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Foreword

At Elavon, we believe that payments should be inclusive — enabling participation,
independence and opportunity for everyone. As payment technology continues to
evolve, it is essential that accessibility remains at the heart of innovation.

Across the UK and Europe, as consumers we increasingly interact with digital and
technology-enabled payment experiences. These developments bring enormous
benefits, creating faster, more convenient and more secure ways to pay. However,
the success of innovation should not be measured solely by technological
advancement. It should also be measured by the extent to which those innovations
are accessible, inclusive and capable of meeting the needs of all customers.

That is why we are pleased to support this important report from UK Finance. The
findings highlight the real-world challenges that many blind and partially sighted
people, as well as those with other accessibility needs, continue to face when
making everyday payments. The report also demonstrates that meaningful progress
can be achieved when industry, accessibility organisations, retailers, manufacturers
and policymakers work together towards common goals.

As one of the UK's leading merchant acquirers, Elavon sits at the intersection of
consumers, merchants and payment technology providers. We see first-hand the
pace at which payment experiences are evolving and the opportunities that
innovation creates. We also recognise our responsibility to help ensure that these
developments remain accessible and inclusive. Accessibility should not be viewed as
a separate workstream from innovation; it should be a core design principle that
informs the development, deployment and adoption of new payment solutions.

We particularly welcome the report's focus on practical, industry-led action. Initiatives
such as the UK Finance Accessible Cards Code of Practice, greater collaboration
through the European Blind Union working group, and continued improvements in
payment terminal accessibility demonstrate how industry can work collectively to
deliver tangible benefits for customers. These initiatives align closely with our belief
that partnerships are essential to achieving sustainable and scalable improvements.

As part of U.S. Bank, Elavon shares a commitment to creating opportunities for
individuals, businesses and communities to thrive. Supporting accessible payment
experiences is an important part of that commitment. We believe that financial
inclusion is strengthened when consumers can make payments independently,
confidently and securely, regardless of their individual circumstances or abilities.
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We congratulate UK Finance and all stakeholders who have contributed to this work.
We look forward to continuing our collaboration across the payments ecosystem to
help ensure that the future of payments is not only innovative, but accessible to all.

Eric Horgan
Chief Product Officer, Europe

Elavon
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ENHANCING ACCESSIBILITY IN
CARD PAYMENTS

1. UK Finance’s Role In
Accessibility and Cards

In addition to representing banking and financial services members, UK Finance is
also at the heart of payments policy and market developments. UK Finance is the
leading card payments trade association and has for many years set standards and
coordinated innovation in the cards market — including on accessibility.

New innovations in bank card and card machine designs are less tactile than they
used to be. Blind and partially sighted people and other people with accessibility
needs are now finding it more difficult to make everyday payments.

Given this is an area in which there isn’t specific regulation, it is incumbent on
industry to take the lead and step up to enhance accessibility.

Industry stepping up means manufacturers, payment companies, banks, retailers,
shops and service providers who take card payments must all play their part.

This initiative is an early example of UK Finance’s key role in delivering on HM
Government’s Financial Inclusion Strategy. Our cards leadership and expertise
together with our cross industry, Government, regulatory and third-sector
relationships mean we are uniquely placed to drive this work. Indeed, we do so with
encouragement from various HM Government departments.
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UK Finance has undertaken a comprehensive review of accessibility across card
payments, informed by extensive engagement with consumers with lived experience,
payment terminal manufacturers, payment companies, retailers, and third-sector
accessibility organisations. This work follows the UK Finance 2025 Enhancing
Accessibility in Card Payments Discussion Paper and builds on strong stakeholder
consensus that — despite recent progress — significant barriers continue to affect
blind, partially sighted and memory and dexterity-impaired customers. These barriers
undermine independence, privacy, ease of use and overall confidence when making
payments.

We are grateful for the partnership we have fostered with the Royal National Institute
of Blind People (RNIB). RNIB were essential to our launch of the UK Finance
Accessible Cards Code of Practice in March this year. For many years we have
partnered with RNIB in setting standards for the accessible design of payment
terminals. RNIB’s guidelines are incorporated in our UK Terminal Approval Standards
(UKTAS)' and RNIB provide accessibility checks on new devices, which we then
certify as complying with the UKTAS standards. Many merchant acquirers who
purchase terminals and then lease them to merchants, will only purchase terminals
that UK Finance has approved.

In preparing this report, we drew on insight from RNIB, which conducted an informal
survey of 75 people. The findings provide a sobering picture of the day-to-day
challenges blind and partially sighted people face when making payments, and they
reinforce the need for action. Of the 75 respondents, 49 said they could not enter
their PIN on a touchscreen Chip and PIN device. When those 49 respondents were
asked what they do when they cannot use such a device, the following responses
were recorded (respondents could select more than one answer):

28 people (57%) would give their PIN to a trusted friend or family member

10 (20%) would give their PIN to the merchant, taxi driver or waiter

)
13 (27%) would leave their shopping
23 (47%) would pay with cash

)

30 (61%) would pay with Apple/Google Pay



https://www.ukfinance.org.uk/policy-and-guidance/guidance/card-terminal-security-and-accessibility
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This evidence shows that, in many circumstances, people with sight loss are left
either disclosing their PIN and exposing themselves to risk, or abandoning their
purchase altogether. Both are clearly unacceptable outcomes. Of the 49 RNIB
respondents who had encountered a touchscreen Chip and PIN device, only two had
been offered the accessibility mode in a real-world setting, and both found it difficult
to use.

The RNIB survey was conducted online2! and is therefore likely to be weighted
towards users who are more digitally confident. The reported 61% use of Apple Pay
or Google Pay may therefore overstate the proportion of blind and partially sighted
users who are willing and able to rely on smartphones for payments. As this report
notes, many users either do not have a smartphone, cannot easily use one, or are
reluctant to use one openly for payments because of concerns about theft.
Smartphones are an important part of the solution for some users, but they are not a
universal answer to the issues set out in this report.

Shortly before the publication of this report, the EBU surveyed its 17 national
associations and issued its report on the problems associated with payment terminal
accessibility (EBU Position Paper). The EBU noted the work of the UK industry and
the UK Finance standards in this area. UK Finance (and this report) are generally
aligned with the EBU’s findings and is pleased to be a founding member, alongside
RNIB, of the EBU’s working group on payment terminal accessibility.

Stakeholder evidence identified several recurring challenges, including:
the rapid shift toward touchscreen-only terminals
inconsistent or difficult to activate accessibility modes
declining availability of physical PIN-pads
lack of standardisation across touch screen devices
limited awareness and training among retail staff

some devices randomise the PIN-pad layout making them inaccessible to
blind or partially sighted users

additional steps before the payment flow do not always have an accessible
alternative (such as donations, tips or extra questions)

challenges with mini-readers and unattended terminals (especially
touchscreen chip and PIN devices integrated into touchscreen kiosks)


https://www.euroblind.org/sites/default/files/EBU%20survey%20on%20accessibility%20of%20payment%20terminals_June2026.pdf
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ongoing difficulties with flat card legibility and tactile identification.

Although many modern payment devices include accessibility features for people
with sight loss, these features are often hidden, poorly understood or not activated at
the point of use. They frequently depend on instructions, training and familiarity.
Users who already understand screen-reader gestures or actions such as swiping
and double tapping may be better equipped, but many people do not. The result is
exclusion at the point of payment, with customers disclosing PINs, compromising
privacy and security, and losing independence.

2. Executive Summary

This report sets out a series of practical, evidence-driven recommendations intended
to address these issues across the entire card payments ecosystem. These include
maintaining momentum on the UK Finance Accessible Cards Code of Practice,
collaborating with the newly convened European Blind Union working group on
terminal standards, enhancing minimum terminal accessibility requirements,
preserving consumer choice through continued access to physical PIN-pads, and
improving industry-wide training and merchant awareness.

A central theme of the recommendations is the need for consistent, simple activation
of accessibility features on touchscreen terminals. Potential approaches include a
standardised on-screen icon, a defined location to tap, gesture-based activation,
voice-based activation, or a tactile button on the side of the device. The report also
identifies universal headphone-jack support, with a standardised format, as an
important enabler of accessible audio interaction.

The report also highlights that existing accessibility features are rarely understood or
consistently used. It therefore proposes a cross-industry approach covering universal
training, device-specific modules, staff scripts and shared awareness activity led
jointly by payment companies, manufacturers and the third sector. In time, banks
could also provide standardised customer-facing information through their own
channels.

Finally, the report includes an annex setting out the possible scope of a Card
Payments Code of Practice. This illustrates the type of practical guidance that could
help retailers and payment providers implement more accessible payment journeys
in a consistent and scalable way. It covers areas such as terminal availability, staff
training, customer privacy, in-store accessible information and alignment with the UK
Finance Accessible Cards Code of Practice. UK Finance will continue to engage
stakeholders on whether such a Code, or an alternative framework, should be taken
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forward, and would welcome leadership from the retail community in developing or
co-owning that work.

It is encouraging that manufacturers appear to be responding to the European
Accessibility Act, and that some are participating in the European Blind Union’s
(EBU) working group on terminal accessibility. We encourage all manufacturers to
engage with the EBU in developing effective standards and designs. Neither the
payments sector nor the retail sector designs payment terminals directly, but their
purchasing decisions can reward and incentivise manufacturers that adopt
recognised accessibility standards.

Together, these recommendations aim to reduce fragmentation, improve
consistency, and deliver meaningful improvements in independence and confidence
for customers with accessibility needs across the UK’s card payment ecosystem.

3. Introduction

This report sets out UK Finance’s recommendations in response to the evidence
gathered over recent years and through our 2025 discussion paper. It aims to
support a coordinated and practical approach across the payments ecosystem,
balancing user needs, industry feasibility, and the rapid pace of technological
change.

Report Structure
To support clarity and implementation, the report is structured as follows:
1. UK Finance Recommendations

o Actions relating to card design and the new Accessible Cards Code of
Practice.

o Recommendations for terminal accessibility, including partnership with
the new EBU working group, enhancements to minimum standards,
and preservation of consumer choice.

o Recommendations for industry-wide training, awareness, and merchant
consistency.

10



UK Finance Enhancing Accessibility in Card Payments

2. Major Problem Statements

o A summary of the key accessibility barriers identified through the 2025
discussion paper and subsequent industry engagement, grouped into
thematic problem areas.

3. Annex

o A scope of a potential Industry Code of Practice for Accessible Card
Payments, intended to support retailers and payment companies in
improving accessibility in a practical and consistent way. It is included
to stimulate discussion and encourage broad participation across
relevant sectors.

This structure ensures the report moves from strategic context, to evidence, to
actionable recommendations—supporting all stakeholders in delivering meaningful,
system-wide improvements to card payment accessibility.

4. Recommendations

UK Finance has undertaken a comprehensive review of accessibility issues across
card payments, informed by industry, manufacturers, the third sector (RNIB, NFBUK,
Scope, EBU), regulators, merchants, and lived-experience evidence. Based on this
analysis and the broad support to our discussion paper, UK Finance makes the
following recommendations.

41.1 Maintain the new Code of Practice for Accessible
Cards

We confirm that the sector has now issued the UK Finance Accessible Cards
Code of Practice — link here. This represents a world-leading standard for flat
printed cards and is a major achievement.

We do not propose further prioritised activity on card design at this stage.
Firms should continue to adopt the Code voluntarily and at pace.

Issuers may run down existing accessible card stock to avoid unnecessary
waste and customers can ask for a new card that follows the Code as soon as
that issuer has them available.

1
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41.2 Acknowledge areas requiring future work

Although the Code represents substantial progress, several design issues require
acknowledgement for future exploration:

Personalisation options (fonts, colours, braille, tactile indicators) may
increasingly be required on an individual basis. We understand that RNIB is
trialling bespoke personalisation options which banks may be able to adopt.
These include shapes and braille.

The industry did not reach consensus on tactile methods to distinguish joint
from sole accounts, nor on tactile markers indicating bank or issuer
identity. Some firms have developed solutions, but there is currently no
common industry approach. This could be explored further once issuers have
migrated more of their portfolios onto cards that follow the Code.

Further work may be needed as new technologies, regulatory expectations
and lived-experience feedback evolve.

