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Banking should be readily accessible to older people, offering safe, 
convenient, affordable and age-friendly services 
 
Key Issues  
 
Recent research by Age UK1 has underlined a range of issues for older people in 
access to convenient, safe and affordable banking services. These issues include 
the design of transactional technologies, methods of identification and passing 
security, responsiveness of customer service and the shrinkage of the traditional 
branch network at a time when many older people do not, or cannot, participate in 
Internet banking.2 
 
The bank branch network has shrunk by 25 per cent in the past 10 years3 with 
further closures occurring in 2016 and projected for the coming years. Many 
communities have lost all their bank branches, requiring personal and business 
customers to travel considerable distances to visit a branch of their own bank. While 
the British Bankers Association (BBA) has agreed with Government a Protocol on 
Access to Branch Services, it has not yet been demonstrated that implementation of 
the protocol has led to suitable alternative services being provided for all customers 
affected by branch closures. The Protocol is being reviewed in 2016 and it is 
essential that the opportunity of the review be used to find better solutions for older 
customers and their communities. 
 
The Post Office offers a vital service through the Post Office Card Account and the 
transactional banking services it offers on behalf of the retail banks.  The Post Office 
is one potential solution to the reduction of the bank branch network, however 
changes to the Post Office network may limit the extent to which it is a viable 
alternative (for example where the Post Office branch is merged with newsagents or 
other premises).  Post Offices are unlikely to replace the need for a bank branch or 
innovative alternative as information provider and problem solver.   
 
Almost one-fifth of people aged 65+ use others to draw cash for them and disclosure 
of PINs is common.  Irrespective of age, 10 per cent of UK adults have disclosed 
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their PIN to a family member, friend or carer.4  This decreases security and 
increases the risk of financial abuse. Poor design makes it difficult for some older 
people to take up new banking technologies, for example telephone banking5 and 
security systems for internet banking.   The reduction of the branch network makes 
inclusive design of alternative access even more important. Age UK continues to 
hear of problems experienced by older people and carers using power of attorney 
and other third party access options. 
 
A new Payment Systems Regulator has been established following the Banking 
Standards Commission and the reversal of the cheque withdrawal programme.  It 
has strong powers and its objectives are focused on the interests of the users of 
payment systems, however it is too early to tell what impact it will have. Many scams 
are perpetrated using accounts in the UK banking system and it is vital that banks 
and payment system operators devise better ways to confirm payments to genuine 
payees and weed scammers out of the system.  
 
As new payment methods are introduced (contactless cards, cheque imaging, 
mobile-pay, polymer banknotes, etc) it is essential that these are designed to be 
age-friendly and that their characteristics and security features are clearly 
communicated to users in all age groups. 
 
Public Policy proposals  

 Banking is an essential service, like water, power and communications. 
Government should ensure that all consumers and the businesses and 
organisations on which they depend have convenient, safe and affordable 
ways to receive, store and make payments.  

 The Post Office network is a potentially valuable way for older people to 
access financial services.  All current and basic bank accounts should be fully 
accessible at post offices. However the Post Office must ensure that their 
outlets are appropriate and accessible for older consumers.  

 Banks should not close the ‘last bank in town’ without ensuring that a suitable 
alternative is available, is properly designed and has the year-round capacity 
to handle demand. Banks should consider sharing branches in rural locations 
and other areas where the viability of their networks is at risk. 

 If access to banking in later life remains a problem, a universal service 
obligation should be placed on banks to provide core banking services 
required by older people.  Government should also encourage diversity in the 
market, for example through credit unions and other innovations. 

 There is currently no satisfactory, inclusive alternative to cheques. It must 
remain possible for paper cheques to be deposited in branches, simple for 
replacement cheque books to be ordered and customers should not be 
penalised for using them.  

 The new Payment Systems Regulator must demonstrate that it is focused on 
the interests of consumers and must hold the industry to account for meeting 
the needs of all consumers, including older people. 

                                                           
4
 The Way We Pay, Payment systems and financial inclusion, Age UK, 2011 

5
 The Way We Pay, Payment systems and financial inclusion, Age UK, 2011  

 



 Banking organisations should embrace principles of inclusive design, taking 
into account accessibility, adaptability, fairness and usable information and 
minimising hazards. Older customers should have a suitable choice of 
channels through which to access their bank and safe methods of accessing 
cash if mobility is limited. Banking employees should be trained to be 
responsive to the needs of older customers. Government, Post Office and 
retailers should require inclusive design in procurement.  

 Banks should ensure powers of attorney and deputyships are dealt with 
correctly, swiftly and sensitively; that third party mandates are available and 
accessible and that current accounts offer second cards with separate PINs. 

 

Also see policy statements on: Financial Services, Managing Money, Consumer 

Vulnerability 
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