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Research methodology

Copyright of Shell International B.V.

Online survey conducted in the DACH region

= 10-minute survey conducted between November-December 2022

= 3 countries: Austria, Germany and Switzerland.

Please note that these countries will be shown in alphebetical order throughout the report

Sample definition
= Survey of the general population (representative in terms of age, gender and

region) and in addition specifically of people who belong to the age group of
Gen Z (n~100 per market)

Sample size

= Total sample size n=3,310
= Austria: n=1,104

=  Germany: n=1,104

= Switzerland: n=1,102




Sample overview

A .
'_ AUStl'IO
1,104
Participants
51% 49%
Female Male
21% 31%
Gen Z Millennials
18-26 years 27-41 years
26% 20%
Gen X Boomers
42-55 years 56-75 years
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Germany

Participants

52% 48%
Female Male
21% 31%
Gen Z Millennials
18-26 years 27-41 years
26% 21%
Gen X Boomers
42-55 years 56-75 years

Q_

Switzerland

Participants

48% 52%
Female Male
17% 30%
Gen Z Millennials
18-26 years 27-41 years
26% 24%
Gen X Boomers
42-55 years 56-75 years




Glossary

The 8 following payment methods were tested in the survey to measure expectations, usage and perceived benefits of these methods.

=
Cash

@j Debit card or Credit card typing my pin number
Debit card or Credit card contactless

E] Dlgltdl wallet (e.g., bank cards saved in an app, and you hold/tap your phone over a terminal screen at checkout. See full definition in the notes)

Check-out APP (e.g., you pay with your phone, but you don’t need to hold it over a terminal screen at checkout. See full definition in the notes)

% Prepaid card payment options (payments with a previously charged credit)

i QR code payments (scanning a seller’s QR code on your phone)

@ Cryptocurrency

Copyright of Shell International B.V. Traditional cashless payment methods [l New digital payment methods (also cashless options)






Cash isn‘t completely dead yet, but it is certainly less used
®  Cash is still an indispensable payment method in the DACH region - when shopping in stores, 6 in 10 (65%) regularly pay with it
" However, nowadays people are more likely to regularly use cashless payment methods (78%) and 2 in 3 (68%) expect more
shops to go cashless in the future
= Switzerland is leading the cashless movement within the DACH region - with 3 in 4 (77%) using new digital payment methods

(see definition in the footnotes) compared to 53% in Austria and 55% in Germany

Gen Z is leading the way to new digital payment solutions, highlighting a generational divide
= The younger, the more digital - when shopping, Gen Zers are TWICE more likely (78%) to use newer digital payment options
than Boomers (44%)
=  Gen Z's preferences in payment methods seem to be reinforced by current economic climate: with 66% saying that they trust

cashless payment methods more due to the economic crisis and 75% are planning to use them more.

Executive Summary

Mobile payments may become the new popular way to pay for fuel, especially among Gen Z
® More than 2 in 3 (68%) Gen Zers use new digital payment methods to pay for fuel
® In a world where people are all about convenience, mobile payments appear to be perfectly designed for gas stations with 2 in

3 (66%) of Gen Zers saying that they are fast and 1in 2 (54%) saying that they are easy to use

By new digital payment solutions, we refer to digital wallets, checkout apps, prepaid cards, crypto or QR codes. 8
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Digital payments are set to
become mainstream, and

Switzerland is leading the way!




Strongly rooted in tradition, cash remains an essential payment
method in the DACH region

When shopping in store, in the DACH Region...

: 1%
84, Over 8in 10 expecttobe @ 90%
(o]
able to pay with cash O 71%
: 72%
“ Over 6 in 10 regularly & 73
pay with cash o
51%

) ) Q1. When shopping in store, which payment methods do you expect to have access to? Q2. How often do you use each of the following payment
Copyright of Shell International B.V.  methods when shopping in store? NET REGULARLY: Top 2 Use Often/Very Often. Base sizes: Total DACH n=3310, Germany n=1104, Austria n=1104,

Switzerland n=1102



Whilst cash isn’t completely dead yet, it is certainly on the decline,
with people shifting to cashless payment methods

g

There is a perception that the future is cashless.