Assessing emerging technologies: technologies that address accessibility
by design, rather than through workarounds, are beginning to emerge.
Biometric fingerprint cards could offer a dignified and independent
alternative to PIN entry, particularly for blind and partially sighted people and
for those with dexterity or memory challenges. However, they will need to
become both cost-effective and accessible, including through clear tactile
indicators to guide fingerprint placement. Voice cards may also offer useful
functionality by providing spoken feedback, via a linked phone, on transaction
amounts and PIN-entry success or failure.

Significant challenges remain. These include meeting card-security and
certification requirements, securing supplier support, integrating solutions into
issuers’ core technology and customer-facing apps, and determining
appropriate enrolment models. Firms will need to decide whether innovative
cards should be offered universally, potentially for a fee, or targeted at
customers most likely to benefit, taking into account the higher costs involved.

Ultimately, each issuer will need to determine its own go-to-market approach.
As these technologies mature, firms may also need to revisit what constitutes
a reasonable adjustment on a firm-by-firm basis, supported by clear and
transparent enrolment criteria. See 4.3.4 below.

12
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4.2.1 Participate in the new European Blind Union (EBU)
Terminal Accessibility Working Group

The recommendations below set out a number of practical improvements that could
strengthen terminal accessibility. Those recommendations address what should
change. This section addresses how UK Finance should help bring those changes
about.

The UK card market has historically been a leader in card usage, innovation and
accessibility. Through UK Finance, its members and long-standing partnerships with
RNIB and terminal manufacturers, the UK has played an important role in shaping
accessible terminal standards and trustmarks. More recently, however, the European
market has also matured significantly. Accessibility issues have gained greater
prominence at EU level, and payment terminals are now affected by the European
Accessibility Act following sustained advocacy by the EBU and its members.

The UK and EU card-terminal markets are closely aligned in technological terms and
share much of the same supply chain. If the UK were to enhance standards in
isolation, and in ways that diverged from EU developments, manufacturers might
prioritise the larger EU market. That could make UK-only requirements less attractive
commercially and risk increasing costs or slowing delivery in the UK.

UK Finance recognises these developments and acknowledges that better
outcomes could be achieved by partnering with relevant organisations at the
EU level.

UK Finance is pleased to report that the European Blind Union has recently
convened a new pan-European working group that brings together:

Terminal manufacturers
Payment companies
Third sector organisations

UK and EU market actors.

13
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UK Finance is further pleased to report that the EBU recognises the UK track record
on accessibility and has invited UK Finance and RNIB as active members of the
working group. This development supports:

the creation of one common solution for both the UK and EU, minimising
divergence and complexity for manufacturers.

avoiding UK-specific terminal standards at this stage so as to prevent
fragmentation, inconsistency and delays in delivery.

Early discussions have also raised the question of future trustmarks, including
whether a model similar to UK Finance certification under UKTAS should exist at a
wider European level. Over time, industry in the UK and Europe will need to consider
how accessibility standards are recognised, who provides assurance, and how any
approval process is funded and governed. In the longer term, an important ambition
would be to see accessibility requirements reflected in globally recognised standards
and approval regimes, such as EMVCo or PCI, supported by the card-scheme
members of those organisations. There is already some precedent for this: global
security-led standards have long included detailed requirements for PIN-pad layout.

4.2.2 Enhancements of UK Terminal Approval Standards?

The UK Finance Terminal Approval Standards (UKTAS) provide a testing regime and
trustmark that purchasers of terminals can rely on, with additional security checks
carried out on devices and, where appropriate, RNIB accessibility approval for
touchscreen devices. We believe these standards remain among the most advanced
and detailed globally. In light of the European Accessibility Act and the establishment
of the EBU working group, UK Finance recommends that no immediate accessibility
enhancements are made to UKTAS. Instead, the near-term priority should be to
support the EBU working group in shaping the next phase of terminal accessibility
standards. At this stage it is too early to determine whether the EBU will ultimately
develop its own conformance-testing regime and trustmark, whether UKTAS will be
superseded, or whether a future model will emerge through partnership between UK
Finance, RNIB and the EBU. For the immediate future, UKTAS and UK Finance’s
operation of it will remain in place.

The remainder of this report focuses on the substantive enhancements that could
improve the accessibility of touchscreen terminals and that UK Finance will feed into
the EBU working group.

14
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4.2.3 Enhancing Accessibility Standards

UK Finance reports that industry feedback strongly supports raising minimum
requirements for terminal accessibility in several areas, while continuing to preserve
scope for innovation. The aim should be to set clear expectations without becoming
overly prescriptive.

Industry feedback overwhelmingly favours industry-led solutions without new UK
legislation. RNIB’s response to our discussion paper argued for a legislative
approach. The position set out in this report is more hybrid in nature: the UK can
benefit from the European Accessibility Act, without that legislation applying directly
in the UK, by participating actively in the EBU working group and by adopting the
recommendations and standards that emerge from it where appropriate.

As matters stand today, several months before any formal output from the EBU
working group, UK Finance recommends the following future enhancements to
minimum requirements. It would be commercially unrealistic to expect these
enhancements to apply retrospectively to terminals already in the market or already
manufactured. They are therefore forward-looking recommendations for the design
and manufacture of new terminals.

A) Audio playback

All payment terminals, including those with physical PIN-pads, should be capable
by default of providing audio prompts for the basic interaction between the customer
and the terminal. Terminals should be able to speak out:

the total amount due and currency, helping to avoid mistakes or
misunderstandings, including in journeys that involve tipping or donations.

for the contactless journey:

o whether the payment has been accepted or declined

o ifa PIN is required, guidance to move into the PIN-entry journey.
for the PIN-entry journey:

o a clear explanation of the steps the customer needs to follow

o a prompt to enter the PIN, with confirmation that each digit has been
entered successfully

o Wwhere relevant, a message that the PIN was incorrect and that it
should be re-entered

o whether the payment has been accepted or declined.

15
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Where payment journeys include a tip or donation stage, these prompts should also
be incorporated into the audio functionality.

UKTAS already recommends audio support, but UK Finance considers that future
standards should elevate audio feedback so that it forms a more central part of the
trustmark process. The detail of those requirements will need further work with
industry, manufacturers and disability organisations, including RNIB, the Royal
National Institute for Deaf People and, importantly, the EBU working group.

One issue that will need careful consideration is privacy. Some consumers, whether
or not they have accessibility needs, may not want the transaction amount or a
decline message to be spoken aloud. A model in which audio output is available as
an accessible option may therefore be preferable for the wider market, although any
method of activating that option must itself be accessible to blind and partially
sighted customers.

B) Accessibility modes

Many terminals already include accessibility modes that follow UKTAS, and these
work well for many users, although some still find them difficult to use. UK Finance
does not recommend that every terminal should replicate the same end-to-end
journey in every detail, as that could unduly restrict innovation. However, this needs
to be balanced against the benefits of consistency, familiarity and trust. The highest
priority for standardisation should therefore be how an accessibility journey
begins across all flat-screen terminals that do not have a physical PIN-pad. The
method should be developed on the principle of customer independence first and
customer assistance second.

In practice, this is likely to mean a common way for customers to access accessibility
features across terminals, supported by a common icon and a recognisable
interaction model. Possible approaches could include gesture-based activation, such
as repeated taps or a top-to-bottom swipe, a voice command such as “open
accessibility mode”, or activation triggered by inserting or connecting a compatible
interface such as headphones.

Although this report is primarily focused on new terminals, thought should also be
given to what improvements could be delivered through software updates rather than
hardware replacement. That could allow existing machines to be retrofitted and
reduce the need for merchants to wait for their next replacement cycle, helping to
manage costs.

Customers should be able to operate accessibility modes independently. Equally,
they should be entitled to expect that retail staff can assist with activation where the
customer wants that support.

16
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The examples above are illustrative only. The precise standardised methods, which
may include icon design, button location, gestures, voice commands or NFC
markers, should be developed through the EBU working group.

UKTAS already recommends that touchscreens include tactile “stencils” on the
casing to help users orient themselves to the position of the on-screen PIN digits. UK
Finance understands that these are not always present in practice and recommends
that future standards reinforce this requirement. In Spain, CaixaBank has adopted
ONCE’s approach of applying tactile markers to the screen itself as part of the
manufacturing process. Some industry participants have raised concerns that fixed
tactile markers may create inconsistency when large-font modes are used by
partially sighted users, or interfere with other non-payment functions of the device.
The EBU working group should therefore seek to develop a standardised approach.

Ideally, all new payment terminals should support a headphone jack so that audio
prompts can be heard more easily in busy or noisy environments. This is another
area for the EBU working group to consider, including what form of jack should be
supported, for example USB-C. Such functionality may also support future innovation
in accessible PIN entry.

One member highlighted the importance of end-to-end thinking. Accessibility
features are often considered in isolation, whereas there is an opportunity to
combine hardware and software into a broader, more coherent solution. The
hardware interface (for example a headphone jack, USB-C connection or equivalent
signal) and the software response (for example a gesture, tap pattern or automatic
device pairing) together form the activation layer for accessibility. That layer is
currently fragmented across devices, providers and interaction models. There is
therefore an opportunity to define a specification that covers both the hardware
signal and the software interaction model. This could support automatic or near-
automatic enablement of accessibility features, in line with the principle of user
independence: a customer’s configured preference or assistive device should be
enough to trigger the appropriate mode without training or reliance on merchant
assistance. A related idea, still at an exploratory stage, is that an accessibility signal
could be carried by the card or smartphone via the NFC interface to trigger the
terminal’s accessibility mode automatically.

C) SoftPOS

“SoftPOS” or “COTS” (commercial off the shelf) generally refers to tap-on-phone or
tap-to-pay functionality on a merchant’s smartphone device. This is a relatively
recent innovation that allows a merchant, typically a market trader or taxi driver, but
increasingly also larger stores using roaming or “queue-busting” models, to install an
app from their payment services provider that uses the smartphone’s NFC chip to

17
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accept payments. UKTAS includes provision for these software-based methods, but
UK Finance has not yet received any requests for UKTAS approval. One issue to
explore is whether the security requirements associated with UK Finance approval
are inhibiting take-up, and whether accessibility elements might in future benefit from
a separate approval layer distinct from the core security approval process.

D) Preserve consumer choice — physical PIN-pads must
remain available

Touchscreen terminals have evolved into powerful business tools, offering
functionality well beyond payment acceptance. They can operate much like tablets,
allowing merchants to manage bookings, take detailed orders, particularly in
hospitality, and integrate with till and software applications. They are therefore likely
to remain a significant and growing part of the market. UK Finance does not currently
hold data showing the full split between touchscreen devices and physical PIN-pad
devices, but UKTAS approval data, summarised in the table below, shows the rise of
touchscreen terminals.

UK Terminal Approval Scheme

Approvals of new devices by year 2005-2026
As at end May 2026

25

20

15

10

5 6 7 8 9 10111213 14 1516 17 18 19 20 21 22 23 24 25 26

Traditional Touchscreen

Source: UK Finance Data: showing the year, starting at 2005 on the bottom axis and
number of new devices on the vertical axis

18
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Improving the accessibility of touchscreens is essential. For the time being, however,
a physical PIN-pad device is generally likely to remain a more accessible option for
many customers, and it is therefore important that customers continue to have
access to one. Many large retailers and supermarkets still operate physical PIN-pad
machines and should be commended for doing so. It is important that they continue
to do so. Retailers that have switched to touchscreens, or are considering doing so,
should consider retaining at least some physical PIN-pad devices. In the SME sector,
where a merchant may operate only one terminal, maintaining two different devices
may not always be economically viable. Continued availability of secure, traditional
physical PIN-pad machines may therefore need to be supported through commercial
incentives or policy measures. UK Finance does not make a specific
recommendation on that point, but will raise it with policymakers. The urgency of
preserving physical PIN-pads will, in part, depend on the pace at which the
accessibility of touchscreen devices improves over time.

SME merchants typically lease their terminals from their payments provider, whereas
larger retailers tend to procure terminals directly from manufacturers. In the SME
market, the payments provider therefore has an important role to play in accessibility.
That provider may be a merchant acquirer, which handles card payments and
settlement, or a payment facilitator that works with SMEs through arrangements with
an acquirer.

