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6th December 2022

BNPL Europe Mystery Shop



•06/12/2022

• PSE - BNPL Mystery Shop v1

©
 2

0
2

2
 P

a
ym

e
n

t 
S

ys
te

m
s
 E

u
ro

p
e

 L
im

it
e

d
 

2

PSE has mystery shopped 10 key pay later suppliers across 

Europe to understand the realities of payments and refunds for 

consumers

*

* Left the UK market in Summer 2022

Powered by

PSE mystery shopped in FR, DE, IT, ES and the UK. Review completed in Spring/Summer 2022. Providers include Alma, Aplázame, Clearpay, Consors Finanz, Klarna, Oney, Ratepay, Scalapay, Sequra and Zip. 
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Refunding consumers’ current accounts on the same day 

as they are approved

Complementing card repayment with other funding options 

(e.g. an AIS journey to create a DD mandate or payment via 

Credit Transfer)

Allowing the consumer to choose the number of 

instalments and time period across which the loan is 

repaid

A number of winning consumer UX characteristics 

emerged from our mystery shop…

No sign-up costs, no fees per instalment, 

no interest, nor late payment fees

Repayment 

Timing

Funding 

Choice

Same Day 

Refund

Re-using merchant’s customer name & address details 

allows for a process where customers provide the minimum 

of additional information

Free

Low Friction 

Sign-Up
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Re-using merchant’s data for low friction sign-up

4
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Repay loan either with a card or via Open Banking
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And so did features which generate unnecessary consumer 

friction

One player requires a physical trip to the post office or to 

the merchant’s outlet in order to validate KYC 

documentation

In some cases customers must open a credit card 

account against which the loan is debited & set up a DD 

mandate to repay the card loan(s)

German providers require consumers to checkout with 

both the merchant and the Pay Later provider

Some levied significant administrative fees of €3.00 per 

instalment repayment (i.e. €9.00 in total over 3 

repayments)

Double 

Checkout

Credit Card 

Issuance

In Person 

Sign-Up

At browsing, not everyone shows consumers how much 

they will pay if using Pay Later, not giving consumers the 

ability to compare the final cost

Extra 

Cost

No Pay Later 

Pricing
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Consumers must sign-up for a credit card

7
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KYC completed at the Post Office

8

Online via video chat Visit to the Post Office
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Thank You
Gonçalo Caraslindas
goncalo.caraslindas@pseconsulting.com