When shopping in store, 2in 5 (43%) 2 in 3 (70%) 2 in 3 (68%)
(o]

/8% regularly use believe that say contactless expect more shops
cashless payment methods stores that payments in store | | to go cashless in
(NET - vs. 65% using cash) only accept cash has become the future

' g are old-fashioned the norm
- O - O - O
77%  73%  85% e O - O e O

39% 44% 46% 70% 71% 70% 68% 74% 62%

Q2. How often do you use each of the following payment methods when shopping in store? NET REGULARLY: Top 2 Use Often/Very Often. /
Copyright of Shell International B.V.

Q6. How much do you agree/disagree with the following statements? NET AGREE: Top 4. 12
Base sizes: Total DACH n=3310, Germany n=1104, Austria n=1104, Switzerland n=1102



Many stores are still falling short when it comes to offering new
payment methods

1in 3 (36%) would like to be able

to use mobile payments/a digital

wallet in more shops
(e.g., Apple Pay, PayPal Wallet)

36% - DACH Region

a
- ® O
29% 4% 37%

Q6. How much do you agree/disagree with the following statements? NET: Top 4 Agree. Base sizes: Total DACH n=3310, Germany n=1104, Austria
Copyright of Shell International B.V. n=1104, Switzerland n=1102




People want the convenience of multiple payment options, and
by not offering cashless options, stores risk losing customers

-
3 in 4 appreciate 2 in 5 say More than 1 in 3 have 1in4
if stores offer several they are annoyed behen unablet:? don’t shop in stores
payment options when they can’t pay bpurc GST_. sometning that only accept cash
because it gives hless in st ecause they wcla]re "‘;t
cashless in a store '
more flexibility cartying enotgh eds
(73% - DACH Region) (42% - DACH Region) (39% - DACH Region) (25% - DACH Region)
A A A 4
- & O - & O - & O - & O
69% 71% 78% 36% 44% 46% 35% 38% 42% 20% 25% 31%

Q6. How much do you agree/disagree with the following statements? NET: Top 4 Agree. Base sizes: Total DACH n=3310, Germany n=1104, Austria
Copyright of Shell International B.V. n=1104, Switzerland n=1102 14



Switzerland is leading the adoption of new digital payment solutions

.+, By new digital payment solutions,
)- we refer to digital wallets, checkout apps,

s prepaid cards, crypto or QR codes. ‘ ‘ ‘ ‘
dahah ah

3in 4 (77%) in Switzerland /¢

expect stores to offer new @ 99% in Germany

— 55% in Austria

digital payment solutions

3in 4 (77%) in Switzerland VS.

use new digital payment @ 99% in Germany

— 53% in Austria

solutions

For question text and base sizes, please refer to the notes section. 15



In Switzerland, the majority expect to have access to new payment
solutions when shopping in store...

% who expect to have access to the different
payment methods when shopping in store ® 6 00 O VS
PP S -
. w 95% in Austria
91%90% 3in4 (77%) in Switzerland expect to have
84% o] 9% 0 — 55% in German
779 77 77%7 497 6% access to at least one new digital payment solution 4

71%
39% 47% 42%
32%33% 289, 32%32%
189%20% 20%20%

Cash Debit/Credit card Debit/Credit card Digital wallet ~ Check-out app Prepaid card QR code Cryptocurrency
payment options payments

typing my pin contactless

New digital payment solutions

number

Austric B Germany M Switzerland

For question text and base sizes, please refer to the notes section.

Copyright of Shell International B.V.
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... and this is in line with their payment behaviours, as most use new
digital payment solutions, especially QR codes

% who use each of the following payment
methods when shopping in store

98%98%
1%

1%
|8I% il O%|

Debit/Credit card Debit/Credit card
typing my pin

Austriac W Gverméllrrp)llD °m Switzerland

Cash

contactless

Copyright of Shell International B.V.

3in 4 (77%) in Switzerland use at

least one new digital payment solutions

56%
51%
43%
40% %38%
32%36 % ) 36% e
22%26 § 23%27 % 23%
13%16 A’I
Digital wallet ~ Check-out app Prepaid card QR code Cryptocurrency
payment options payments

® O VS.