In the SME market, merchant acquirers and payment facilitators often market
upgraded terminals to merchants or provide a new model at the end of a lease term,
sometimes with limited explanation of the accessibility implications. These firms are
not responsible for terminal design or for training retail staff directly, but they do have
an important role in ensuring that merchants understand the accessibility
implications of their choices. That includes helping merchants consider the benefits
of physical PIN-pads and ensuring that, where touchscreens are chosen, merchants
receive the materials they need to train staff appropriately.

UK Finance recommends that, whenever new terminals are marketed to SMEs,
merchants should be offered the option of a physical PIN-pad device. Only RNIB-
approved devices should be marketed to SMEs. Where an SME chooses a
touchscreen, the payment company leasing that device should provide the
manufacturer’s full training materials and make them available through its website or
merchant portal. This assumes, of course, that manufacturers have developed those
materials.

19
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E) Improve training, awareness and consistency

Arecurring theme in UK Finance’s work on touchscreen terminals is that existing
accessibility features are rarely understood, rarely used and often unknown to
customers and staff. Many devices already have useful accessibility modes, but
the investment made in developing them is not yet delivering the accessibility
outcomes required. In addition, some PIN-entry methods rely on audible cues that
cannot always be heard in busy environments.

UK Finance therefore recommends:

Development of a cross-industry training platform (with RNIB and EBU
involvement) including:

o Auniversal training video (with accessible versions)
o Short device-specific modules

o Staff scripts and troubleshooting guidance

o Accessibility quick-reference materials

A coordinated campaign where banks, payment companies,
manufacturers, the third sector and merchants jointly promote the
existence of accessibility features.

Training should explicitly cover how to activate accessibility modes on
touchscreens, including gesture-based activation and audio mode. These
materials should reinforce that the merchant has legal obligations to offer
reasonable adjustments where necessary.

The manufacturers will be responsible for the core materials that can be
distributed by the relevant stakeholders.

Timing

There is a need for this information to begin reaching the market now. However,
wider information campaigns are likely to be more effective once greater
standardisation exists in how accessibility modes are activated. UK Finance will
therefore support the EBU working group and advocate for an information and
awareness campaign to form part of its output.

20
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F) Retailers

Retailers have a critical role to play because they operate the point of interaction
between the customer and the payment device. UK Finance recommends that larger
retailers, to be defined, should retain at least one physical PIN-pad machine as a
minimum, and where multiple payment devices are in use, should retain more than
one. The code principles appended to this report could help define those
expectations. UK Finance also recommends that the retail sector develops a code of
practice or guidance covering:

maintaining access to physical PIN-pad machines for as long as necessary

training of staff and assistance to customers with accessible needs in making
payments

availability of assistance materials online and in store such as Accessible QR
codes.

In the longer term, if touchscreen devices develop to a point where users find that
they match or exceed the accessibility of physical PIN-pads, any such code would
need to remain flexible enough to reflect that progress.

G) Promote independence and privacy

Every accessibility solution should reinforce customers’ ability to:
Pay independently
Enter a PIN privately

Avoid revealing confidential data to staff or companions.

4.3.1 PIN problems

Chip and PIN payments are trusted worldwide by consumers and merchants, and
they are supported by clear liability rules. If the correct PIN is entered, the card
issuer will usually bear liability for fraud committed by the person using the card.
However, if the cardholder discloses their PIN, responsibility may shift. As noted
above, PIN entry on touchscreens creates significant difficulties for many blind and
partially sighted people. They may therefore be forced to choose between
abandoning a purchase or asking someone else to enter the PIN on their behalf,
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exposing themselves to financial and potentially physical risk. That is not a
satisfactory position. At present there does not appear to be a widely available
alternative, other than biometric identification through Apple Pay or Google Pay.
Smartphone solutions should not be treated as a panacea: not all blind or partially
sighted customers have access to a smartphone, or the confidence and capability to
use one, and some who do use smartphones are understandably reluctant to do so
openly for payments because of the risk of theft or harm.

4.3.2 Chip and PIN risks

Chip and PIN also presents other risks, such as other customers observing someone
enter their PIN, or a blind customer being forced to speak it aloud because no private
alternative is available. Ideas to improve accessibility at the point of PIN entry are
often met with security concerns. Those concerns apply not only to the security of
the individual card being used, but also more broadly. A workaround developed for
one group of users at terminal level may create vulnerabilities that could be exploited
across many Chip and PIN transactions, rather than only affecting one customer’s
card.

4.3.3 Workarounds

UK Finance has received a range of ideas for alternative PIN-entry methods, but
many raise security concerns. In practice, some customers end up speaking their
PIN aloud, and the question then becomes a broader policy issue. Is it acceptable to
leave blind and partially sighted customers facing indignity, loss of independence
and financial risk because no workable alternative exists? In reality, the card industry
already bears some degree of risk acceptance because this behaviour is known to
occur. UK Finance is willing to continue exploring options with its members and with
card-security specialists.

4.3.4 Biometric cards

Biometric authentication—through either biometric cards or biometric-enabled
terminals—is one of the most promising areas of innovation. These solutions remove
the need for PIN entry by relying on fingerprint verification, which can satisfy secure-
authentication regulatory requirements. Beyond simplifying the payment process,
biometric authentication could also strengthen independence, privacy and security
for users.

In practical terms, biometric cards could reduce the need for customers to disclose
their PIN to a trusted friend or family member. That, in turn, could help reduce the
risk of fraud, misuse, or financial abuse by people close to the cardholder. Because
the fingerprint is stored on the card itself — not on a bank platform, payment terminal
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or merchant system — this model may also offer stronger privacy protections. The
market is still at an early stage, but products are beginning to emerge.

Key implementation issues

Several issues would need to be resolved before biometric cards could be rolled out
at scale. For blind and partially sighted users, the fingerprint sensor on the card
would need to be identifiable by touch; early examples lacked this feature and were
therefore inaccessible.

The market would also need workable delivery models. In some cases, biometric
cards may operate through a digital-wallet structure, where funds are transferred into
an e-money account and then spent using the card. That would require accessible
journeys both on the banking side, to move funds, and on the wallet side, to load and
spend them. Another model would be for mainstream issuers to offer biometric cards
directly on current accounts as a replacement for a standard Chip and PIN card.

Although the underlying technology exists, large-scale rollout will not be
straightforward. Banks operate in a highly regulated environment and depend heavily
on third-party providers, so widespread adoption could require substantial testing,
security assurance and supplier integration.

Why adoption remains limited

The encouraging point is that the technology is already available. The card industry
has developed technical and security standards, and biometric cards have been
issued successfully in several countries, most notably by BNP Paribas in France.
The question, then, is why biometric cards are not yet widely available in the UK.

The immediate barriers do not appear to be purely technological or security-related.
Early trials tended to assess biometrics mainly as a premium product and focused on
whether there was enough consumer demand to make the proposition commercially
attractive. The growing use of smartphones as a payment method may also have
reduced demand for biometric cards among mainstream users, especially because
digital wallets offer a relatively simple, on-device registration experience without
requiring a branch visit.

Policy and enrolment considerations

With the UK Government’s Financial Inclusion Strategy and the wider recognition of
accessibility across commerce, payments and society, the case for biometric cards is
no longer only a commercial question. It is increasingly a question of whether the
technology could help firms meet accessibility expectations and reasonable-
adjustment obligations.

Because biometric cards carry a meaningful cost, firms would need to develop clear
enrolment models. That includes deciding who should be eligible, whether the cards
should be provided free of charge or at a cost to the customer, and how fingerprints
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should be captured—for example in branch, through a fingerprint reader sent by
post, or via a smartphone app. The industry would also need to consider whether
biometric authentication should apply to all transactions or only when the contactless
limit is exceeded, and whether that choice should sit with the issuer, the payment
scheme, or the customer.

Overall, biometric cards appear to offer a credible and secure accessible-by-design
solution. If workable enrolment models can be developed and costs reduced over
time, they could provide the kind of practical alternative that blind and partially
sighted people, as well as customers with memory-related or dexterity-related needs,
have been calling for.

4.3.5 Other innovations

Voice cards are another emerging accessibility solution. They typically work by
pairing the card with the user’s smartphone via Bluetooth and a dedicated app,
allowing the phone to speak out the amount requested and other transaction steps.
Like biometric cards, this model has the advantage that no changes to terminal
hardware may be required, and more of the solution sits with the user rather than the
merchant, supporting the independence principle.

1. Continue rollout of the Accessible Cards Code of Practice, allowing firms
to transition existing stock and preparing for future personalisation and
biometric card options.

o Partner with the new European Blind Union working group to shap
unified UK—EU terminal accessibility standards and avoid fragmented
UK only requirements.

o Enhance minimum requirements for terminal accessibility
features, including stronger audio support across all terminals and, for
touchscreen terminals, standardised activation of accessibility modes,
headphone-jack availability, tactile markers on the device to aid
navigation to key numbers and actions and exploration of automated
activation through hardware and/or NFC signals.

2. Preserve consumer choice by ensuring physical PIN-pads remain available,
particularly in larger retailers, and by encouraging SME payment providers to
continue offering physical PIN-pad options alongside appropriate training for
touchscreen devices.
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o Improve training and awareness across merchants, supported by a
cross-industry platform, device-specific guidance and more consistent
activation methods for accessibility features, ideally underpinned by a
cross-industry code of practice.

3. Promote customer independence and privacy, ensuring accessible
payment journeys enable secure PIN entry without staff assistance.

4. Welcome innovation - in particular, biometric or voice card options as
high potential accessible by design solutions.

An additional point raised by RNIB is that, although cash remains highly accessible
because notes and coins have strong distinguishing features, an increasing number
of retailers no longer accept it. This is a wider issue for discussion with the retail and
hospitality sectors, including whether it should form part of any industry code on
accessibility and payments.

5. Key Problem Statements

In the summer of 2025 UK Finance issued a discussion paper about accessibility in
card payments covering payment cards and payment terminals. That paper
summarised perceived problem statements and invited responses. This section
briefly summarises the range of problems encountered by people with accessible
needs who wish to make a payment by card.

Many blind, partially sighted and dexterity-impaired consumers now struggle to:
Locate on-screen keypads
Enter PINs
Receive confirmation of amounts or transaction outcomes

Identify or activate accessibility modes.
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Touchscreen only environments frequently lead to:
Loss of independence
Security compromises (e.g., revealing PINs verbally)
Distress and exclusion in shops, taxis, salons, dentists and hospitality
Consumers avoiding certain retailers entirely
Risk of financial harm.

This shift represents the single largest change in payments accessibility over the last
decade.

PIN entry on touchscreens is often a difficult process to follow and needs
training which isn’t widely available.

Staff often do not know accessibility modes exist on the terminals they use.
Customers have no way of knowing accessible features are available.
Activation and PIN entry methods may differ between manufacturers.

Icons alone are insufficient — icons cannot be used by those who cannot see
them.

Accessibility is frequently hidden in menus or long-press gestures that staff
cannot recall.

Tactile indicators/stencils on touch screens are not standardised and many
devices do not have them at all.

The result is a system in which accessibility exists in software but often fails at the
point of use.

Across industry feedback:
Overlays are often lost, misaligned, or unavailable.
They can introduce PCI security risks.

Merchants rarely know how to use them.
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They are not standardised across devices.
Consumers do not trust them.

Overlays may help in niche cases but are not a systemic solution and do not scale.

High turnover, part-time staff and rapid deployment of new terminals mean:

Most frontline staff in smaller merchants lack training on any accessibility
features.

Staff vary widely in how they support customers, reducing consistency and
dignity.

Merchant support for blind and low-vision customers is often dependent on
goodwill rather than process.

Training must become systematic, consistent and easy to deliver.

Unlike physical PIN-pads (which benefit from strong legacy standards), touchscreen
terminals differ widely in:

Accessibility functionality

Entry gestures

Audio capabilities

Haptic availability

Hierarchy of information (menu structure)
Headphone jack support

Ability to navigate without vision.

Lack of standardisation increases cognitive load and prevents independence.
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Mini readers:
Lack tactile markers
Often lack audio
Are common in taxis, markets, micro-merchants
Frequently force PIN entry on flat glass.
Unattended devices:

Require navigation of inaccessible touch journeys to order what is needed
before the payment process even begins

Are increasingly common in supermarkets, train and airport travel, parcel
collection, parking and hospitality

Often have optional, not default, accessibility packs that are not purchased by
the operator merchant.

