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ABSTRACT

The aim of this article is to assess the attitudes of senior citizens towards cashless transactions (with a particu-
lar emphasis on mobile banking). The literature on the subject presents the dissemination of non-cash pay-
ment strategies as an opportunity to reduce the problem of exclusion. Moreover, the researchers who focus on
the topic of financial exclusion diagnose self-exclusion within this social strata who do not use modern tech-
nologies for current financial activities, additionally pointing to the significant impact of a group of factors:
demographic, economic, psychological and social. The considerations are based on a query of the subject
literature and an analysis of selected secondary studies. It is noted that there are huge psychological barriers
conditioned by a person’s lifestyle. Moreover, the continuous development of and technological progress in
the banking sector hinders certain types of banking and deepens the level of financial exclusion of the oldest
generation. Increased life expectancy means that the banking sector should not continue to ignore those who
are aged 60+. It is necessary to focus CSR strategy, educational activities and product offers on marginalised

groups, even if it may seem to be unprofitable for many banking strategies.

Key words: modern technologies, financial exclusion, senior citizens, cashless payments

JEL codes: D18, J14, L86, 031

INTRODUCTION

The phenomenon of financial exclusion, understood
as the exclusion of individuals or households from
using financial services in the realm of consumption,
production and social cohesion has for a decade been
a significant economic and social problem [Maciejasz-
-Swiatkiewicz 2013, Polasik and Piotrowska 2014].
In light of the banking sector’s increased use of new
financial technologies (FinTech) and the introduction
of new methods and tools, the author looks at people

who are physically and mentally separated from mod-
ern technologies, and who, as the basis of the fight
against financial exclusion, constitute the main social
group that financial sector support programmes seek
to assist.

The study aims to assess the attitudes of senior
citizens to cashless transactions (with particular em-
phasis on mobile banking)'. An analysis of the results
of secondary research allowed the author to formulate
the following hypothesis (H1): modern technologies
in non-cash payments deepen the level of financial

! Research conducted on the Polish market in the years 2010-2019 [Niemczyk 2016, ZBP 2019] indicates the growing popu-
larity of online banking among senior citizens. The author deliberately omits this thread in modern technologies because
the strategies of commercial banks are now focused on the development of mobile services.
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exclusion among seniors. In order to achieve the re-
search goal, literature studies and analyses of available
empirical studies were used.

The theoretical considerations are based on the
theory by Schumpeter [1960], who claimed that eco-
nomic development is a combination of three factors:
(1) the existence of creative entrepreneurs, (2) the in-
troduction of innovations to the market, and (3) the
use of debt financing. Also, the theoretical aspect of
financial and social isolation in the paper refers to so-
cial inequalities as a category of deficiency. Rousseau
[1954] defined the inequalities conditioned by nature
and the inequalities created and perpetuated by people.
A person making only rational decisions was regarded
as a “utopian figure”. The accuracy and rationality of
decisions was undermined by the economists Keynes
and Mill. In the opinion of these English economists,
the notion of an economic man did not result from his
rationality, which is based on his amount of knowl-
edge, but from his life experience. Mill rightly pointed
out that economic theories do not take account of all
factors in the description of economic reality [Grobler
2006].

The structure of the article is subordinated to the
research objective. The assessment of the activity of
senior citizens and their attitudes to modern technolo-
gies will be analysed on the basis of the theory of be-
havioural economics, which uses the achievements of
psychology and other social sciences to explain eco-
nomic phenomena.

LITERATURE REVIEW

The financial sector is facing changes resulting from
technological developments. The implementation of
advanced IT systems, automatic economic events and
data collection and processing is an opportunity for
the banking sector to improve profitability and cus-
tomer relations [Niemczyk 2016, Zalewska-Bochenko
2017]. The manifestation of the new phenomenon in
“new combinations”, at a later stage in “enterprises”,
results in the creation of innovations. Importantly, the
implementation of innovation by an entrepreneur is
a privilege of a rather narrow group of people with
“higher than normal virtues of mind and will, and
their behaviour will influence social history, will allow
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shaping a new model of life and new value systems”
[Glapinski 2012, p. 4].

