but Hurdles Remain, June 2023
N = 487: Consumers who have not used mobile wallets to pay bills in the last 12 months but are aware of this feature,
fielded March 2, 2023 - March 7, 2023
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CONCLUSION —

Digital Bill Payments: Mobile Wallets
Gain Popularity, but Hurdles Remain,
a PYMNTS and ACI Worldwide collabora-
tion, examines and analyzes consumer
experiences with digital bill payments. We
surveyed 2,120 U.S. consumers between
March 2 and March 7 about their expe-
riences with and perceptions of using
mobile wallets to pay bills. The sample
was balanced to match the U.S. adult
population in a set of key demographic
variables. Our respondents’ average age
was 48, 51% were female and 37% earned
more than $100,000 annually.

o capture mobile wallet holdouts, providers must
ensure that consumers feel these wallets are secure
and operate without friction. One way to win these
potential customers over is to highlight the security
of digital wallets. This may persuade consumers to try these
products, allowing them to experience the convenience first-
hand. The good news is that most consumers already know
that mobile wallets are an option and about their bill pay
capabilities. The most important step to take now is to ensure
that the experience of using them is as effortless and secure

as possible.
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PYMNTS is where the best minds and the best
content meet on the web to learn about “What’s
Next” in payments and commerce. Our interactive
platform is reinventing the way in which companies
in payments share relevant information about the
initiatives that shape the future of this dynamic
sector and make news. Our data and analytics team
includes economists, data scientists and industry
analysts who work with companies to measure and
quantify the innovation that is at the cutting edge
of this new world.

ACI Worldwide is a global leader in mission-critical,
real-time payments software. Our proven, secure
and scalable software solutions enable leading
corporations, FinTechs and financial disruptors to
process and manage digital payments, power omni-
commerce payments, present and process bill
payments, and manage fraud and risk. We combine
our global footprint with a local presence to drive
the real-time digital transformation of payments
and commerce.
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