In both categories, users often cannot complete transactions unaided. Now that
many train operators are in public ownership, HM Government could focus more on
accessibility of the kiosks and payment devices at train stations.

Flat cards remove tactile cues and visual designs can be compromised if
accessibility is not considered at the beginning of the design stage. These factors
make it harder for people to:

Identify which card they are holding
Distinguish debit vs credit

Read card numbers, expiry dates and security codes (needed for telephone,
postal and online purchases)

Insert cards correctly into terminals.

Significant variability across issuers remains in-market. The Accessible Card
Code seeks to address these shortcomings and UK Finance is optimistic that the
Code will lead to meaningful change, with at least 80% of the UK market agreeing to
adopt the Code.
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Problem 8: No Agreed Approach to Identifying Joint Accounts
or Card Issuer by Touch

Consumers and industry both recognised gaps:

» Many users, especially in households with multiple cards, want tactile ways to
distinguish joint vs sole accounts.

» There is no consistent tactile method for issuer identification (i.e. telling which
debit card relates to which bank).

These remain open questions for future review. The immediate priority is to roll out
the Code, change manufacturing processes and have more accessible cards in
customers’ hands as soon as possible and by no later than June 30, 2027.

Problem 9: Merchant Awareness and the Need for Industry-
Wide Education

There is a strong consensus that:
» users are unaware of accessibility features on their own cards and devices
» merchants are unaware of the tools available
» awareness campaigns have been limited and unsuccessful.

A shared, highly visible industry programme is required.

Problem 10:  PIN entry can be a challenge for customers with
dexterity or memory issues

Several third-sector organisations are keen to pursue options that do not require a
PIN entry at all. RNIB informed us they are working with suppliers. The Money Carer
charity issued a whitepaper highlighting the groups that face challenges with PIN
entry and proposed biometric cards as the solution (Biometric Payment Card
White Paper - Appointeeship | Deputyship | Money Management for Vulnerable
Adults ). There is a strong consensus that security and authenticating the payer
must be paramount, but the current method of relying on a 4 digit PIN can exclude
those with dexterity challenges or those who cannot always remember their PIN,
such as those living with dementia. Entering a PIN for blind and partially sighted
customers is also a challenge as discussed elsewhere in this report.
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6. Mapping of Problem
Statement to Proposals

The table below takes the problem statements and maps them to the proposals in
this paper and offers a rationale.

Problem 1:
Increasing
prevalence of
touchscreen
terminals is
leading to
widespread
exclusion.

Problem 2:
Accessibility
features exist but
are not known, not
standardised, and
not used.

Enhance minimum terminal
accessibility requirements,
focusing on (i) standardised

activation of accessibility modes
for touchscreen terminals and (ii)
improved audio / headphone-jack
support (and possibly a unified
specification for both (i) and (ii));
plus preserve consumer choice
by retaining physical PIN-pads for

so long as necessary.

Standardise how accessibility
mode is started (common
approach across touchscreen
terminals) and develop
cross-industry training and
awareness (universal training

video, device modules, scripts,

quick references; plus

coordinated campaign). Focus on

independent and automated
activation.
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Progressing via
recommendations 4.2.3
(standards fed into EBU
working group) and 4.2(C)
(preserve access to
physical PIN-pads).

Progressing via
recommendations 4.2.3 (B)
(standardised activation)
and 4.2(E)
(training/awareness),
aligned to EBU outputs.
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Not progressing overlays
as a proposal because
evidence indicates they do

Problem 3: Focus on built-in accessibility by  not scale (lost/misaligned),
Overlays for design (standardised/automated  create operational issues
touchscreens are activation, audio, tactile for merchants, and can
not a viable markers/stencils, headphone-jack introduce security
long-term solution. support) rather than overlays. concerns. Focus instead

on tactile markers on the
device to aid orientation to
key numbers and actions.

Develop a cross-industry training
platform with RNIB/EBU

Problem 4: Lack of involvement; ensure payment Progressing via

training across the companies provide manufacturer recommendations 4.2(E)
merchant training materials to SME (training) and 4.2(F) /
community. merchants when leasing Annex Code principles.

terminals; develop retailer
code/guidance.

Work through the EBU terminal Progressing via

. accessibility working group to recommendations 4.2.1
Problem 5: Limited y g group .

.. develop common UK-EU and 4.2.3; explicitly not
standardisation o : .
across terminals approaches, prioritising enhancing UKTAS in the

. ’  standardised/automated immediate term (see 4.2.2)
especially o . . .
activation for accessibility modes; to avoid fragmentation
touchscreens.

feed UK requirements into EBU while EBU standards
and avoid UK-only divergence. develop.
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Problem statement
identified

Problem 6:
Challenges with
mini readers and
unattended
terminals.

Problem 7: Card
legibility and the
transition from
embossed to flat
cards.

Problem 8: No
agreed approach
to identifying joint
accounts or card
issuer by touch.

Problem 9:
Merchant
awareness and the
need for
industry-wide
education.

Proposal / recommendation

Raise minimum requirements
(audio, accessible mode
activation, tactile markers and
headphone-jack support) and
encourage only approved
solutions (including SoftPOS) to
be marketed/procured; highlight
role for Government focus on
public-owned rail environments.

Maintain momentum on the UK
Finance Accessible Cards Code
of Practice and encourage
voluntary adoption at pace.

Acknowledge as an area for
future work once portfolios
migrate to Code-compliant cards;
monitor RNIB personalisation
trials and emerging options.

Run a coordinated cross-industry
awareness campaign (banks,
payment companies,
manufacturers, third sector and
merchants) supported by training
materials; in time, banks could
provide standardised information
to customers.
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Status / rationale

Progressing through (i)
4.2.3 minimum
requirements fed into EBU
and (ii) 4.2.3(B) SoftPOS.
Unattended kiosks: not a
discrete proposal in this
report beyond
advocacy/signposting
because the issue spans
the full end-to-end kiosk
journey (not only the
payment device) and
involves operator
procurement decisions.

Progressing via
recommendation 4.1.1. No
further prioritised activity
proposed at this stage
because the Code has
recently been issued and
the immediate priority is
market rollout/transition.

Not progressing a specific
proposal now because
industry did not reach
consensus on a common
tactile method; priority is
rollout of Code-compliant
cards first, then reuvisit.

Progressing via
recommendation 4.2(E).
Timing note: wider
campaign effectiveness
depends on improved
standardisation of how to
open accessibility modes,
so campaign should align
with EBU outputs.
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Problem 10: PIN
entry is
challenging for
some users who
are blind/partially

Industry should take a fresh look
at biometric cards and assess
commercial and non commercial UK Finance to discuss with

. challenges to roll out and the its members in Q3, 2026.
sighted, have .
. need for applicable standards or
dexterity issues or .
practices.

suffer from
memory loss
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Annex: Principles for a Cross
Industry Code of Practice for
Accessible Card Payments

Note: This is a proposed set of principles illustrating what a cross-industry
code could cover. It is not an issued Code and would require support across
industry, including adoption by trade associations beyond UK Finance,
together with any necessary updates to relevant standards.

Purpose

A Code of Practice could provide a set of voluntary, but strongly encouraged,
standards that retailers, merchant acquirers, payment facilitators and terminal
manufacturers can adopt to help ensure that card-payment journeys are accessible,
inclusive and consistent for all customers.

1. Accessible Payment Devices
1.1 Terminal Availability

Retailers [should/are recommended to] provide at least one physical PIN-
pad device wherever reasonably practicable having regard to the size of the
merchant.

Where touchscreens are used, retailers should ensure that accessibility
modes are available, functional, and clearly signposted.

[Note: the strength and duration of this requirement/recommendation will need
debating with industry and accessibility groups.]

1.2 Terminal Approval and Procurement

Only RNIB approved devices (or subsequent standards/approval bodies)
should be procured by retailers or offered to SMEs by payment companies —
or in the case of SoftPOS solutions, ensure the solution meets the
requirements of the applicable standards.

Payment companies should offer a physical PIN-pad option and should not
automatically replace a physical PIN-pad device with a touchscreen without
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first explaining the accessibility benefits of physical PIN-pad devices and
offering that option to the merchant.

Payment companies should allow SME merchants to switch out touch screens
for physical PIN-pad devices without incurring a material termination fee.

Merchant acquirers who work with payment facilitators should flow down these
requirements to those payment facilitators.

2. Staff Training and Awareness
2.1 Baseline Training Requirements
Retailers must ensure staff receive training on:
How to activate accessibility modes (including gestures and audio modes).

How to provide reasonable adjustments while maintaining customer
independence and privacy.

Availability of alternative terminals (e.g., physical PIN-pads).

Making support available for customers with vision, dexterity, or cognitive
impairments.

2.2 Training Materials

Payment providers should supply:
Standard training modules and videos.
Device specific quick reference guides.
Accessible versions of all materials.

[Note: the expectation is that manufacturers will produce these materials and
payment providers will distribute them.]

3. Customer Independence and Privacy

Retailers and payment companies should ensure:
Customers can enter their PIN independently and without being observed.
Staff interventions are guided by customer instruction, not assumption.

4, In-Store Information for Customers

Retailers should provide:

Accessible QR codes or other accessible method linking to guidance on using
accessibility features.
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Clear indication of where accessible terminals (e.g., physical PIN-pads) are
located.

5. Card Accessibility
Retailers that offer their own payment cards should:

Support adoption and promotion of the UK Finance Accessible Cards Code of
Practice.

Communicate the availability of accessible card features to customers clearly
and in an accessible format.

Loyalty cards issued by retailers should follow the guidelines set out in the Code
relating to non tactile items (such as font size, colour contrast, matte colours).
Loyalty cards should not include a round, square or triangular notch, which are
preserved for payment cards (but could include other tactile markings).
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	Foreword 
	At Elavon, we believe that payments should be inclusive – enabling participation, independence and opportunity for everyone. As payment technology continues to evolve, it is essential that accessibility remains at the heart of innovation. 
	Across the UK and Europe, as consumers we increasingly interact with digital and technology-enabled payment experiences. These developments bring enormous benefits, creating faster, more convenient and more secure ways to pay. However, the success of innovation should not be measured solely by technological advancement. It should also be measured by the extent to which those innovations are accessible, inclusive and capable of meeting the needs of all customers. 
	That is why we are pleased to support this important report from UK Finance. The findings highlight the real-world challenges that many blind and partially sighted people, as well as those with other accessibility needs, continue to face when making everyday payments. The report also demonstrates that meaningful progress can be achieved when industry, accessibility organisations, retailers, manufacturers and policymakers work together towards common goals. 
	As one of the UK's leading merchant acquirers, Elavon sits at the intersection of consumers, merchants and payment technology providers. We see first-hand the pace at which payment experiences are evolving and the opportunities that innovation creates. We also recognise our responsibility to help ensure that these developments remain accessible and inclusive. Accessibility should not be viewed as a separate workstream from innovation; it should be a core design principle that informs the development, deploy
	We particularly welcome the report's focus on practical, industry-led action. Initiatives such as the UK Finance Accessible Cards Code of Practice, greater collaboration through the European Blind Union working group, and continued improvements in payment terminal accessibility demonstrate how industry can work collectively to deliver tangible benefits for customers. These initiatives align closely with our belief that partnerships are essential to achieving sustainable and scalable improvements. 
	As part of U.S. Bank, Elavon shares a commitment to creating opportunities for individuals, businesses and communities to thrive. Supporting accessible payment experiences is an important part of that commitment. We believe that financial inclusion is strengthened when consumers can make payments independently, confidently and securely, regardless of their individual circumstances or abilities. 
	We congratulate UK Finance and all stakeholders who have contributed to this work. We look forward to continuing our collaboration across the payments ecosystem to help ensure that the future of payments is not only innovative, but accessible to all. 
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	ENHANCING ACCESSIBILITY IN CARD PAYMENTS 
	1. UK Finance’s Role in Accessibility and Cards  
	Representing 300 firms, UK Finance is a centre of trust, expertise and collaboration at the heart of financial services. Championing a thriving sector and building a better society. 
	In addition to representing banking and financial services members, UK Finance is also at the heart of payments policy and market developments. UK Finance is the leading card payments trade association and has for many years set standards and coordinated innovation in the cards market – including on accessibility. 
	New innovations in bank card and card machine designs are less tactile than they used to be. Blind and partially sighted people and other people with accessibility needs are now finding it more difficult to make everyday payments. 
	Given this is an area in which there isn’t specific regulation, it is incumbent on industry to take the lead and step up to enhance accessibility. 
	Why UK Finance? 
	Industry stepping up means manufacturers, payment companies, banks, retailers, shops and service providers who take card payments must all play their part. 
	This initiative is an early example of UK Finance’s key role in delivering on HM Government’s Financial Inclusion Strategy. Our cards leadership and expertise together with our cross industry, Government, regulatory and third-sector relationships mean we are uniquely placed to drive this work. Indeed, we do so with encouragement from various HM Government departments.  
	 