The new model of life, and different life expecta-
tions, is causing changes in banking. Market observa-
tions give the impression that the availability of prod-
ucts and a wide range of banking services is not always
the same for all social groups. According to Rousseau,
the progress of civilization and the development of hu-
man reason have violated the equality between human
beings and, consequently, contributed to the perpetu-
ation of injustice. The development of new technol-
ogy in the banking sector does not make adjustments
for the age or (dis)ability of the recipient. Llewellyn
[2009] examines innovations in banking based on the
institutional paradigm, incomplete information, and
the particular importance of risk management in the
economy. Over the past decade, finance issues regard-
ing senior citizens in have been analysed in the Polish
literature, by, among others, the following authors:
Czechowska [2013], Solarz [2014], Ktobuchowska
[2016], Ozigbto [2016], Czerwinski [2016a, 2016b,
2019], Olejniczak [2018]. Literature studies lead to
the conclusion that the challenges of modern banking
are not favourable to older generations and more atten-
tion to this issue is required. Bank decisions regarding
the permanent updating of products and services are
based on market needs and consumer behaviour mod-
els [Badowska and Rogala 2015]. The understanding
of the mechanisms driving people to make financial
decisions [Maison 2017] is based on an analysis of
economic and, above all, psychological factors [She-
frin and Thaler 1988, Babel and Ostaszewski 2008].

The ageing population requires particular attention
from the banking sector to groups at risk of financial
exclusion: the elderly, the disabled and the youngest
generation under 25 years of age. Since the first men-
tion of financial exclusion [Leyshon and Thrift 1995],
new views on this problem have been defined. Most
often, the description of financial exclusion has fo-
cused on the causes and consequences [cf. Smyczek
and Matysiewicz 2014], while at the same time pro-
posing solutions to minimize financial exclusion [Do-
novan and Palmer 1999, Kempson et al. 2000, Sin-
clair 2001]. The problem has been identified within
two aspects: narrow and broad [Anderloni 2007]. The
narrow approach emphasises the lack of access to ba-
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sic services for the individual. These services have an
impact on home finances and security [Iwanicz-Droz-
dowska 2008]. The broad approach addresses the dif-
ficulties faced by individuals with low social status,
low income, no bank account and no access to finan-
cial services, such as credit or non-cash payments.

The Polish market, in terms of its contribution to
literature, is rich in short articles signalling the prob-
lem and a few compact items describing the phenom-
enon from the perspective of the Polish financial mar-
ket participant [Solarz 2012, Maciejasz-Swigtkiewicz
2013]. The literature on the subject develops the mul-
ti-threaded nature of the problem [Alinska 2011, Fila
2013, Warchlewska 2015, 2020, Fraczek 2017, Polasik
et al. 2018], which does not allow precise definition
due to the introduction of interchangeable terms in the
literature?.

A critical analysis of available sources still does
not exhaust the subject of the determinants of the
problem. Apart from demand, supply, and social and
psychological factors, the phenomenon should also
be analysed taking into account the time factor. More-
over, an in-depth analysis of the primary and second-
ary nature of the problem of financial exclusion would
make it possible to define the moment when financial
exclusion and inclusion are conditioned [Kuchciak et
al. 2014]. The identified research gaps are already the
subject of the author’s research.

METHODOLOGY

The paper uses a method of critical analysis of the
literature regarding a diagnosis of the phenomenon of
financial exclusion, and an analysis of review works
that concern the subject of modern technologies in
non-cash payments and the position of senior citizens
in the world of finance. The author analyzes the re-
sults of selected empirical research on the attitudes
and activity of seniors in the banking sector in the
subject matter. The study is a starting point for further
comparative research and a prelude to a bibliometric
analysis of the problem of financial exclusion.

THE IDEA OF CASHLESS TRADING IN POLAND

Non-cash transactions are construed as the transfer of
funds collected in bank accounts through the use of pay-
ment instruments. In practice, such transactions should
include: credit transfer, direct debit, payment card or
cheque transactions [Iwanczuk-Kaliska 2011]. The
Non-Cash Trading Strategy for 2014-2020 [Koalicja
na rzecz Obrotu Bezgotowkowego i Mikroplatno$ci
2013] sets out key areas which allowed decision-mak-
ers to focus their attention on significant problems
related to the promotion of non-cash trading. In ac-
cordance with the assumptions of the Programme, it
is necessary to ensure the security and effectiveness of
electronic payment instruments, broaden their scope,
and develop innovative payment instruments [Koalicja
na rzecz Obrotu Bezgotowkowego i Mikroplatnosci
2013, Warchlewska 2015].

