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EXECUTIVE SUMMARY 
Ukraine has made notable progress in expanding 
access to financial services, driven by regulatory 
reforms, digital innovation, and targeted policy 
initiatives. The use of digital payments has expanded 
significantly over the past decade. According to the 
Global Findex database, account ownership increased 
from 53 percent to 88 percent, while the share of 
adults using digital payments rose from 48 percent 
to 83 percent between 2014 and 2024. Government 
payments are now largely digitized. Notable progress 
has been achieved in government-to-citizen services, 
led by the flagship Diia application, which provides 
more than 150 digitized public services and continues 
to expand. In December 2024, the National Bank of 
Ukraine (NBU) launched an instant payment platform. 
Moreover, work is ongoing in further aligning the legal 
framework with EU acquis.

While important progress to expand financial 
inclusion was reached, challenges remain. Ukraine 
faces a range of barriers that impact the ability to 
enhance financial inclusion. Pre-existing structural 
barriers have restricted the availability, affordability, 
and use of formal financial services, disproportionally 
impacting vulnerable groups such as rural residents, 
low-income households, and women. Russia’s invasion 
of Ukraine has brought about further financial inclusion 
challenges through the destruction of infrastructure, 
population displacement, and heightened security 
risks. Since then, efforts to maintain financial services 
infrastructure have been crucial, with alternative 
channels such as point of sale (POS) terminals, mobile 
branches and underground branches playing a central 
role. Additionally, platforms like Diia and electronic 
wallets have enhanced accessibility, particularly 
for displaced and underserved populations. The 
introduction of 100 percent deposit insurance 
coverage for individuals during martial law has 
further strengthened trust and encouraged the use of 

formal financial services during a period of heightened 
uncertainty. 

To overcome these challenges and further advance 
financial inclusion, Ukraine can build on recent progress 
by implementing a set of priority reforms. This requires a 
comprehensive agenda to modernize the retail payments 
and financial services ecosystem, supporting economic 
recovery while advancing alignment with EU integration 
objectives. Reforms should focus on strengthening 
the strategic framework through an updated cashless 
economy roadmap, modernizing and integrating 
payment systems by improving instant payments, 
implementing open banking, enabling participation 
in SEPA, expanding digital access and acceptance via 
stronger agent banking, broader deployment of POS 
terminals, ATMs, and e-wallets and the rehabilitation of 
banking access in affected areas; and the implementation 
of incentives for catalyzing digital payments among 
small and rural merchants. In addition, further reforms 
are needed to enable product innovation, simplify KYC 
requirements for populations in affected territories, and 
reinforce the regulatory framework through alignment 
with EU standards on virtual assets, data protection, 
and retail payments. Finally, the reform agenda should 
underscore the importance of strengthening financial 
consumer protection, market conduct supervision, 
and targeted financial and digital literacy programs to 
ensure safe, inclusive, and sustainable adoption of digital 
financial services. Table 1 provides a summary list of 
recommendations. 

Coordination across various public and private 
sector stakeholders is key to achieving meaningful 
progress. Implementation of these reforms will require 
close coordination among the NBU, the Government 
and Parliament, and the private sector, with actions 
sequenced across immediate, short-term, and 
medium-term horizons. 



4

Table 1 – Summary of Recommendations

Category Recommendation Responsibility Timeframe1

Strategic and 
Policy Frameworks

Cashless economy: Update the cashless economy roadmap NBU I

SEPA integration: Enable Ukraine's participation in the Single Euro 
Payment Area (SEPA)

NBU, MoF ST

Financial literacy strategic framework: Implement targeted digital 
and financial literacy activities toward the young/elderly, rural 
population as part of the existing Financial Literacy Strategy

NBU, private sector ST

Stakeholder 
Commitment and 
Coordination

Collaboration for reforms: Develop and enhance coordination across 
relevant stakeholders for the implementation of reforms 

NBU leading, with the 
participation of all 
relevant public/private 
stakeholders

Ongoing

Enabling 
Infrastructure

Instant payments: Improve instant payment system usability and 
make it ubiquitous via introducing additional services and adoption 
of unified data exchange rules