	Gathering evidence 
	UK Finance has undertaken a comprehensive review of accessibility across card payments, informed by extensive engagement with consumers with lived experience, payment terminal manufacturers, payment companies, retailers, and third-sector accessibility organisations. This work follows the UK Finance 2025 Enhancing Accessibility in Card Payments Discussion Paper and builds on strong stakeholder consensus that – despite recent progress – significant barriers continue to affect blind, partially sighted and memo
	RNIB Insight 
	We are grateful for the partnership we have fostered with the Royal National Institute of Blind People (RNIB). RNIB were essential to our launch of the UK Finance Accessible Cards Code of Practice in March this year. For many years we have partnered with RNIB in setting standards for the accessible design of payment terminals. RNIB’s guidelines are incorporated in our UK Terminal Approval Standards (UKTAS) and RNIB provide accessibility checks on new devices, which we then certify as complying with the UKTA
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	In preparing this report, we drew on insight from RNIB, which conducted an informal survey of 75 people. The findings provide a sobering picture of the day-to-day challenges blind and partially sighted people face when making payments, and they reinforce the need for action. Of the 75 respondents, 49 said they could not enter their PIN on a touchscreen Chip and PIN device. When those 49 respondents were asked what they do when they cannot use such a device, the following responses were recorded (respondents
	
	
	
	 28 people (57%) would give their PIN to a trusted friend or family member 

	
	
	 10 (20%) would give their PIN to the merchant, taxi driver or waiter 

	
	
	 13 (27%) would leave their shopping 

	
	
	 23 (47%) would pay with cash  

	
	
	 30 (61%) would pay with Apple/Google Pay 


	This evidence shows that, in many circumstances, people with sight loss are left either disclosing their PIN and exposing themselves to risk, or abandoning their purchase altogether. Both are clearly unacceptable outcomes. Of the 49 RNIB respondents who had encountered a touchscreen Chip and PIN device, only two had been offered the accessibility mode in a real-world setting, and both found it difficult to use. 
	The RNIB survey was conducted online and is therefore likely to be weighted towards users who are more digitally confident. The reported 61% use of Apple Pay or Google Pay may therefore overstate the proportion of blind and partially sighted users who are willing and able to rely on smartphones for payments. As this report notes, many users either do not have a smartphone, cannot easily use one, or are reluctant to use one openly for payments because of concerns about theft. Smartphones are an important par
	[2]

	European Blind Union Insight 
	Shortly before the publication of this report, the EBU surveyed its 17 national associations and issued its report on the problems associated with payment terminal accessibility (. The EBU noted the work of the UK industry and the UK Finance standards in this area. UK Finance (and this report) are generally aligned with the EBU’s findings and is pleased to be a founding member, alongside RNIB, of the EBU’s working group on payment terminal accessibility.  
	EBU Position Paper)
	EBU Position Paper)


	What problems did we find? 
	Stakeholder evidence identified several recurring challenges, including: 
	
	
	
	 the rapid shift toward touchscreen-only terminals 

	
	
	 inconsistent or difficult to activate accessibility modes 

	
	
	 declining availability of physical PIN-pads 

	
	
	 lack of standardisation across touch screen devices 

	
	
	 limited awareness and training among retail staff 

	
	
	 some devices randomise the PIN-pad layout making them inaccessible to blind or partially sighted users 

	
	
	 additional steps before the payment flow do not always have an accessible alternative (such as donations, tips or extra questions) 

	
	
	 challenges with mini-readers and unattended terminals (especially touchscreen chip and PIN devices integrated into touchscreen kiosks) 


	
	
	
	 ongoing difficulties with flat card legibility and tactile identification. 


	Although many modern payment devices include accessibility features for people with sight loss, these features are often hidden, poorly understood or not activated at the point of use. They frequently depend on instructions, training and familiarity. Users who already understand screen-reader gestures or actions such as swiping and double tapping may be better equipped, but many people do not. The result is exclusion at the point of payment, with customers disclosing PINs, compromising privacy and security,
	 
	2. Executive Summary 
	This report sets out a series of practical, evidence-driven recommendations intended to address these issues across the entire card payments ecosystem. These include maintaining momentum on the UK Finance Accessible Cards Code of Practice, collaborating with the newly convened European Blind Union working group on terminal standards, enhancing minimum terminal accessibility requirements, preserving consumer choice through continued access to physical PIN-pads, and improving industry-wide training and mercha
	A central theme of the recommendations is the need for consistent, simple activation of accessibility features on touchscreen terminals. Potential approaches include a standardised on-screen icon, a defined location to tap, gesture-based activation, voice-based activation, or a tactile button on the side of the device. The report also identifies universal headphone-jack support, with a standardised format, as an important enabler of accessible audio interaction. 
	The report also highlights that existing accessibility features are rarely understood or consistently used. It therefore proposes a cross-industry approach covering universal training, device-specific modules, staff scripts and shared awareness activity led jointly by payment companies, manufacturers and the third sector. In time, banks could also provide standardised customer-facing information through their own channels. 
	Finally, the report includes an annex setting out the possible scope of a Card Payments Code of Practice. This illustrates the type of practical guidance that could help retailers and payment providers implement more accessible payment journeys in a consistent and scalable way. It covers areas such as terminal availability, staff training, customer privacy, in-store accessible information and alignment with the UK Finance Accessible Cards Code of Practice. UK Finance will continue to engage stakeholders on 
	forward, and would welcome leadership from the retail community in developing or co-owning that work. 

	It is encouraging that manufacturers appear to be responding to the European Accessibility Act, and that some are participating in the European Blind Union’s (EBU) working group on terminal accessibility. We encourage all manufacturers to engage with the EBU in developing effective standards and designs. Neither the payments sector nor the retail sector designs payment terminals directly, but their purchasing decisions can reward and incentivise manufacturers that adopt recognised accessibility standards. 
	Together, these recommendations aim to reduce fragmentation, improve consistency, and deliver meaningful improvements in independence and confidence for customers with accessibility needs across the UK’s card payment ecosystem. 
	 
	3. Introduction 
	This report sets out UK Finance’s recommendations in response to the evidence gathered over recent years and through our 2025 discussion paper. It aims to support a coordinated and practical approach across the payments ecosystem, balancing user needs, industry feasibility, and the rapid pace of technological change. 
	Report Structure 
	To support clarity and implementation, the report is structured as follows: 
	1.
	1.
	1.
	 UK Finance Recommendations 
	o
	o
	o
	 Actions relating to card design and the new Accessible Cards Code of Practice. 

	o
	o
	 Recommendations for terminal accessibility, including partnership with the new EBU working group, enhancements to minimum standards, and preservation of consumer choice. 

	o
	o
	 Recommendations for industry-wide training, awareness, and merchant consistency. 





	  
	2.
	2.
	2.
	 Major Problem Statements 
	o
	o
	o
	 A summary of the key accessibility barriers identified through the 2025 discussion paper and subsequent industry engagement, grouped into thematic problem areas. 




	3.
	3.
	 Annex 
	o
	o
	o
	 A scope of a potential Industry Code of Practice for Accessible Card Payments, intended to support retailers and payment companies in improving accessibility in a practical and consistent way. It is included to stimulate discussion and encourage broad participation across relevant sectors. 





	This structure ensures the report moves from strategic context, to evidence, to actionable recommendations—supporting all stakeholders in delivering meaningful, system-wide improvements to card payment accessibility. 
	 
	4. Recommendations  
	UK Finance has undertaken a comprehensive review of accessibility issues across card payments, informed by industry, manufacturers, the third sector (RNIB, NFBUK, Scope, EBU), regulators, merchants, and lived-experience evidence. Based on this analysis and the broad support to our discussion paper, UK Finance makes the following recommendations. 
	4.1 Card Design 
	4.1.1 Maintain the new Code of Practice for Accessible Cards 
	We confirm that the sector has now issued the UK Finance Accessible Cards Code of Practice – link . This represents a world-leading standard for flat printed cards and is a major achievement. 
	here
	here


	
	
	
	 We do not propose further prioritised activity on card design at this stage. 

	
	
	 Firms should continue to adopt the Code voluntarily and at pace. 

	
	
	 Issuers may run down existing accessible card stock to avoid unnecessary waste and customers can ask for a new card that follows the Code as soon as that issuer has them available. 


	4.1.2 Acknowledge areas requiring future work 
	Although the Code represents substantial progress, several design issues require acknowledgement for future exploration: 
	
	
	
	 Personalisation options (fonts, colours, braille, tactile indicators) may increasingly be required on an individual basis. We understand that RNIB is trialling bespoke personalisation options which banks may be able to adopt. These include shapes and braille. 

	
	
	 The industry did not reach consensus on tactile methods to distinguish joint from sole accounts, nor on tactile markers indicating bank or issuer identity. Some firms have developed solutions, but there is currently no common industry approach. This could be explored further once issuers have migrated more of their portfolios onto cards that follow the Code. 

	
	
	 Further work may be needed as new technologies, regulatory expectations and lived-experience feedback evolve. 

	
	
	 Assessing emerging technologies: technologies that address accessibility by design, rather than through workarounds, are beginning to emerge. Biometric fingerprint cards could offer a dignified and independent alternative to PIN entry, particularly for blind and partially sighted people and for those with dexterity or memory challenges. However, they will need to become both cost-effective and accessible, including through clear tactile indicators to guide fingerprint placement. Voice cards may also offer 

	
	
	 Significant challenges remain. These include meeting card-security and certification requirements, securing supplier support, integrating solutions into issuers’ core technology and customer-facing apps, and determining appropriate enrolment models. Firms will need to decide whether innovative cards should be offered universally, potentially for a fee, or targeted at customers most likely to benefit, taking into account the higher costs involved. 

	
	
	 Ultimately, each issuer will need to determine its own go-to-market approach. As these technologies mature, firms may also need to revisit what constitutes a reasonable adjustment on a firm-by-firm basis, supported by clear and transparent enrolment criteria. See 4.3.4 below. 


	  
	4.2 Terminal Accessibility & Industry Approach 
	4.2.1 Participate in the new European Blind Union (EBU) Terminal Accessibility Working Group 
	The recommendations below set out a number of practical improvements that could strengthen terminal accessibility. Those recommendations address what should change. This section addresses how UK Finance should help bring those changes about. 
	The UK card market has historically been a leader in card usage, innovation and accessibility. Through UK Finance, its members and long-standing partnerships with RNIB and terminal manufacturers, the UK has played an important role in shaping accessible terminal standards and trustmarks. More recently, however, the European market has also matured significantly. Accessibility issues have gained greater prominence at EU level, and payment terminals are now affected by the European Accessibility Act following
	The UK and EU card-terminal markets are closely aligned in technological terms and share much of the same supply chain. If the UK were to enhance standards in isolation, and in ways that diverged from EU developments, manufacturers might prioritise the larger EU market. That could make UK-only requirements less attractive commercially and risk increasing costs or slowing delivery in the UK. 
	UK Finance recognises these developments and acknowledges that better outcomes could be achieved by partnering with relevant organisations at the EU level. 
	UK Finance is pleased to report that the European Blind Union has recently convened a new pan-European working group that brings together: 
	
	
	
	 Terminal manufacturers 

	
	
	 Payment companies 

	
	
	 Third sector organisations 

	
	
	 UK and EU market actors. 


	  
	UK Finance is further pleased to report that the EBU recognises the UK track record on accessibility and has invited UK Finance and RNIB as active members of the working group. This development supports: 
	
	
	
	 the creation of one common solution for both the UK and EU, minimising divergence and complexity for manufacturers. 

	
	
	 avoiding UK-specific terminal standards at this stage so as to prevent fragmentation, inconsistency and delays in delivery. 