During the Programme evaluation, the Polish Bank
Association (Zwigzek Bankow Polskich), which flags
the activities of the Coalition for Non-Cash and Micro-
Payments (Koalicja na rzecz Obrotu Bezgotowkowego
1 Mikroptatnosci), presented four barriers to non-cash
transactions [ZBP 2018] (the table).

The first three objectives are of a quantitative na-
ture, with Objectives 1 and 2 focusing on the devel-
opment of cashless transactions in extensive terms
(increasing the number of individuals, entities and
offices using non-cash transactions), and Objective 3
focusing on the promotion of non-cash transactions
in intensive terms (increasing the frequency of using
cashless transactions by existing users). Objective 4 is
of a qualitative nature (increasing the innovativeness
of cashless payment instruments while maintaining
or increasing the level of security of their functions)
[ZBP 2018]. It needs to be stressed that the most popu-
lar forms of non-cash transactions in Poland include
payment cards (debit, credit, charge and prepaid) and
electronic transfers. One of the latest proposals for
non-cash payments is BLIK [Polish payment stand-
ard], i.e. the possibility to make transactions using
a smartphone.

2 In the literature, terminological interpretations of the same phenomenon, with different emphasis on its causes and depth,
include, among others, the following notions: financial exclusion, financial inclusion, insolvency, shortage, insufficient

insolvency.
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Table. Barriers and objectives 20182020

Barriers

Objectives

instruments

Too low level of banking saturation and cashless payment

Increase in the number of individuals, entities and offices
using cashless payment instruments

ments

Too narrow scope of accepting cashless payment instru-

Increase in the number of entities and offices accepting
cashless payment instruments

3 Too rare use of cashless payment instruments

Increasing the use of cashless payment instruments

Still existing areas and situations of lack of use of cashless
payment instruments, resulting from low innovation of ex-
isting solutions or relatively low level of perceived security

of these instruments

Providing support to the development of innovative, cash-
less payment instruments while maintaining or enhancing
their operational security

Source: Author’s own elaboration based on ZBP [2018].
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Fig. 1.
Source: NBP [2019].

The development of non-cash payments is con-
firmed by data from the National Bank of Poland
(Narodowy Bank Polski) [NBP 2019]. In the last doz-
en or so years (Fig. 1), the share of cash in the total
number of payments has significantly decreased, and
the importance of non-cash payments is systematical-
ly growing. In the case of cash payments, a decrease
from 98% in 2005 to 57% in 2018 was recorded. The
number of non-cash transactions has steadily increased
from 2% in 2005 to 43% in 2018. Most transactions in
2018 were made using payment cards.

MODERN TECHNOLOGIES IN BANKING

In light of contemporary finance and a practical view
of banking regulations, banking innovations have been
categorized according to their effects. There are posi-
tive (sustainable, appropriate) and negative (harmful,
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inappropriate) innovations. Llewellyn [2009, cf. Ko-
renik, 2017] interprets banking innovation in the light
of the institutional paradigm, where innovation should
help banks to better fulfill their role as service pro-
viders, such as bank intermediaries offering loans and
deposits. The use of standardised products and serv-
ices aimed at all consumers is dangerous, as product
mismatch with the buyer or even “pushing” products
into a package introduces negative emotions that are
not conducive to long-term relationships.

Banks, in the paradigm of incomplete information,
may reduce market imperfections (information asym-
metry and opportunistic behaviour in the economy).
Obtaining processed information on external and
internal factors should be considered crucial for the
development needs of the economy. All information
requirements, monitoring or risk analyses should be
regarded as positive innovations. Innovative solutions
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will be perceived as harmful if they hamper the de-
velopment of undertakings, caused by e.g. excessive
banking secrecy. Successfully dealing with uncertainty
and risk implies that banks have a cost advantage over
other entities in the area of risk management. To this
end, banks shall target their activities at offers aimed
at reducing economic and financial risk and shall seek
the best solutions based on cost reduction. Innova-
tive orientation towards more efficient and effective
actions in terms of costs should be considered posi-
tive, provided that they do not omit certain groups of
the bank’s stakeholders, e.g. through aggressive sale
or mismatch between products and services and im-
pairments of the buyer [ Wronska 2016, Korenik 2017,
Wright 2019].