NBU ST

Credit infrastructure: strengthen credit information via enabling the 
use of alternative data sources, risk management, and value-added 
services 

NBU ST/MT

Enabling Legal 
and Regulatory 
Frameworks

Virtual assets: Introduce regulation and supervision of digital 
assets in line with EU MiCA Regulation

NBU, Rada ST

Data protection: Align the Law on Protection of Personal Data with 
the EU General Data Protection Regulation (GDPR)

GoU, Rada ST

EU retail payments acquis alignment: Continue implementing 
legal reforms in retail payments, aligning with the EU, including 
transposing EU’s PAD

NBU MOF, Rada ST/MT

Consumer Protection: Review and strengthen the financial 
consumer protection (FCP) framework and build up market conduct 
supervision

NBU ST

Access Networks

Agent banking: Strengthen the agent banking framework NBU, private sector I

Access points: Encourage nationwide expansion of POS terminals, 
ATMs, and e-wallet services, and reduce ATM usage costs NBU, private sector ST/MT

Rehabilitate access to banking in affected territories: Deploy mobile 
branches and ATMs and expand the NBU’s Power Banking network

NBU, private sector ST/MT

Product Suitability, 
Design and 
Innovation

Innovation: Support the development of innovative solutions and 
business models

NBU, associations, private 
sector

ST/MT

Instant payments: introduce new products in line with NBU’s 
additional services (to be introduced)

Private sector ST/MT

KYC requirements: Simplify identification and verification 
requirements, particularly for individuals in affected territories 

NBU, MDT, private sector I/ST

Basic accounts: introduce basic accounts in line with the EU’s 
payment accounts with basic features upon the transposition of 
EU’s PAD

Private sector ST/MT

Payment acceptance: Implement policies including targeted 
incentives, value-added services and behavioral interventions 
supporting digital payments acceptance; consider establishing an 
acceptance development fund

MoF, NBU, private sector MT

Open Banking: Implement open banking with a range of use cases NBU ST

1 I – Immediate (within 1 year), ST – Short term (within 1-2 years), MT – Medium term (within 3-5 years)
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1. INTRODUCTION 

2 According to the Ukraine 4th Rapid Damage and Needs Assessment (World Bank, 2025a), the banking sector in Ukraine has sustained an estimated 
US$21.1 million in damages, primarily affecting bank premises and equipment. This assessment is based on data from bank’s fixed assets as well 
as NBU’s bank survey on damage. The most severe damage is concentrated in regions with ongoing combat, including Kherson, Donetsk, Kharkiv, 
Luhansk, and Zaporizhzhia oblasts. State-owned banks account for 46 percent of the total damage. The total damage does not include damage caused 
to the NBU central office building in Kyiv in early 2025. 

Financial inclusion can play a critical role in 
fostering economic growth, enhancing resilience, 
and supporting reconstruction by expanding access 
to financial services for individuals and businesses. 
It complements broader financial development by 
extending to a wider population the core economic 
functions of the financial system, including producing 
information, allocating capital to productive 
uses, monitoring investments, mobilizing savings, 
facilitating risk management, and easing the exchange 
of goods and services (Levine, 2005). By broadening 
access to these functions, financial inclusion enables 
more individuals and businesses to participate in and 
benefit from these functions.

At the macroeconomic level, financial inclusion 
can influence overall economic growth, financial 
stability and income distribution. A growing body 
of research points to a positive relationship between 
financial inclusion and economic growth, noting its 
role in enhancing savings and investments, smoothing 
consumption, and reducing household and firm 
vulnerability (Sahay et al., 2015; Svirydzenka, 2016). 
Sahay et al. (2020) further emphasizes the beneficial 
effects of digital payment adoption on economic 
growth. Reliable and affordable financial services—
such as savings, credit, and insurance—empower 
people, especially the underserved, to invest in their 
futures, manage consumption more efficiently, and 
protect themselves from financial risks. This, in turn, 
supports income growth and contributes to poverty 
and inequality reduction. Research by Čihák and Sahay 
(2020) and Loukoianova et al. (2018) reinforces this, 
linking financial inclusion to improved equity outcomes 
and sustained economic growth.