	Early discussions have also raised the question of future trustmarks, including whether a model similar to UK Finance certification under UKTAS should exist at a wider European level. Over time, industry in the UK and Europe will need to consider how accessibility standards are recognised, who provides assurance, and how any approval process is funded and governed. In the longer term, an important ambition would be to see accessibility requirements reflected in globally recognised standards and approval reg
	4.2.2 Enhancements of UK Terminal Approval Standards? 
	The UK Finance Terminal Approval Standards (UKTAS) provide a testing regime and trustmark that purchasers of terminals can rely on, with additional security checks carried out on devices and, where appropriate, RNIB accessibility approval for touchscreen devices. We believe these standards remain among the most advanced and detailed globally. In light of the European Accessibility Act and the establishment of the EBU working group, UK Finance recommends that no immediate accessibility enhancements are made 
	The remainder of this report focuses on the substantive enhancements that could improve the accessibility of touchscreen terminals and that UK Finance will feed into the EBU working group. 
	  
	4.2.3 Enhancing Accessibility Standards 
	UK Finance reports that industry feedback strongly supports raising minimum requirements for terminal accessibility in several areas, while continuing to preserve scope for innovation. The aim should be to set clear expectations without becoming overly prescriptive. 
	Industry feedback overwhelmingly favours industry-led solutions without new UK legislation. RNIB’s response to our discussion paper argued for a legislative approach. The position set out in this report is more hybrid in nature: the UK can benefit from the European Accessibility Act, without that legislation applying directly in the UK, by participating actively in the EBU working group and by adopting the recommendations and standards that emerge from it where appropriate. 
	As matters stand today, several months before any formal output from the EBU working group, UK Finance recommends the following future enhancements to minimum requirements. It would be commercially unrealistic to expect these enhancements to apply retrospectively to terminals already in the market or already manufactured. They are therefore forward-looking recommendations for the design and manufacture of new terminals. 
	A) Audio playback 
	All payment terminals, including those with physical PIN-pads, should be capable by default of providing audio prompts for the basic interaction between the customer and the terminal. Terminals should be able to speak out: 
	
	
	
	 the total amount due and currency, helping to avoid mistakes or misunderstandings, including in journeys that involve tipping or donations. 

	
	
	 for the contactless journey: 
	o
	o
	o
	 whether the payment has been accepted or declined 

	o
	o
	 if a PIN is required, guidance to move into the PIN-entry journey. 




	
	
	 for the PIN-entry journey: 
	o
	o
	o
	 a clear explanation of the steps the customer needs to follow 

	o
	o
	 a prompt to enter the PIN, with confirmation that each digit has been entered successfully 

	o
	o
	 where relevant, a message that the PIN was incorrect and that it should be re-entered 

	o
	o
	 whether the payment has been accepted or declined. 





	Where payment journeys include a tip or donation stage, these prompts should also be incorporated into the audio functionality. 
	UKTAS already recommends audio support, but UK Finance considers that future standards should elevate audio feedback so that it forms a more central part of the trustmark process. The detail of those requirements will need further work with industry, manufacturers and disability organisations, including RNIB, the Royal National Institute for Deaf People and, importantly, the EBU working group. 
	One issue that will need careful consideration is privacy. Some consumers, whether or not they have accessibility needs, may not want the transaction amount or a decline message to be spoken aloud. A model in which audio output is available as an accessible option may therefore be preferable for the wider market, although any method of activating that option must itself be accessible to blind and partially sighted customers.  
	B) Accessibility modes  
	Many terminals already include accessibility modes that follow UKTAS, and these work well for many users, although some still find them difficult to use. UK Finance does not recommend that every terminal should replicate the same end-to-end journey in every detail, as that could unduly restrict innovation. However, this needs to be balanced against the benefits of consistency, familiarity and trust. The highest priority for standardisation should therefore be how an accessibility journey begins across all f
	In practice, this is likely to mean a common way for customers to access accessibility features across terminals, supported by a common icon and a recognisable interaction model. Possible approaches could include gesture-based activation, such as repeated taps or a top-to-bottom swipe, a voice command such as “open accessibility mode”, or activation triggered by inserting or connecting a compatible interface such as headphones. 
	Although this report is primarily focused on new terminals, thought should also be given to what improvements could be delivered through software updates rather than hardware replacement. That could allow existing machines to be retrofitted and reduce the need for merchants to wait for their next replacement cycle, helping to manage costs. 
	Customers should be able to operate accessibility modes independently. Equally, they should be entitled to expect that retail staff can assist with activation where the customer wants that support. 
	The examples above are illustrative only. The precise standardised methods, which may include icon design, button location, gestures, voice commands or NFC markers, should be developed through the EBU working group. 
	UKTAS already recommends that touchscreens include tactile “stencils” on the casing to help users orient themselves to the position of the on-screen PIN digits. UK Finance understands that these are not always present in practice and recommends that future standards reinforce this requirement. In Spain, CaixaBank has adopted ONCE’s approach of applying tactile markers to the screen itself as part of the manufacturing process. Some industry participants have raised concerns that fixed tactile markers may cre
	Ideally, all new payment terminals should support a headphone jack so that audio prompts can be heard more easily in busy or noisy environments. This is another area for the EBU working group to consider, including what form of jack should be supported, for example USB-C. Such functionality may also support future innovation in accessible PIN entry. 
	One member highlighted the importance of end-to-end thinking. Accessibility features are often considered in isolation, whereas there is an opportunity to combine hardware and software into a broader, more coherent solution. The hardware interface (for example a headphone jack, USB-C connection or equivalent signal) and the software response (for example a gesture, tap pattern or automatic device pairing) together form the activation layer for accessibility. That layer is currently fragmented across devices
	C) SoftPOS 
	“SoftPOS” or “COTS” (commercial off the shelf) generally refers to tap-on-phone or tap-to-pay functionality on a merchant’s smartphone device. This is a relatively recent innovation that allows a merchant, typically a market trader or taxi driver, but increasingly also larger stores using roaming or “queue-busting” models, to install an app from their payment services provider that uses the smartphone’s NFC chip to 
	accept payments. UKTAS includes provision for these software-based methods, but UK Finance has not yet received any requests for UKTAS approval. One issue to explore is whether the security requirements associated with UK Finance approval are inhibiting take-up, and whether accessibility elements might in future benefit from a separate approval layer distinct from the core security approval process. 

	D) Preserve consumer choice – physical PIN-pads must remain available 
	Touchscreen terminals have evolved into powerful business tools, offering functionality well beyond payment acceptance. They can operate much like tablets, allowing merchants to manage bookings, take detailed orders, particularly in hospitality, and integrate with till and software applications. They are therefore likely to remain a significant and growing part of the market. UK Finance does not currently hold data showing the full split between touchscreen devices and physical PIN-pad devices, but UKTAS ap
	 
	Figure
	Source: UK Finance Data: showing the year, starting at 2005 on the bottom axis and number of new devices on the vertical axis 
	Improving the accessibility of touchscreens is essential. For the time being, however, a physical PIN-pad device is generally likely to remain a more accessible option for many customers, and it is therefore important that customers continue to have access to one. Many large retailers and supermarkets still operate physical PIN-pad machines and should be commended for doing so. It is important that they continue to do so. Retailers that have switched to touchscreens, or are considering doing so, should cons
	SME merchants typically lease their terminals from their payments provider, whereas larger retailers tend to procure terminals directly from manufacturers. In the SME market, the payments provider therefore has an important role to play in accessibility. That provider may be a merchant acquirer, which handles card payments and settlement, or a payment facilitator that works with SMEs through arrangements with an acquirer. 
	In the SME market, merchant acquirers and payment facilitators often market upgraded terminals to merchants or provide a new model at the end of a lease term, sometimes with limited explanation of the accessibility implications. These firms are not responsible for terminal design or for training retail staff directly, but they do have an important role in ensuring that merchants understand the accessibility implications of their choices. That includes helping merchants consider the benefits of physical PIN-
	UK Finance recommends that, whenever new terminals are marketed to SMEs, merchants should be offered the option of a physical PIN-pad device. Only RNIB-approved devices should be marketed to SMEs. Where an SME chooses a touchscreen, the payment company leasing that device should provide the manufacturer’s full training materials and make them available through its website or merchant portal. This assumes, of course, that manufacturers have developed those materials. 
	  
	E) Improve training, awareness and consistency  
	A recurring theme in UK Finance’s work on touchscreen terminals is that existing accessibility features are rarely understood, rarely used and often unknown to customers and staff. Many devices already have useful accessibility modes, but the investment made in developing them is not yet delivering the accessibility outcomes required. In addition, some PIN-entry methods rely on audible cues that cannot always be heard in busy environments. 
	UK Finance therefore recommends: 
	
	
	
	 Development of a cross-industry training platform (with RNIB and EBU involvement) including:  
	o
	o
	o
	 A universal training video (with accessible versions) 

	o
	o
	 Short device-specific modules 

	o
	o
	 Staff scripts and troubleshooting guidance 

	o
	o
	 Accessibility quick-reference materials 




	
	
	 A coordinated campaign where banks, payment companies, manufacturers, the third sector and merchants jointly promote the existence of accessibility features. 

	
	
	 Training should explicitly cover how to activate accessibility modes on touchscreens, including gesture-based activation and audio mode. These materials should reinforce that the merchant has legal obligations to offer reasonable adjustments where necessary. 

	
	
	 The manufacturers will be responsible for the core materials that can be distributed by the relevant stakeholders. 


	Timing 
	There is a need for this information to begin reaching the market now. However, wider information campaigns are likely to be more effective once greater standardisation exists in how accessibility modes are activated. UK Finance will therefore support the EBU working group and advocate for an information and awareness campaign to form part of its output. 
	  
	F) Retailers  
	Retailers have a critical role to play because they operate the point of interaction between the customer and the payment device. UK Finance recommends that larger retailers, to be defined, should retain at least one physical PIN-pad machine as a minimum, and where multiple payment devices are in use, should retain more than one. The code principles appended to this report could help define those expectations. UK Finance also recommends that the retail sector develops a code of practice or guidance covering
	
	
	
	 maintaining access to physical PIN-pad machines for as long as necessary 

	
	
	 training of staff and assistance to customers with accessible needs in making payments 

	
	
	 availability of assistance materials online and in store such as Accessible QR codes. 


	In the longer term, if touchscreen devices develop to a point where users find that they match or exceed the accessibility of physical PIN-pads, any such code would need to remain flexible enough to reflect that progress. 
	G) Promote independence and privacy 
	Every accessibility solution should reinforce customers’ ability to: 
	
	
	
	 Pay independently 

	
	
	 Enter a PIN privately 

	
	
	 Avoid revealing confidential data to staff or companions. 


	4.3 Re-thinking Chip and PIN (new technologies) 
	4.3.1 PIN problems 
	Chip and PIN payments are trusted worldwide by consumers and merchants, and they are supported by clear liability rules. If the correct PIN is entered, the card issuer will usually bear liability for fraud committed by the person using the card. However, if the cardholder discloses their PIN, responsibility may shift. As noted above, PIN entry on touchscreens creates significant difficulties for many blind and partially sighted people. They may therefore be forced to choose between abandoning a purchase or 
	exposing themselves to financial and potentially physical risk. That is not a satisfactory position. At present there does not appear to be a widely available alternative, other than biometric identification through Apple Pay or Google Pay. Smartphone solutions should not be treated as a panacea: not all blind or partially sighted customers have access to a smartphone, or the confidence and capability to use one, and some who do use smartphones are understandably reluctant to do so openly for payments becau

	4.3.2 Chip and PIN risks 
	Chip and PIN also presents other risks, such as other customers observing someone enter their PIN, or a blind customer being forced to speak it aloud because no private alternative is available. Ideas to improve accessibility at the point of PIN entry are often met with security concerns. Those concerns apply not only to the security of the individual card being used, but also more broadly. A workaround developed for one group of users at terminal level may create vulnerabilities that could be exploited acr
	4.3.3 Workarounds  
	UK Finance has received a range of ideas for alternative PIN-entry methods, but many raise security concerns. In practice, some customers end up speaking their PIN aloud, and the question then becomes a broader policy issue. Is it acceptable to leave blind and partially sighted customers facing indignity, loss of independence and financial risk because no workable alternative exists? In reality, the card industry already bears some degree of risk acceptance because this behaviour is known to occur. UK Finan
	4.3.4 Biometric cards 
	Biometric authentication—through either biometric cards or biometric-enabled terminals—is one of the most promising areas of innovation. These solutions remove the need for PIN entry by relying on fingerprint verification, which can satisfy secure-authentication regulatory requirements. Beyond simplifying the payment process, biometric authentication could also strengthen independence, privacy and security for users. 
	In practical terms, biometric cards could reduce the need for customers to disclose their PIN to a trusted friend or family member. That, in turn, could help reduce the risk of fraud, misuse, or financial abuse by people close to the cardholder. Because the fingerprint is stored on the card itself – not on a bank platform, payment terminal 
	or merchant system – this model may also offer stronger privacy protections. The market is still at an early stage, but products are beginning to emerge. 

