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Retail Banking Review – Public Dialogue  

Retail Banking Model Breakout Session 

Chairperson: Paschal Donohoe TD, Minister for Finance. 

Rapporteur: Mary O’Dea, CEO, Institute of Banking.  

Introduction 

The Retail Banking Model Breakout Session was attended by over 40 representatives from a 

wide variety of organisations, including the retail banks, non-banks, fintech, trade unions, 

government agencies and departments, the Central Bank, Credit Unions, An Post, the legal 

and accountancy professions, and the community and voluntary sector. There was wide 

welcome for the review. 

The main points that emerged in the discussion are summarised below. 

1. General Overview 

 At the outset, the Minister was keen to highlight the heritage of Ireland’s remaining three 

traditional retail banks which are all domestically headquartered. Generally, this is very 

different among international peers of similar size where the majority of financial services 

are provided into their economies. The Minister offered this as a neutral observation i.e. 

not commenting whether this was good or bad. 

 It was commented on, as a reminder, the important role the banks play in the 

redistribution of wealth through cash on deposit providing funding for lending to 

customers for mortgages and loans. 

 Participants highlighted the benefit of researching international 

comparisons/perspectives in a number of areas 

o Institutional investor/investment bank views on why Ulster Bank and KBC are 

leaving  

o Things Ireland is doing well – 82% satisfaction rating from consumer survey 

o A comparison of retail banking models in other (particularly European) 

jurisdictions in matters such as capital, securitisation, market structure and 

customer satisfaction and experiences 

o How fintechs view the Irish market, including why more of them do not seek 

Irish authorisation  

o Different types of data bases available in other jurisdictions e.g. consumer 

income databases.  
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2. Competition 

 Importance of considering the full ecosystem – banks, non-banks, An Post, credit unions, 

fintech, big tech  and whether or not that can compete on a level playing field 

 It was commented that alternative providers need to be encouraged to enter the market 

which don’t necessarily have to be banks. For example, some consumers may prefer the 

front end experience of the fintech service offering but still look to the traditional bank for 

loans, mortgages etc. A hybrid service provision model may be an outcome preferred by 

many consumers. 

 Physical presence offered through branch networks with an important matter being the 

associated costs.  

 Opportunities for the significant branch network of An Post and the credit unions to 

provide a physical presence choice for customers 

 On the cost side, there was a comment that any new entrants will not contemplate a 

branch offering. Furthermore, for those who do offer a physical presence through 

branches, a subsidy to cover costs could be a consideration. 

 

3. Digital and collaboration 

 It was commented that a hybrid financial services model could be the future choice of 

customers with, for example, payment services being provided by fintech and more 

traditional services such as loans/deposit being provided by the traditional banks. 

 It was noted that the pick-up in digitisation had exacerbated the closure of branches which 

has impacted negatively, in particular, in rural areas and on certain groups of society such 

as the elderly. In this regard, the importance of providing supports to manage the change 

was highlighted. 

 It was noted that ongoing investment in digitisation is required by the banks which is very 

expensive. The question was asked if, in relation to certain utilities where there are no 

competition issues, this could be done on a collaborative basis across the banks thereby 

avoiding duplication of costs, for example, working on shared platforms 

 Other processes that could benefit from collaboration were discussed including the KYC 

process and anti-fraud controls which could offer a more efficient process both for 

customers and providers 

 It was highlighted that a collaborative initiative by the retail banks to establish a mobile 

payments platform is awaiting a decision from the Competition and Consumer Protection 

Commission for 18 months. Another industry initiative to set up an interbank fraud 

database is with the Department of Justice for consideration. 

 A topic that was commented on by a number of participants was the “digital divide” and 

the importance of adequate supports to assist the transition to digital and address 

financial literacy gaps. 
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 Another matter referred to in the digital space were the potential implementation of a 

digital euro at some stage in the future; and, a process to facilitate the easing of IBAN 

porting. 

 

4. Switching 

 It was highlighted that the low rate of switching could be related to: reasons – inertia; lack 

of choice or genuine satisfaction with current provider. 

 It was commented that certain “moments in time” events are likely reasons for customers’ 

switching 

o Financial difficulty 

o New borrowing requirement 

 IBAN porting would enable easier switching. 

 There was a strong theme regarding interventions by appropriate stakeholders to improve 

financial literacy generally and specifically regarding switching. Financial numeracy was 

also highlighted in this regard.  

 

5. People and talent 

 It was highlighted that it was important to recognise the level of service provided by staff 

in the context of the 82% satisfaction rating identified as part of the consumer survey. 

 The progress in addressing the gender pay gap at the banks was noted but further action 

is required. 

 Concerns were expressed in relation to the impact negative public commentary was 

having on bank staff. It was important that the narrative should be more balanced and 

that the good work being carried out by staff was recognised which would benefit the 

attraction and retention of staff. 

 It was commented that with changing demands on staff, constant upskilling is required. 

 

6. Regulation and legislation 

 There were several comments related to unregulated service providers in the sector and 

particularly in the context of a level playing field.  

 The matter of unregulated stakeholders was extended into the current challenge for 

consumers switching their accounts from Ulster Bank and KBC – e.g. direct debit 

originators. 

 It was noted that the Consumer Protection Code, which was introduced more than a 

decade ago, should be reviewed as to whether or not it remained fit for purpose. This 



Retail Banking Review – Public Dialogue      Retail Banking Model Session 

—— 

4 

was particularly the case with entrance of the non-banks and fintechs in the intervening 

period.  It could perhaps be simplified in its language also. 

 Legislation is required to enable credit unions provide current accounts along with other 

products services to farmers and SMEs. 

 Similarly, enabling legislation is necessary so that An Post can broaden its products and 

services to consumers and SMEs. 

 

7. ESG 

 The ESG agenda was seen as being a key area of focus from a policy perspective.  

 The fundamental role of the banks in transitioning to a green economy was noted. 

 The importance given to date to the E (environment) and the G (governance) should 

continue with an increased focus on the S (social) being important, especially in the area 

of financial literacy 

 

8. Other matters 

 On trust and culture, it was noted that progress had been made. However, more work 

was required in this area and it was important not to get complacent. 

 There were opportunities for the sector and important considerations in this regard are: 

o Don’t judge the future by the past 

o Professionalism and motivation for staff was important including a sense of 

excitement of working in the sector 

o The proven agility, adaptability and resilience of the Irish economy was 

highlighted and the importance of the retail banking sector’s contribution to it 

in the future. 

 The Minister commented that while recognizing the commercial nature of banks, one of 

the key objectives of the review is to identify if there are appropriate forward looking and 

credible public policy levers that could be used to support the development of this vital 

sector and its role in the economy. He added that the Review should create a source of 

momentum and energy in defining the future of retail banking. 
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