The most important trends based on modern tech-
nology solutions in banking include [Capgemini
2019]: digital banks — these are fully virtual treasury
units, without branches and physical infrastructure;
the voice assistant — a voice technology that meets
the need for fast and easily accessible data; robots
and robotics — these are automated internet platforms.
Automation in response to a consumer question is
progressing towards the elimination of the human fac-
tor. Biometrics is the most popular form of identity
verification, acceptance of cashless transactions and
ATM service worldwide. In banking practice, finger
vein biometrics, palm vein biometrics, facial biomet-
rics, finger print biometrics, voice biometrics, iris/eye
biometrics and handwritten signatures are most often
used. The introduction of biometrics to the banking
services market aims to eliminate the risk of incorrect
identity verification or customer identification. More-
over, it eliminates the risk of unauthorized access to
the account. Theoretically, it is a solution aimed at im-
proving the living conditions of senior citizens. Using
biometric solutions helps overcome all disfunctions
[Czechowski et al. 2015]. Artificial intelligence — is
the use of advanced data analysis to help banks col-
lect customer information to improve and expand their
services. The main objective of artificial intelligence
is to match the product to the needs of the customer
and to prevent abuse.

Noteworthy are the activities in the area of mobile
education of seniors who are known as students of the
University of the Third Age [Korenik 2017]. It is on
the initiative of seniors themselves that classes are
held with the use of smartphones, which indicates that
seniors are aware of the fact that they live in the age of
technology and they are increasingly willing to under-
take computer education. According to demographer
P. Szukalski, seniors in Poland are victims of ageism,
i.e. depreciating and discriminating against people be-
cause of their advanced age. It is therefore necessary
to make the banking profession aware of the fact that
old age is only a phase in life and does not deserve the
current lack of attention of the banking sector in mo-
bile education and modern technologies. On the con-
trary, old age should be seen as another creative phase
of people’s lives [Jankowska 2014].

SENIORS IN THE FINANCIAL WORLD -
AN OUTLINE OF THE PROBLEM

The age of 60, and more and more often of 65 years,
is used as a metric threshold for old age. Demographic
data indicate that the number of people aged 65 and
over will continue to increase over the next 20 years.
In addition, life expectancy will gradually increase,
contributing to an increase in both the number and
percentage of the elderly population in the overall
population figures of Poland.

Seniors are one of the groups of recipients of bank-
ing sector services. According to data of Polish Bank
Association [ZBP 2019], the number of pensioners and
disability pensioners in 2017 amounted to 8.9 million,
of whom 6.5 million were pensioners. Older people are
becoming increasingly positive about banking services,
particularly in terms of the traditional personal account
(95%). A Polish Bank Association study [2018] shows
that seniors are becoming active participants in the pay-
ment card market (52%). Every fourth respondent sees
an insufficient product offer addressed only at the eld-
erly, and on the other hand only 6% of respondents see
online banking as a problem. It should be pointed out
that the Polish Bank Association survey?® is optimistic

3 Sample N = 529 individuals aged 60—69. Survey conducted by the CAWI method by the Pollster Research Institute.
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one, according to which as many as 94% of respond-
ents have access to the Internet and declare that they
use it actively, with 68% of them doing so at least once
a week. They use Internet banking to make transfers.
The greater the technological advancement, the lower
the percentage of seniors declaring their activity. More
than a half, or as much as 56%, of the respondents, do
not use such facilities. Rare use of mobile applications
results from the complexity of the service and the lack
of smartphone skills [ZBP 2020]. Traditional seniors
are characterised by a search for stability and a routine
that guarantees a sense of security, which is impossi-
ble to achieve with the strategy of introducing modern
banking services (Fig. 2).

In addition, the high percentage of respondents
active on the Internet creates a need to raise aware-
ness of cyber threats. 55% of respondents assessed
their knowledge of safe use of the Internet as average
(Fig. 3) [ZBP 2019].