A
w 3% in Austria

55% in Germany

New digital payment solutions

For question text and base sizes, please refer to the notes section.
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The younger, the more digital

7 W
e P ‘9;} N
e e A
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Gen Z: a generation embracing new digital payment solutions

-d- By new digital payment solutions, we refer to digital wallets,

=" checkout apps, prepaid cards, crypto or QR codes.

[ IUXTRT)
PAY

8 in 10 Gen Zers use new digital

payments (78% vs. 44% of Boomers)

% using new digital payment methods (NET)

O,
78% 71%

o,
61% 549,
. . B

Total Gen Z Millenials Gen Z Boomers

The gap is bigger when it comes to frequent usage with

Gen Z 3 TIMES more likely to REGULARLY use

new digital payments than Boomers

% regularly using new digital payment methods (NET)
54%

43%

34%

Total Gen Z Millenials GenZ Boomers

For question text and base sizes, please refer to the notes section. 19



Digital wallets, prepaid cards and QR codes found their place among

Gen Z

55% 55%

52% 49%
46% 44%
557 31%
287% e 25%
I . I I )
= aro
g Digital wallet = Prepaid card Gt QR code payments

payment options

O 1in 2 Gen Zers use digital
h

wallets, prepaid cards and QR codes

Copyright of Shell International B.V.

% who use these new digital payment methods
when shopping in store

44%
40%
32%
299, 25%
12% 1%
-
[ ]
(7X)
Check-out app Cryptocurrency
W GenZ Millenials MW Gen X M Boomers

For question text and base sizes, please refer to the notes section.
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Many Gen Zers don’t shop in stores that only accept cash, and half
believe digital payment options should be made mandatory

%

GEN Z are TWICE more likely to NOT SHOP )/

in stores that only accept cash .
GEN Z are THREE TIMES more likely

to believe digital payment options

@ o O° y 29%
. 4 936 /e SHOULD BE MANDATORY
en Zers 42%
vS- in store by law
- 39%
14% (48% Gen Z say so VS. 16% of Boomers)

Boomer
s

Q6. How much do you agree/disagree with the following statements? NET AGREE: Top 4. Base sizes: Gen Z n=655, Boomers n=715, Gen Z Austria

Copyright of Shell International B.V.
n=235, Gen Z Germany n=228, Gen Z Switzerland n=192
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In Germany, 1in 2 Gen Zers would rather not watch TV or streaming

services for a year to avoid having to only use cash for the rest of their life

To avoid not being able to pay digitally for their rest of their life, 2 in 5 Gen Z would prefer to...

...not watch streaming ... have an annoying song ...look terrible in all

services / TV for one year stuck in their ear photos for one year
- ® 0 - ® 0 - ® 0

34% 46% 38% 3% 47% 42% 32% 44% 39%

Q6. How much do you agree/disagree with the following statements? NET AGREE: Top 4. Base sizes: Gen Z n=655, Gen Z Austria n=235, Gen Z

Copyright of Shell International B.V. A
Germany n=228, Gen Z Switzerland n=192
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Gen Z’s trust and usage of cashless payment methods is growing
due to the current economic situation and rising prices

Due to the economic crisis and inflation...

66%

of Gen Z say they
trust cashless payment

methods (NET*) more

-
- & 0O
59% 71% 69%

Copyright of Shell International B.V.

/5%

of Gen Z are planning

to use cashless payment—
methods (NET*) more

-
- & 0
68% 79% 77%

*Please note that it doesn’t necessarily mean they
will spend more money but that they are planning

to use them more as a payment method.

This NET is an aggregate of different cashless

payment methods, which means that 75% are

planning to use at least 1 cashless payment method

more, and 65% trust at least 1 cashless payment

method more.

The cashless payment methods included in this NET
are indicated in the footnotes as well as on the

following slide.