At the microeconomic level, tailored financial 
services can strengthen household resilience and 
expand economic opportunities. The transition from 
cash to digital payment methods has shown significant 
economic benefits. Empirical evidence indicates that 
access to mobile money systems led to increase 
per capita consumption and poverty reduction, 
with particularly strong effects for female-headed 

households due to changes in financial behavior, such 
as greater resilience and increased savings (Suri and 
Jack, 2016). Similarly, Dusza (2016) finds that digital 
payments can be more cost-effective for recipients 
than cash. Additionally, savings mechanisms help 
households reduce reliance on debt and better manage 
economic shocks (Pomeranz and Kast, 2022).

The urgency of this work reflects Ukraine’s unique 
and pressing circumstances. The ongoing challenges 
have exacerbated pre-existing gaps in financial 
inclusion while introducing new barriers, including 
the destruction of physical infrastructure, large-scale 
population displacement, heightened security risks, and 
repeated disruptions to energy and digital networks. As 
of February 2025, 3.7 million people remain internally 
displaced and 6.9 million people have sought refuge 
abroad, underscoring the critical need to adapt the 
financial system to serve a vulnerable and underserved 
population (UNHCR, 2025). Moreover, damage to 
the banking service infrastructure,2 compounded by 
cyberattacks and energy infrastructure disruptions, 
has left significant proportions of the population 
without convenient access to essential financial 
services (World Bank, 2025a).

The assessment has three objectives: to diagnose 
the barriers to financial inclusion by analyzing the 
state of the enabling environment and the drivers for 
financial inclusion; to identify opportunities to leverage 
the rapid expansion of digital financial services and 
mobile banking for scalable inclusion gains; and 
to provide actionable short- and long-term policy 
recommendations to close inclusion gaps, particularly 
in affected areas, while supporting economic recovery, 
EU alignment, and deeper global integration. 

The scope of the assessment is guided by Ukraine’s 
strategic emphasis on digital payments, as reflected 
in the cashless agenda and ongoing discussions 
on advancing financial inclusion, particularly in 
rural and affected territories. Accordingly, the 
analysis does not seek to provide in-depth coverage 
of financial inclusion for micro, small, and medium-
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Based on the premise that financial inclusion starts with 
payments, the CPMI and the World Bank issued guidance 
on payment aspects of financial inclusion (PAFI) in 2016 
(CPMI and World Bank, 2016). The PAFI report outlines 
seven guiding principles for public and private sector 
stakeholders and includes key actions for countries 
that wish to put these principles into practice. The 
PAFI framework has been used widely as the analytical 
underpinning for designing and implementing country-
level actions and global efforts to improve access to and 
usage of transaction accounts with the goal of financial 
inclusion. 

The PAFI report defines a transaction account as an 
account provided by regulated payment service providers 
(banks or non-banks) to make and receive payments, to 

safely store value, and to serve as a gateway to other 
financial services. 

According to the PAFI framework, the three foundations 
of a sound enabling environment for financial inclusion 
include (1) public and private sector commitment; (2) legal 
and regulatory frameworks; and (3) financial and ICT 
infrastructures. Building on the enabling environment, four 
catalytic pillars drive access and usage: (4) appropriate 
product design; (5) wide-reaching access networks; (6) 
digital and financial literacy; and (7) digitalizing large-
volume, recurrent payment streams.  

In 2020, the CPMI and World Bank expanded the PAFI 
framework to include the fintech aspects, focusing on new 
technologies, new products and new access modes (CPMI 
and World Bank, 2020).

Universal access
 to and frequent usage 

of transaction accounts

Catalytic pillars – 
Drivers of access 

and usage

Transaction 
account and 

payment 
product 
design

Financial and ICT infrastructures

Legal and regulatory framework

Public and private sector commitment

Readily 
available 

access points

Awareness 
and financial 

literacy

Leveraging 
large-volume 

recurrent 
payment 
streams

Foundations – 
Critical enablers

The PAFI Framework

sized enterprises (MSMEs), but instead focuses on 
inclusion outcomes and constraints for individuals and 
households, with particular attention to payments 
and digital financial services. The assessment adapts 
the Payment Aspects of Financial Inclusion (PAFI) 
framework by the Committee for Payments and Market 
Infrastructures (CPMI) and the World Bank (2016) (Box 
1). This framework is expanded to include other aspects 
relevant for expanding the adoption and the usage of 
digital financial services (DFS), to serve as a basis for 
this report.  The assessment draws on a number of 
virtual interviews conducted with representatives from 
the NBU, Ministry of Digital Transformation, banking 
sector and the Fintech Association. These inputs were 
complemented by extensive desk research, including 
a review of existing strategies, policies, regulatory 
frameworks, and available data sources, which 

together form the basis for the findings and analysis 
presented in this report.