	Key implementation issues 
	Several issues would need to be resolved before biometric cards could be rolled out at scale. For blind and partially sighted users, the fingerprint sensor on the card would need to be identifiable by touch; early examples lacked this feature and were therefore inaccessible. 
	The market would also need workable delivery models. In some cases, biometric cards may operate through a digital-wallet structure, where funds are transferred into an e-money account and then spent using the card. That would require accessible journeys both on the banking side, to move funds, and on the wallet side, to load and spend them. Another model would be for mainstream issuers to offer biometric cards directly on current accounts as a replacement for a standard Chip and PIN card. 
	Although the underlying technology exists, large-scale rollout will not be straightforward. Banks operate in a highly regulated environment and depend heavily on third-party providers, so widespread adoption could require substantial testing, security assurance and supplier integration. 
	Why adoption remains limited 
	The encouraging point is that the technology is already available. The card industry has developed technical and security standards, and biometric cards have been issued successfully in several countries, most notably by BNP Paribas in France. The question, then, is why biometric cards are not yet widely available in the UK. 
	The immediate barriers do not appear to be purely technological or security-related. Early trials tended to assess biometrics mainly as a premium product and focused on whether there was enough consumer demand to make the proposition commercially attractive. The growing use of smartphones as a payment method may also have reduced demand for biometric cards among mainstream users, especially because digital wallets offer a relatively simple, on-device registration experience without requiring a branch visit.
	Policy and enrolment considerations 
	With the UK Government’s Financial Inclusion Strategy and the wider recognition of accessibility across commerce, payments and society, the case for biometric cards is no longer only a commercial question. It is increasingly a question of whether the technology could help firms meet accessibility expectations and reasonable-adjustment obligations. 
	Because biometric cards carry a meaningful cost, firms would need to develop clear enrolment models. That includes deciding who should be eligible, whether the cards should be provided free of charge or at a cost to the customer, and how fingerprints 
	should be captured—for example in branch, through a fingerprint reader sent by post, or via a smartphone app. The industry would also need to consider whether biometric authentication should apply to all transactions or only when the contactless limit is exceeded, and whether that choice should sit with the issuer, the payment scheme, or the customer. 

	Overall, biometric cards appear to offer a credible and secure accessible-by-design solution. If workable enrolment models can be developed and costs reduced over time, they could provide the kind of practical alternative that blind and partially sighted people, as well as customers with memory-related or dexterity-related needs, have been calling for. 
	4.3.5 Other innovations 
	Voice cards are another emerging accessibility solution. They typically work by pairing the card with the user’s smartphone via Bluetooth and a dedicated app, allowing the phone to speak out the amount requested and other transaction steps. Like biometric cards, this model has the advantage that no changes to terminal hardware may be required, and more of the solution sits with the user rather than the merchant, supporting the independence principle. 
	4.4 Summary of recommendations  
	1.
	1.
	1.
	 Continue rollout of the Accessible Cards Code of Practice, allowing firms to transition existing stock and preparing for future personalisation and biometric card options.  
	o
	o
	o
	 Partner with the new European Blind Union working group to shap unified UK–EU terminal accessibility standards and avoid fragmented UK only requirements.  

	o
	o
	 Enhance minimum requirements for terminal accessibility features, including stronger audio support across all terminals and, for touchscreen terminals, standardised activation of accessibility modes, headphone-jack availability, tactile markers on the device to aid navigation to key numbers and actions and exploration of automated activation through hardware and/or NFC signals. 




	2.
	2.
	 Preserve consumer choice by ensuring physical PIN-pads remain available, particularly in larger retailers, and by encouraging SME payment providers to continue offering physical PIN-pad options alongside appropriate training for touchscreen devices. 
	o
	o
	o
	 Improve training and awareness across merchants, supported by a cross-industry platform, device-specific guidance and more consistent activation methods for accessibility features, ideally underpinned by a cross-industry code of practice. 





	3.
	3.
	3.
	 Promote customer independence and privacy, ensuring accessible payment journeys enable secure PIN entry without staff assistance. 

	4.
	4.
	 Welcome innovation – in particular, biometric or voice card options as high potential accessible by design solutions. 


	An additional point raised by RNIB is that, although cash remains highly accessible because notes and coins have strong distinguishing features, an increasing number of retailers no longer accept it. This is a wider issue for discussion with the retail and hospitality sectors, including whether it should form part of any industry code on accessibility and payments. 
	 
	5. Key Problem Statements 
	In the summer of 2025 UK Finance issued a discussion paper about accessibility in card payments covering payment cards and payment terminals. That paper summarised perceived problem statements and invited responses. This section briefly summarises the range of problems encountered by people with accessible needs who wish to make a payment by card.  
	Problem 1: Increasing Prevalence of Touchscreen Terminals Is Leading to Widespread Exclusion 
	Many blind, partially sighted and dexterity-impaired consumers now struggle to: 
	
	
	
	 Locate on-screen keypads 

	
	
	 Enter PINs 

	
	
	 Receive confirmation of amounts or transaction outcomes 

	
	
	 Identify or activate accessibility modes. 


	  
	Touchscreen only environments frequently lead to: 
	
	
	
	 Loss of independence 

	
	
	 Security compromises (e.g., revealing PINs verbally) 

	
	
	 Distress and exclusion in shops, taxis, salons, dentists and hospitality 

	
	
	 Consumers avoiding certain retailers entirely 

	
	
	 Risk of financial harm. 


	This shift represents the single largest change in payments accessibility over the last decade. 
	Problem 2: Accessibility Features Exist but are Not Known, Not Standardised, and Not Used 
	
	
	
	 PIN entry on touchscreens is often a difficult process to follow and needs training which isn’t widely available.  

	
	
	 Staff often do not know accessibility modes exist on the terminals they use. 

	
	
	 Customers have no way of knowing accessible features are available. 

	
	
	 Activation and PIN entry methods may differ between manufacturers. 

	
	
	 Icons alone are insufficient — icons cannot be used by those who cannot see them. 

	
	
	 Accessibility is frequently hidden in menus or long-press gestures that staff cannot recall. 

	
	
	 Tactile indicators/stencils on touch screens are not standardised and many devices do not have them at all. 


	The result is a system in which accessibility exists in software but often fails at the point of use. 
	Problem 3: Overlays for Touchscreens Are Not a Viable Long-Term Solution 
	Across industry feedback: 
	
	
	
	 Overlays are often lost, misaligned, or unavailable. 

	
	
	 They can introduce PCI security risks. 

	
	
	 Merchants rarely know how to use them. 

	
	
	 They are not standardised across devices. 

	
	
	 Consumers do not trust them. 


	Overlays may help in niche cases but are not a systemic solution and do not scale. 
	Problem 4: Lack of Training Across the Merchant Community 
	High turnover, part-time staff and rapid deployment of new terminals mean: 
	
	
	
	 Most frontline staff in smaller merchants lack training on any accessibility features. 

	
	
	 Staff vary widely in how they support customers, reducing consistency and dignity. 

	
	
	 Merchant support for blind and low-vision customers is often dependent on goodwill rather than process. 


	Training must become systematic, consistent and easy to deliver. 
	Problem 5: Limited Standardisation Across Terminals, Especially Touchscreens 
	Unlike physical PIN-pads (which benefit from strong legacy standards), touchscreen terminals differ widely in: 
	
	
	
	 Accessibility functionality 

	
	
	 Entry gestures 

	
	
	 Audio capabilities 

	
	
	 Haptic availability 

	
	
	 Hierarchy of information (menu structure) 

	
	
	 Headphone jack support 

	
	
	 Ability to navigate without vision. 


	Lack of standardisation increases cognitive load and prevents independence. 
	  
	Problem 6: Challenges with Mini Readers and Unattended Terminals 
	Mini readers: 
	
	
	
	 Lack tactile markers 

	
	
	 Often lack audio 

	
	
	 Are common in taxis, markets, micro-merchants 

	
	
	 Frequently force PIN entry on flat glass. 


	Unattended devices: 
	
	
	
	 Require navigation of inaccessible touch journeys to order what is needed before the payment process even begins 

	
	
	 Are increasingly common in supermarkets, train and airport travel, parcel collection, parking and hospitality 

	
	
	 Often have optional, not default, accessibility packs that are not purchased by the operator merchant. 


	In both categories, users often cannot complete transactions unaided. Now that many train operators are in public ownership, HM Government could focus more on accessibility of the kiosks and payment devices at train stations. 
	Problem 7: Card Legibility and the Transition from Embossed to Flat Cards 
	Flat cards remove tactile cues and visual designs can be compromised if accessibility is not considered at the beginning of the design stage. These factors make it harder for people to: 
	
	
	
	 Identify which card they are holding 

	
	
	 Distinguish debit vs credit 

	
	
	 Read card numbers, expiry dates and security codes (needed for telephone, postal and online purchases) 

	
	
	 Insert cards correctly into terminals. 


	Significant variability across issuers remains in-market. The Accessible Card Code seeks to address these shortcomings and UK Finance is optimistic that the Code will lead to meaningful change, with at least 80% of the UK market agreeing to adopt the Code. 
	Problem 8: No Agreed Approach to Identifying Joint Accounts or Card Issuer by Touch 
	Consumers and industry both recognised gaps: 
	
	
	
	 Many users, especially in households with multiple cards, want tactile ways to distinguish joint vs sole accounts. 

	
	
	 There is no consistent tactile method for issuer identification (i.e. telling which debit card relates to which bank). 


	These remain open questions for future review. The immediate priority is to roll out the Code, change manufacturing processes and have more accessible cards in customers’ hands as soon as possible and by no later than June 30, 2027.  
	Problem 9: Merchant Awareness and the Need for Industry-Wide Education 
	There is a strong consensus that: 
	
	
	
	 users are unaware of accessibility features on their own cards and devices 

	
	
	 merchants are unaware of the tools available 

	
	
	 awareness campaigns have been limited and unsuccessful. 


	A shared, highly visible industry programme is required. 
	Problem 10: PIN entry can be a challenge for customers with dexterity or memory issues 
	Several third-sector organisations are keen to pursue options that do not require a PIN entry at all. RNIB informed us they are working with suppliers. The Money Carer charity issued a whitepaper highlighting the groups that face challenges with PIN entry and proposed biometric cards as the solution ( ).  There is a strong consensus that security and authenticating the payer must be paramount, but the current method of relying on a 4 digit PIN can exclude those with dexterity challenges or those who cannot 
	Biometric Payment Card 
	Biometric Payment Card 
	White Paper - Appointeeship | Deputyship | Money Management for Vulnerable 
	Adults


	 
	6. Mapping of Problem Statement to Proposals 
	The table below takes the problem statements and maps them to the proposals in this paper and offers a rationale.  
	Problem statement identified 
	Problem statement identified 
	Problem statement identified 
	Problem statement identified 
	Problem statement identified 

	Proposal / recommendation 
	Proposal / recommendation 

	Status / rationale 
	Status / rationale 


	Problem statement identified 
	Problem statement identified 
	Problem statement identified 

	Proposal / recommendation 
	Proposal / recommendation 

	Status / rationale 
	Status / rationale 


	Problem statement identified 
	Problem statement identified 
	Problem statement identified 

	Proposal / recommendation 
	Proposal / recommendation 

	Status / rationale 
	Status / rationale 


	Problem statement identified 
	Problem statement identified 
	Problem statement identified 

	Proposal / recommendation 
	Proposal / recommendation 

	Status / rationale 
	Status / rationale 



	Problem 1: Increasing prevalence of touchscreen terminals is leading to widespread exclusion. 
	Problem 1: Increasing prevalence of touchscreen terminals is leading to widespread exclusion. 
	Problem 1: Increasing prevalence of touchscreen terminals is leading to widespread exclusion. 
	Problem 1: Increasing prevalence of touchscreen terminals is leading to widespread exclusion. 