Research on financial education and inclusion
presents the concept of the Silver Economy [Kuch-
ciak et al., 2014] on the basis of respondents in the
age group 50+. The research refers to the younger
age group because the concept of the silver economy
is addressed at people over 45. Financial needs are

Yes, at least once a week

Yes, at least once a month

Yes, but less than once a month

No, | don't have a bank application installed on my phone

Fig.2. Using of mobile banking among seniors (%)
Source: ZBP [2019].

| don't use the Internet and | don't need that kind
of knowledge

Poorly — even though | use the Internet, | rely more
on my intuition than on some specific safety rules

Very well — | know a lot and I'm trying to keep it up to date

On average, | know the basic principles,
but I'd be happy to find out more

Fig. 3.
Source: ZBP [2019].
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correlated with the motives of the recipients. The
Lindqvista model [1981] depicts the basic motives be-
hind household cash management. The model is used,
among other things, to model consumer behaviour on
different markets and assess their liquidity. As regards
seniors, the leading motive is to maintain liquidity and
make simple financial transactions using a transfer
order or using a payment card for cash and cashless
transactions. Subsequently, seniors aim to provide fi-
nancial resources for unforeseen events and to secure
themselves financially for their retirement years. The
results of the survey [Kuchciak et al. 2014] divide sen-
iors into traditional and modern ones, with the former
being predominant. The perception of old age in rela-
tion to traditional seniors is a physical feature, while
as regards modern seniors, it is a state of mind. The
starting point for the construction of a banking offer
for senior citizens should be their attitude to novel-
ties.

When it comes to seniors with a modern approach,
new experiences and challenges allow for high finan-
cial activity, also in the area of modern technologies.
A study [cf. Kuchciak et al. 2014] confirms that aver-
age financial literacy is decreasing by about 1% each
year after reaching the age of 60. With age, cognitive
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skills deteriorate and incorrect financial decisions
increase. In addition, the problem-solving skills re-
quired to make financial decisions decrease with age.
The gradual withdrawal of offers of bank accounts
for senior citizens does not have a positive impact on
the image of and trust in banks. The maximum pro-
cedural simplifications for senior citizens were a bar-
gaining chip aimed at winning over this target group.
Numerous reports and studies by the National Bank
of Poland* on the attitudes of Poles towards non-cash
transactions indicate that card payments are becoming
more and more popular within the 55—64 age group.
Only in part is the group covered by the analysis in this
study [NBP 2017].

Quantitative analyses indicate that people over
65 years of age are still at risk of total or partial
financial exclusion. Moreover, the factors determining
cashless activity include demographic and psycho-
logical factors, including: self-assessment of financial
knowledge, trust in banks, cash cult and openness to
new technologies. Having no account is connected
with age, education and low prevalence rates of hav-
ing a bank account in the respondent’s environment.
Significantly, banking saturation within the popula-
tion, which has risen to 83% in the last 7 years, was
due to other than psychological reasons.

Seniors’ dilemmas often concern the basic bank-
ing services: not enough time to clarify details of an
operation with bank staff, failing to understand the
specialist banking language, anxiety and fear of ask-
ing questions, hearing, speech and movement impair-
ments that disrupt conversation, being attended to in
noisy rooms, too much information in a single voice
message or written word, lack of specialised staff to
deal with people with impairments, and too much em-
phasis on making sales, without giving basic financial
education [Swiecka et al. 2019].

The development of modern technologies introduc-
es an element of anxiety among senior citizens about
digital threats, identity theft, fraud, unauthorized trans-
actions or harassment via the Internet. Protection with
strong passwords and specialized software is a basic
precaution. Moreover, it may cause social exclusion

[Szewczyk-Jarocka 2019]. This is a problem that pre-
vents or significantly impedes the legitimate exercise
of social roles by an individual or group, such as the
use of public goods and social infrastructure, the ac-
cumulation of resources and the generation of income
in a dignified way. Consequently, if these inequalities
are manifested by a total lack of access to the financial
services market and a situation in which an entity may
use the offer of financial products and services, but on
worse terms than others, financial exclusion may oc-
cur. It is pointed out that among social groups threat-
ened by financial exclusion, in addition to the poor,
the unemployed, the poorly educated, the disabled, the
rural population, and women and young people, there
are also elderly people.