To capture the multifaceted nature of inclusion, 
the analysis draws on both demand- and supply-
side data. It examines key indicators such as 
account ownership at financial institutions or mobile 
money providers, the frequency and type of financial 
transactions, access to credit and insurance, and 
the availability of financial access points, including 
bank branches, ATMs, and agents. The analysis also 
considers disparities across regions and population 
groups, with a specific focus on affected and displaced 
populations. Together, these dimensions aim to provide 
a comprehensive picture of inclusion outcomes, 
barriers, and opportunities in Ukraine’s evolving 
financial landscape.

The rest of this report follows a similar structure to 
the (modified) PAFI Framework: Section 2 provides an 
overall analysis of the financial inclusion landscape in 
Ukraine. Section 3 focuses on the foundational enablers 
of the PAFI Framework including financial market 
infrastructures, ancillary infrastructures, legal and 

regulatory frameworks and enabling policies. Section 
4 analyzes drivers of access and usage, including 
availability and suitability of financial products for 
financial inclusion and access networks. Section 5 
concludes with a summary of recommendations. 

Source: CPMI and World Bank, 2016

Box 1 – Payment Aspects of Financial Inclusion
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2. ANALYSIS OF THE CURRENT FINANCIAL 
INCLUSION LANDSCAPE

2.1. ECONOMIC AND FINANCIAL SECTOR CONTEXT

Ukraine’s economy faced a sharp downturn 
following Russia’s invasion in 2022, reversing the 
recovery momentum gained after the pandemic. 
GDP had grown by 3.4 percent in 2021, signaling 
a post-COVID rebound; but the invasion triggered 
a contraction of -28.8 percent in 2022 (Figure 1), 
the largest annual decline in Ukraine’s history. It 
inflicted widespread damage to critical infrastructure, 
disrupted supply chains and forced mass migration, 
plunging the economy into crisis. In response, NBU and 
the government, with large-scale external financial 
support, implemented emergency stabilization 
measures, including monetary tightening, fiscal 
interventions, and efforts to restore disrupted supply 
chains and facilitate business relocations. These 
actions contributed to a partial GDP recovery of 5.5 
percent in 2023. However, ongoing infrastructure 
destruction and energy supply disruptions have 
constrained output, with growth slowing to 2.9 percent 
in 2024 and projected to moderate further to around 2 
percent in 2025 (World Bank, 2025b).

Ukraine’s public finances remain under significant 
strain due to increased military spending and 
reduced tax revenues. Government expenditures have 
surged by 170 percent between 2021-2023, largely 
driven by defense needs (EGOV, 2024). To cover these 
escalating costs, Ukraine has relied on international 
aid and domestic debt financing, with public debt 
levels projected to peak near 110 percent of GDP by 
2026 and potentially reaching around 130 percent 
in a prolonged scenario (IMF, 2025). High public debt 
levels risk crowding out private sector lending, limiting 
access to credit for businesses and households while 
also increasing risk exposure for financial institutions.

The ongoing situation placed renewed pressure 
on inflation, reversing years of relative stability. 
Inflation, which had been relatively stable from 2016 
to 2021, surged due to the disruption of war, reaching 
26.6 percent. To counter this, the NBU raised the key 
policy rate to 25 percent, stabilizing inflation around 
the 5 percent target by 2023 (Figure 2). This policy 
stance helped anchor inflation expectations, attract 

bank deposits, and boost private savings, contributing 
to a gradual decline in inflation throughout 2023 
and providing critical relief to the financial sector. 
Concurrently, the NBU worked to stabilize the hryvnia, 
implementing exchange rate policies (Figure 3). These 
efforts, though initially resulting in substantial reserve 
depletion, were bolstered by international financial 
support in the form of loans, grants, and emergency 
funding (Figure 4). This external assistance replenished 
reserves, enabling the NBU to sustain its exchange rate 
policies and restore confidence in the currency. However, 
inflation began rising again in 2024, driven by limited 
food supply and high production costs, particularly for 
energy and labor. In response, the NBU has maintained 
a cautious monetary stance, gradually adjusting the 
key policy rate to manage inflation expectations while 
supporting economic recovery.