	Enhance minimum terminal accessibility requirements, focusing on (i) standardised activation of accessibility modes for touchscreen terminals and (ii) improved audio / headphone-jack support (and possibly a unified specification for both (i) and (ii)); plus preserve consumer choice by retaining physical PIN-pads for so long as necessary. 
	Enhance minimum terminal accessibility requirements, focusing on (i) standardised activation of accessibility modes for touchscreen terminals and (ii) improved audio / headphone-jack support (and possibly a unified specification for both (i) and (ii)); plus preserve consumer choice by retaining physical PIN-pads for so long as necessary. 

	Progressing via recommendations 4.2.3 (standards fed into EBU working group) and 4.2(C) (preserve access to physical PIN-pads).  
	Progressing via recommendations 4.2.3 (standards fed into EBU working group) and 4.2(C) (preserve access to physical PIN-pads).  


	Problem 2: Accessibility features exist but are not known, not standardised, and not used. 
	Problem 2: Accessibility features exist but are not known, not standardised, and not used. 
	Problem 2: Accessibility features exist but are not known, not standardised, and not used. 

	Standardise how accessibility mode is started (common approach across touchscreen terminals) and develop cross-industry training and awareness (universal training video, device modules, scripts, quick references; plus coordinated campaign). Focus on independent and automated activation. 
	Standardise how accessibility mode is started (common approach across touchscreen terminals) and develop cross-industry training and awareness (universal training video, device modules, scripts, quick references; plus coordinated campaign). Focus on independent and automated activation. 

	Progressing via recommendations 4.2.3 (B) (standardised activation) and 4.2(E) (training/awareness), aligned to EBU outputs. 
	Progressing via recommendations 4.2.3 (B) (standardised activation) and 4.2(E) (training/awareness), aligned to EBU outputs. 


	Problem 3: Overlays for touchscreens are not a viable long-term solution. 
	Problem 3: Overlays for touchscreens are not a viable long-term solution. 
	Problem 3: Overlays for touchscreens are not a viable long-term solution. 

	Focus on built-in accessibility by design (standardised/automated activation, audio, tactile markers/stencils, headphone-jack support) rather than overlays. 
	Focus on built-in accessibility by design (standardised/automated activation, audio, tactile markers/stencils, headphone-jack support) rather than overlays. 

	Not progressing overlays as a proposal because evidence indicates they do not scale (lost/misaligned), create operational issues for merchants, and can introduce security concerns. Focus instead on tactile markers on the device to aid orientation to key numbers and actions. 
	Not progressing overlays as a proposal because evidence indicates they do not scale (lost/misaligned), create operational issues for merchants, and can introduce security concerns. Focus instead on tactile markers on the device to aid orientation to key numbers and actions. 


	Problem 4: Lack of training across the merchant community. 
	Problem 4: Lack of training across the merchant community. 
	Problem 4: Lack of training across the merchant community. 

	Develop a cross-industry training platform with RNIB/EBU involvement; ensure payment companies provide manufacturer training materials to SME merchants when leasing terminals; develop retailer code/guidance. 
	Develop a cross-industry training platform with RNIB/EBU involvement; ensure payment companies provide manufacturer training materials to SME merchants when leasing terminals; develop retailer code/guidance. 

	Progressing via recommendations 4.2(E) (training) and 4.2(F) / Annex Code principles. 
	Progressing via recommendations 4.2(E) (training) and 4.2(F) / Annex Code principles. 


	Problem 5: Limited standardisation across terminals, especially touchscreens. 
	Problem 5: Limited standardisation across terminals, especially touchscreens. 
	Problem 5: Limited standardisation across terminals, especially touchscreens. 

	Work through the EBU terminal accessibility working group to develop common UK–EU approaches, prioritising standardised/automated activation for accessibility modes; feed UK requirements into EBU and avoid UK-only divergence. 
	Work through the EBU terminal accessibility working group to develop common UK–EU approaches, prioritising standardised/automated activation for accessibility modes; feed UK requirements into EBU and avoid UK-only divergence. 

	Progressing via recommendations 4.2.1 and 4.2.3; explicitly not enhancing UKTAS in the immediate term (see 4.2.2) to avoid fragmentation while EBU standards develop. 
	Progressing via recommendations 4.2.1 and 4.2.3; explicitly not enhancing UKTAS in the immediate term (see 4.2.2) to avoid fragmentation while EBU standards develop. 


	Problem 6: Challenges with mini readers and unattended terminals. 
	Problem 6: Challenges with mini readers and unattended terminals. 
	Problem 6: Challenges with mini readers and unattended terminals. 

	Raise minimum requirements (audio, accessible mode activation, tactile markers and headphone-jack support) and encourage only approved solutions (including SoftPOS) to be marketed/procured; highlight role for Government focus on public-owned rail environments. 
	Raise minimum requirements (audio, accessible mode activation, tactile markers and headphone-jack support) and encourage only approved solutions (including SoftPOS) to be marketed/procured; highlight role for Government focus on public-owned rail environments. 

	Progressing through (i) 4.2.3 minimum requirements fed into EBU and (ii) 4.2.3(B) SoftPOS. Unattended kiosks: not a discrete proposal in this report beyond advocacy/signposting because the issue spans the full end-to-end kiosk journey (not only the payment device) and involves operator procurement decisions. 
	Progressing through (i) 4.2.3 minimum requirements fed into EBU and (ii) 4.2.3(B) SoftPOS. Unattended kiosks: not a discrete proposal in this report beyond advocacy/signposting because the issue spans the full end-to-end kiosk journey (not only the payment device) and involves operator procurement decisions. 


	Problem 7: Card legibility and the transition from embossed to flat cards. 
	Problem 7: Card legibility and the transition from embossed to flat cards. 
	Problem 7: Card legibility and the transition from embossed to flat cards. 

	Maintain momentum on the UK Finance Accessible Cards Code of Practice and encourage voluntary adoption at pace. 
	Maintain momentum on the UK Finance Accessible Cards Code of Practice and encourage voluntary adoption at pace. 

	Progressing via recommendation 4.1.1. No further prioritised activity proposed at this stage because the Code has recently been issued and the immediate priority is market rollout/transition. 
	Progressing via recommendation 4.1.1. No further prioritised activity proposed at this stage because the Code has recently been issued and the immediate priority is market rollout/transition. 


	Problem 8: No agreed approach to identifying joint accounts or card issuer by touch. 
	Problem 8: No agreed approach to identifying joint accounts or card issuer by touch. 
	Problem 8: No agreed approach to identifying joint accounts or card issuer by touch. 

	Acknowledge as an area for future work once portfolios migrate to Code-compliant cards; monitor RNIB personalisation trials and emerging options. 
	Acknowledge as an area for future work once portfolios migrate to Code-compliant cards; monitor RNIB personalisation trials and emerging options. 

	Not progressing a specific proposal now because industry did not reach consensus on a common tactile method; priority is rollout of Code-compliant cards first, then revisit. 
	Not progressing a specific proposal now because industry did not reach consensus on a common tactile method; priority is rollout of Code-compliant cards first, then revisit. 


	Problem 9: Merchant awareness and the need for industry-wide education. 
	Problem 9: Merchant awareness and the need for industry-wide education. 
	Problem 9: Merchant awareness and the need for industry-wide education. 

	Run a coordinated cross-industry awareness campaign (banks, payment companies, manufacturers, third sector and merchants) supported by training materials; in time, banks could provide standardised information to customers. 
	Run a coordinated cross-industry awareness campaign (banks, payment companies, manufacturers, third sector and merchants) supported by training materials; in time, banks could provide standardised information to customers. 

	Progressing via recommendation 4.2(E). Timing note: wider campaign effectiveness depends on improved standardisation of how to open accessibility modes, so campaign should align with EBU outputs. 
	Progressing via recommendation 4.2(E). Timing note: wider campaign effectiveness depends on improved standardisation of how to open accessibility modes, so campaign should align with EBU outputs. 


	Problem 10: PIN entry is challenging for some users who are blind/partially sighted, have dexterity issues or suffer from memory loss 
	Problem 10: PIN entry is challenging for some users who are blind/partially sighted, have dexterity issues or suffer from memory loss 
	Problem 10: PIN entry is challenging for some users who are blind/partially sighted, have dexterity issues or suffer from memory loss 

	Industry should take a fresh look at biometric cards and assess commercial and non commercial challenges to roll out and the need for applicable standards or practices. 
	Industry should take a fresh look at biometric cards and assess commercial and non commercial challenges to roll out and the need for applicable standards or practices. 

	UK Finance to discuss with its members in Q3, 2026. 
	UK Finance to discuss with its members in Q3, 2026. 




	 
	  
	Annex: Principles for a Cross Industry Code of Practice for Accessible Card Payments 
	 
	Note: This is a proposed set of principles illustrating what a cross-industry code could cover. It is not an issued Code and would require support across industry, including adoption by trade associations beyond UK Finance, together with any necessary updates to relevant standards. 
	Purpose 
	A Code of Practice could provide a set of voluntary, but strongly encouraged, standards that retailers, merchant acquirers, payment facilitators and terminal manufacturers can adopt to help ensure that card-payment journeys are accessible, inclusive and consistent for all customers. 
	1. Accessible Payment Devices 
	1.1 Terminal Availability 
	
	
	
	 Retailers [should/are recommended to] provide at least one physical PIN-pad device wherever reasonably practicable having regard to the size of the merchant. 

	
	
	 Where touchscreens are used, retailers should ensure that accessibility modes are available, functional, and clearly signposted. 


	[Note: the strength and duration of this requirement/recommendation will need debating with industry and accessibility groups.]  
	1.2 Terminal Approval and Procurement 
	
	
	
	 Only RNIB approved devices (or subsequent standards/approval bodies) should be procured by retailers or offered to SMEs by payment companies – or in the case of SoftPOS solutions, ensure the solution meets the requirements of the applicable standards. 

	
	
	 Payment companies should offer a physical PIN-pad option and should not automatically replace a physical PIN-pad device with a touchscreen without 

	first explaining the accessibility benefits of physical PIN-pad devices and offering that option to the merchant. 
	first explaining the accessibility benefits of physical PIN-pad devices and offering that option to the merchant. 

	
	
	 Payment companies should allow SME merchants to switch out touch screens for physical PIN-pad devices without incurring a material termination fee. 

	
	
	 Merchant acquirers who work with payment facilitators should flow down these requirements to those payment facilitators. 


	2. Staff Training and Awareness 
	2.1 Baseline Training Requirements 
	Retailers must ensure staff receive training on: 
	
	
	
	 How to activate accessibility modes (including gestures and audio modes). 

	
	
	 How to provide reasonable adjustments while maintaining customer independence and privacy. 

	
	
	 Availability of alternative terminals (e.g., physical PIN-pads). 

	
	
	 Making support available for customers with vision, dexterity, or cognitive impairments. 


	2.2 Training Materials 
	Payment providers should supply: 
	
	
	
	 Standard training modules and videos. 

	
	
	 Device specific quick reference guides. 

	
	
	 Accessible versions of all materials. 


	[Note: the expectation is that manufacturers will produce these materials and payment providers will distribute them.] 
	3. Customer Independence and Privacy 
	Retailers and payment companies should ensure: 
	
	
	
	 Customers can enter their PIN independently and without being observed. 

	
	
	 Staff interventions are guided by customer instruction, not assumption. 


	4. In-Store Information for Customers 
	Retailers should provide: 
	
	
	
	 Accessible QR codes or other accessible method linking to guidance on using accessibility features. 

	
	
	 Clear indication of where accessible terminals (e.g., physical PIN-pads) are located. 


	5. Card Accessibility 
	Retailers that offer their own payment cards should: 
	
	
	
	 Support adoption and promotion of the UK Finance Accessible Cards Code of Practice. 

	
	
	 Communicate the availability of accessible card features to customers clearly and in an accessible format. 


	Loyalty cards issued by retailers should follow the guidelines set out in the Code relating to non tactile items (such as font size, colour contrast, matte colours). Loyalty cards should not include a round, square or triangular notch, which are preserved for payment cards (but could include other tactile markings).  
	 