For question text and base sizes, please refer to the notes section.
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Contactless cards is the payment method with the highest increase in
usage among Gen Z

....who are planning to use these ....who trust these payment
Due to the economic crisis and inflation, ~ payment methods more (NET Use methods more (NET Trust
% of Gen Z... More/Use Much More) More/Trust Much More)
Cash 30% 39%
@Lj Debit/Credit card (pin number) 37% 38%
Debit/Credit card (contactless) 43% 37%

29%
Cryptocurrency 24%

Copyright of Shell International B.V. For question text and base sizes, please refer to the notes section. 24




Boomers are not completely ‘digitally shy’ and open to new
payment methods in the future

When asked if they expect to have access to new
digital payment options when they shop in store...

1% 422,

...of Boomers say “no, but would be 2 in 5 Boomers say that they would

—M to in the future not be happx making all their
a o °

- 8 O payments exclusively in cash

90% 93% 89%

Copyright of Shell International B.V. For question text and base sizes, please refer to the notes section. 25



Addressing Boomers' concerns around security could be a way to

bridge the generational mobile payment divide

GenZ

Millenials

Gen X

Boomers

Copyright of Shell International B.V.

% saying they are comfortable saving their credit card
or PayPal details on their phone

o oI} [[é

Gen Zers are TWICE more likely to be

40% . . .
comfortable saving their credit card or

PayPal details on their phone than Boomers

I -7 (40% vs. 23%)
I 237

Q9. When it comes to using mobile payment services, how comfortable are you with saving credit card details or PayPal data on your phone?
NET: Comfortable. Base sizes: Total (n=3310), Gen Z (n=655), Millennials (n=1104), Gen X (n=874), Boomers (n=715).

26



Mobile payments:
Gen Z’s new popular way

to pay for fuel?




New digital payment methods are widely considered at gas stations
and specifically popular when it comes to charging electric cars

- )

1in 2 (50%) would consider Almost 3 in 4 (71%) would

1in 2 (56%) would consider

using new digital payment consider using new digital using new digital payment
methods to pay for payment methods to

car wash services pay for electric car charging

- -
- & 0 - & 0 - & 0
45% 46% 60% 74% 66% 73% 51% 51% 65%

methods to pay for fuel

Q12. Now thinking specifically about when you pay for fuel / car wash services / electric car charging at a gas station. Which payment methods would you consider using? Base sizes:
Total DACH n=3310, Austria n=1104, Germany n=1104, Switzerland n=1102 2z



Gen Z is set to drive digital payment method adoption in gas
stations in Switzerland

— 60%

D% 2 in 3 Gen Zers (68%) would consider using new digital ; 71%
e payment methods to pay for car wash services O 73%

. - (2%

2 in 3 Gen Zers (68%) would consider using new digital ; o

payment methods to pay for electric car charging o 74

: 69%

Eﬂ 3 in 4 Gen Zers (75%) would consider using new & 74%
digital payment methods to pay for fuel © 83

) ) Q12. Now thinking specifically about when you pay for fuel / car wash services / electric car charging at a gas station. Which payment methods would
Copyright of Shell International B.V. you consider using? Base sizes: Gen Z Austria n=235, Gen Z Germany n=228, Gen Z Switzerland n=192



Among Gen Z, the usage of new digital payment options to pay for
fuel is three times higher compared to boomers

Eﬂ % of usage of the payment methods:

S - 50%
o
959, 89% g 401 859, 2 in 3 (68% NET) of Gen Z use at least — 69%
. one new digital payment solution to pay for fuel 3 76%
/2% 67% at gas stations (vs. 27% NET of Boomers)
55% 53%
46% 48%
39%
° 15°/o °
13% 9 o 13 7Z)
-
|
Cash Debit/Credit card Debit/Credit card Digital wallet =~ Check-out app  Prepaid cards QR code Cryptocurrency
typing my pin contactless payment options payments
number

B Gen Z H Boomers

QI11. How often do you use each of the following payment methods when paying for fuel at a gas station? NET: Top 3 Use. Base sizes: Total n=3,091, Gen 3,

Copyright of Shell International B.V.
Z n=613, Boomers n=650, Gen Z Austria n=219, Gen Z Germany n=217, Gen Z Switzerland n=177



Convenience and speed are the main benefits associated with
mobile payments at gas stations, specifically among Gen Z

% Top perceived benefits of using mobile payment at gas stations
(Ranked on Gen Z)

48%

42%
39% 39% °
36% 35%35%35% 34%
32%
30% I I I I I I29%

: 47% 54% 40% |

i 1 I .