DISCUSSION

The phenomenon of financial exclusion is not homo-
geneous and can take different forms depending on
the causes that influence its occurrence. The literature
sources present the problem by area (payment, sav-
ings, credit, investment, insurance, pension) and by
type (graphic, availability, conditions, price, marketing
or self-exclusion). A diagnosis of financial exclusion
is affected by a combination of demand, supply, and
social and psychological factors. The situation where
a consumer decides to opt out of financial services on
his own is referred to as self-exclusion. There is no
doubt that discussions on exclusion from access to
banking products and services can also be undertaken
in the context of digital exclusion (this is not, however,
the subject of this study). It is worthwhile to discuss
and further consider whether self-exclusion from the
banking sector results from life, cultural or other be-
liefs, or whether it is not preceded by external factors
imposed by financial institutions. Nationwide educa-
tional activities and regional initiatives can block the
secondary exclusion of parts of society, and financial
education can affect those who are already excluded.
More knowledge and learning through experience
gives a greater sense of freedom in the financial world,
which seniors still lack.

4 The research concerned the attitudes of Poles towards non-cash transactions towards finance. The research has been con-

ducted in national trials since 2009 [Maison 2017].
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CONCLUSIONS

Although the banking sector can defend itself by say-
ing that it does not block access to modern payment
solutions, it does not do enough to popularise modern
solutions among the elderly. The increasing average
life expectancy does not bode well for the banking
sector’s abandonment of the current 60+ age group
at such a significant level [Iwanski and Warchlewska
2020]. This leads to the conclusion that too much
emphasis on online banking education will not al-
low seniors to fully prepare for financial activity in
the digital world. The pace of process and product
changes, combined with the self-education of seniors,
has no chance of success. The hypothesis (H1) is
therefore that modern technologies in non-cash pay-
ments deepen the level of financial exclusion among
seniors. In the author’s opinion, banks should focus
their CSR strategies on marginalised groups, although
this may perhaps be seen as unprofitable for many
banking strategies.

The author is aware that this subject has not been
fully exhausted. It poses a further research area for the
banking sector with the aim of creating educational
tools targeted mainly at senior citizens by using the
method of personalization of offers in relation to per-
ception, analysis of individual customer needs or as-
signing a bank advisor to a specific employee empow-
ered to provide services to senior citizens. Moreover,
the author points to a research gap in the description
of the phenomenon of financial exclusion, wondering
whether a client who does not have a bank account
(the payment area), but has a credit card (the credit
area) and vice versa, can be considered an excluded
entity. The depth of the phenomenon requires further
exploration.
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CZY ROZWOJ TECHNOLOGII W PLATNOSCIACH BEZGOTOWKOWYCH ZWIEKSZY
SKALE WYKLUCZENIA FINANSOWEGO SENIOROW?

STRESZCZENIE

Celem artykutu jest ocena stosunku senioréw do korzystania z transakeji bezgotowkowych (ze szczegdélnym
uwzglednieniem bankowosci mobilnej). Pismiennictwo w przedmiotowym temacie przedstawia upowszech-
nienie strategii platno$ci bezgotowkowych jako szans¢ na minimalizacj¢ problemu. Ponadto autorzy, ktorzy
swoje badania koncentrujg na temacie wykluczenia finansowego, diagnozuja samowykluczenie wsrod osob
niekorzystujacych z nowoczesnych technologii do biezacych rozliczen, wskazujac dodatkowo na istotny
wplyw grupy czynnikoéw: demograficznych, ekonomicznych, psychologicznych oraz spotecznych. Rozwaza-
nia oparte sg na kwerendzie literatury przedmiotu oraz analizie wybranych badan wtoérnych. Nalezy zauwa-
zy¢ ogromne bariery psychologiczne uwarunkowane stylem zycia danej osoby. Co wigcej, nieustanny rozwoj
i postep technologiczny w sektorze bankowym hamuja ,,ubankowienie” w obszarze ptatniczym (nowoczesne
technologie) oraz zwigkszajg skale wykluczenia finansowego najstarszej generacji. Sektor bankowy nie po-
winien nadal ignorowac¢ oséb w wieku powyzej 60 lat, gdyz tzw. oczekiwana diugos$¢ zycia ludzi (potencjal-
nych klientéw banku) si¢ zwicksza. Konieczne jest ukierunkowanie strategii CSR, dziatan edukacyjnych
oraz oferty produktowej na grupy marginalizowane, ktére w wielu strategiach bankowych sa klasyfikowane

jako nierentowne.

Stowa kluczowe: nowoczesne technologie, wykluczenie finansowe, seniorzy, ptatnosci bezgotowkowe
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