Figure 1: GDP growth (annual %)

Figure 2: Inflation and Key Policy Rate (%) 

Figure 3: UAH/USD Exchange Rate
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Source: Staff estimates using NBU data Source: Staff estimates using NBU data

Source: IMF Financial Soundness Indicators Database
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Figure 4: Gross International Reserves and FX 
Interventions, in USD Billions

Despite heightened credit risk, Ukraine’s banking 
sector has shown resilience, with progress in 
nonperforming loan (NPL) reduction, credit growth, 
and rising deposits. Since February 2022, banks have 
allocated approximately US$2.6 billion for loan loss 
provisions to cover anticipated credit losses (World 
Bank, 2025a). Many businesses and individuals 
struggled to service their loans due to lost markets, lost 
and destroyed assets and reduced domestic demand, 
resulting in a temporary rise in NPLs, particularly 
concentrated in State-Owned Banks (SOBs). Despite 
this setback, efforts to reduce NPLs and strengthen the 
financial sector continued, with the NPL ratio falling to 
27 percent by June 2025 (Figure 5). Private credit has 
also rebounded from a low base, supported by lower 
interest rates and government lending initiatives, 
such as the eOselia mortgage program (Figure 6). 
Business lending has grown more slowly but remains 
primarily driven by the Affordable Loans 5-7-9% state 
program. Meanwhile, deposits have rebounded after 
a short period of withdrawals and continued to grow, 
supported by a large public wage bill and limits on 
deposit withdrawals (IMF, 2024).

Figure 5: Nonperforming Loans (in percent of total 
gross loans)

Figure 6: Credit and Deposit Dynamics in Ukraine (pct 
change, y/y)

Ukraine’s financial system remains relatively 
small and bank-dominated, with state-owned 
banks holding a significant share. In 2021, total 
assets held by deposit money banks accounted for 
30.4 percent of GDP (World Bank, 2022). While the 
number of financial institutions (FIs) has decreased 
since 2020 due to restructuring efforts (Figure 7), the 
asset base of FIs—largely concentrated in banks—
has continued to expand in recent years (Figure 8). As 
of June 2025, state-owned banks hold a significant 
portion of net assets and retail deposits, accounting 
for 52 percent and 63 percent, respectively (NBU, 
2025a). The banking sector comprises 60 banks, of 
which 7 state-owned banks (including Privatbank, the 
largest one), 14 foreign-owned banks, and 39 private 
banks. Prior to February 2022 it exhibited a relatively 
dispersed structure, with Herfindahl-Hirschman 
Index (HHI) indicators pointing to an unconcentrated 
market, particularly in terms of total and net assets. 
Overall balance-sheet concentration remained broadly 
stable; however, concentration in the retail deposit 
market increased moderately, suggesting a gradual 
reallocation of household funding toward larger banks 
rather than broad-based consolidation. Meanwhile, 
the NBFI sector remains relatively small by assets. 
In 2020, NBFI assets represented 7.9 percent of GDP, 
underscoring its limited scale (World Bank, 2022). 
Despite 693 NBFIs operating as of June 2025, their 
impact remains modest, with total assets estimated 
at UAH 344 billion. The sector includes 62 insurers, 
432 finance companies, 93 credit unions, and 105 
pawnshops (NBU,2025b).
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Figure 7: Number of FIs in Ukraine

Figure 8: FIs Total Assets (in UAH, billions)

While the sector has seen both consolidation 
and asset growth in recent years, challenges 
in deepening financial intermediation remain. 
Private credit as a percentage of GDP is still low, 
significantly below the levels of regional average 
(Figure 9). When benchmarked against countries with 
similar structural characteristics, Ukraine appears to 
underperform relative to the predicted 75th percentile. 
This benchmarking approach isolates the impact of 
structural factors by comparing a country’s financial 
development to a hypothetical peer with similar 
attributes. 