: Convenient |

: o 66% :

! (NET) S7% 48% !

e I
33% L e e e T T T -

23% 24%
18% 19%
15%
”°/° 10%

o

It helps to save time No waiting time at It is easy to use It is more hygienic It is more convenient It is safer It helps me to track Guarantees special
the checkout spendings easily  offers/loyalty points
[l Total [ GenZ [l Boomers
Copyright of Shell International B.Y. ~ Q13. What do you think would be the benefits (if any) of using mobile payment methods at gas stations. NET: Has Some Benefits At Gas Stations. Base 31

sizes: DACH n=3310, Gen Z n=655, Boomers n=715
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% who expect to have access to these payment methods when
shopping in store

’ 8 in 10 (81%) Gen Zers

expect new digital payment VS. 46% of Boomers

0%
87/9

8o85%
solutions to be available

78%” 76% 8% 76% 6% 5% 7%
52%
41% 43%42%
319 35% 34983%
27% 28% 27% 0 4%
20% 18% 18% 2%
”% 13%
7%
2 /o

Cash Debit/Credit card Debit/Credit card Digital wallet ~ Check-out app ~ Prepaid cards QR code Cryptocurrency
typing my pin contactless payment options payments

New digital payment solutions

B Gen Z ® Millenials LW1gen X M Boomers

Copyright of Shell International B.V. For question text and base sizes, please refer to the notes section. 34



% who use the following payment methods when shopping in store

24792%92983%

8in 10 (78%) Gen Zers use

° 91% °R 0o
87°89788% 89989% .. .
82%81% - new digital payment solutions VS. 44% of Boomers
55% 55°/32% 499,
46% 44% 44%
) 40%
98¢, s 31% 32%
2 059, 25%
o 22%
21% 18%
12% 1%
i . i
-
Cash Debit/Credit card Debit/Credit card Digital wallet Prepaid cards QR code Check-out app  Cryptocurrency
typing my pin contactless payment options payments
W GenZ Millen?glr:?beﬁ Gen X M Boomers New dlgltCIl payment solutions

Copyright of Shell International B.V.

For question text and base sizes, please refer to the notes section. 35



68% 70%

6395576 4% oo, 62%
58%56% 55% e
| 49951% I 2%

Cash Debit/Credit card Debit/Credit card
typing my pin contactless

B GenZ Millen?clillrsnbei Gen X M Boomers

Copyright of Shell International B.V.

% who reqularly use the following payment methods in store

1in 2 (54%) Gen Zers VS.18% of

‘ Boomers
regularly use at least one new
- digital payment solutions
30% 28% 27%
24% 23%, o .
20% 19% 20% 19%
1% 12% o 12%
9% . % 10%
77 4% il 6% 5% e
i 0 N ] =
- o |-
Digital wallet ~ Check-out app ~ Prepaid cards QR code Cryptocurrency
payment options payments

New digital payment solutions

For question text and base sizes, please refer to the notes section. 36



Hygiene, convenience and speed are key benefits associated with
cashless payment methods

Debit or Credit Debit or Credit QR code

Cash . Digital wallet Check-out app Prepaid cards Cryptocurrency
card (pin number) card (contactless) payments

It is practical /

. % 0 o o % % 15%
convenient 447 I s I - /5 39% 35% 37%
tis hygienic 5% B B . BN - BN o BN BEE v« B o
tis easy to use % S v B . BN . BN ceo  EEE v oo 22%
tis fast to use 7 N . B cov B . W 0% oo 4o 29%
It is safe 30% 28% 15% 21% 19% 23% 18% 21%
It is secure for my data °

. y 40% 18% 13% 17% 17% 17% 13% 20%
privacy
It makes it easy to track o 9

mare 4 31% 18% 17% 15% 13% 18% 12% 15%
how much | spent
It is the paymerft method S 220 0% 5o, 6% 6% - 0%
most accepted in stores
It enables me to receive . o

2% | A2 I 5% B s A B s I 5« I3

rewards

i i i nefi i ith thi hl ayment method is : . .
Copyright of Shell International B.V. Perceived benefit associated with this cashless pay For question text and base sizes, please refer to the notes section. 3/

higher than the one associated with cash



Cashless payment options are expected to be widely available in
different types of stores

% of payment methods available when shopping in different types of stores (alphabetically ranked):

Debit/Credit Debit/Credit
Cash card putting card Digital wallet ~ Checkout apps  Prepaid cards QR codes
pin number contactless

Bakeries NN 7> I 33

B s | R - RPRA - RPA | IR

Beauty/cosmetics shops B - B B | A B B B B o

Coffee shops [ HNG0MN 7+ I 32 I o7 | A [ R | REA W

Gas stations to buy fuel H - | XA I ;- B | R Bl 2 B B

Gas stations to pay for B s B B T o [ RE - A | RER

car wash services

Gas stations to pay for
electric car charging

s B B s B 25 Bl - R2 - A | RED

Hairdressers NI <> QN - B s B | R | 2 - REA | A

Market stalls [ 74 | RIRA [ REA B 2o | B3A B W 2 | BEA

Restaurants / Bars / Pubs | 70> B - B o B | REA | A - R - A

Copyright of Shell International B.V. - Cashless payment methods For question text and base sizes, please refer to the notes section. 38



	Folie 1: SHELL SMARTPAY Research Results
	Folie 2: Content
	Folie 3: Methodology
	Folie 4: Research methodology
	Folie 5: Sample overview
	Folie 6: Glossary
	Folie 7: Executive Summary
	Folie 8: Executive Summary
	Folie 9: Key Findings
	Folie 10
	Folie 11: Strongly rooted in tradition, cash remains an essential payment method in the DACH region 
	Folie 12: Whilst cash isn’t completely dead yet, it is certainly on the decline, with people shifting to cashless payment methods
	Folie 13: Many stores are still falling short when it comes to offering new payment methods
	Folie 14: People want the convenience of multiple payment options, and  by not offering cashless options, stores risk losing customers
	Folie 15: Switzerland is leading the adoption of new digital payment solutions
	Folie 16: In Switzerland, the majority expect to have access to new payment solutions when shopping in store…
	Folie 17: … and this is in line with their payment behaviours, as most use new digital payment solutions, especially QR codes
	Folie 18
	Folie 19: Gen Z: a generation embracing new digital payment solutions
	Folie 20: Digital wallets, prepaid cards and QR codes found their place among Gen Z
	Folie 21: Many Gen Zers don‘t shop in stores that only accept cash, and half believe digital payment options should be made mandatory
	Folie 22: In Germany, 1 in 2 Gen Zers would rather not watch TV or streaming services for a year to avoid having to only use cash for the rest of their life
	Folie 23: Gen Z’s trust and usage of cashless payment methods is growing due to the current economic situation and rising prices 
	Folie 24: Contactless cards is the payment method with the highest increase in usage among Gen Z
	Folie 25: Boomers are not completely ‘digitally shy’ and open to new payment methods in the future
	Folie 26: Addressing Boomers' concerns around security could be a way to bridge the generational mobile payment divide
	Folie 27
	Folie 28: New digital payment methods are widely considered at gas stations and specifically popular when it comes to charging electric cars
	Folie 29: Gen Z is set to drive digital payment method adoption in gas stations in Switzerland
	Folie 30: Among Gen Z, the usage of new digital payment options to pay for fuel is three times higher compared to boomers
	Folie 31: Convenience and speed are the main benefits associated with mobile payments at gas stations, specifically among Gen Z
	Folie 32
	Folie 33: APPENDIX
	Folie 34: % who expect to have access to these payment methods when shopping in store 
	Folie 35: % who use the following payment methods when shopping in store 
	Folie 36: % who regularly use the following payment methods in store 
	Folie 37: Hygiene, convenience and speed are key benefits associated with cashless payment methods
	Folie 38: Cashless payment options are expected to be widely available in different types of stores