The narrow structure of Ukraine’s financial sector 
has resulted in a heavy reliance on bank financing, 
limiting the availability of alternative funding 
sources for the private sector. Compared to the Europe 
and Central Asia (ECA) region, Ukraine has negligible 
pension and mutual fund sectors, as well as small 
leasing, factoring, and insurance markets (Figure 10). 
Local stock markets have been particularly affected, 
practically ceasing to exist after the 2014–2015 crisis. 
According to the World Bank estimates, the total 
annual turnover of shares, amounting to around USD 
2.5 million (or 0.06 percent of total securities turnover 

in 2022), and corporate bonds, at approximately USD 
5.3 million (or 0.12 percent of total securities turnover 
in 2022), on local stock exchanges remains miniscule. 
Furthermore, 95 percent of total securities turnover in 
organized markets in Ukraine is dominated by state 
bonds, underscoring the limited role of private capital 
markets in the country’s financial ecosystem.

Figure 9: Private Credit (% of GDP)

Figure 10: Financial Sector Diversification

Efforts are underway to revitalize the capital 
markets. The existing challenges were exacerbated 
since February 2022, effectively freezing Ukraine’s 
capital markets and compounding pre-existing 
vulnerabilities. In this context, there have been efforts 
to reform the sector by enhancing transparency, 
strengthening the National Securities and Stock 
Market Commission (NSSMC), integrating with 
international financial systems, and improving 
regulatory standards. These reforms, if successful, 
could pave the way for revitalizing the capital market 
and enabling it to play a meaningful role in Ukraine’s 
economic development and reconstruction.

2.2. STATE OF FINANCIAL INCLUSION

Access to financial services in Ukraine has improved 
markedly over the past decade, driven in part by 
a sustained reform agenda led by the NBU and the 
rapid expansion of digital financial services. By 2024, 

88 percent of adults had an account at a bank or similar 
financial institution—a 25 percentage point increase 
since 2017, according to the Global Findex (Figure 11) 
(Klapper et al., 2025). This level of account ownership 

2,000

1,500

1,000

500

0

2020 2021 2022 2023 2024 Mar-25 Jun-25

Banks
Insurers
Finance companies
LE-lessors*
Credit unions
Pawnshops

4,500

4,000

3,500

3,000

2,500

2,000

1,500

1,000

500

0

2020 2021 2022 2023 2024 Mar-25 Jun-25

Banks
Insurers
Finance
companies
Credit unions
Pawnshops

Source: NBU

Source: FinStats Database, staff estimates

Source: NBU 

Source: FinStats Database, staff estimates

70

60

50

40

30

20

10

0

2020201920182017201620152014 2021 2022 2023

Ukraine
ECA Average
Expected 
75th percentile

ECA Median 2021
Ukraine 2023

Leasing

Mutual Funds*

Pension Funds

Insurance companiesFactoring**

1.7

0.3

5.4

0.1

3.9

1.1
1.2 0.1

0.6

Share to GDP, %
6.0
5.0
4.0
3.0
2.0
1.0



10

places Ukraine broadly in line with several regional 
peers, such as Poland and Hungary, where penetration 
rates range between 86 and 87 percent, but below the 
Baltic and some EU member states where account 
ownership exceeds 95 percent (Figure 12). Despite these 
gains, around 4 million adults remain unbanked—the 
majority of whom are women (67 percent), individuals 
with secondary or higher education (85 percent), those 
outside of the labor force (57 percent), and residents of 
urban areas (54 percent)—underscoring that barriers 
to account ownership persist even among relatively 
educated and urban populations.

Despite the overall expansion of account ownership, 
disparities across population groups remain. The 
gender gap in account ownership widened slightly, 
reaching 8 percentage points in 2024, up from 6 
percentage points in 2021 and 4 percentage points 
in 2017. This gap contrasts with regional peers where 
account ownership is nearly gender-neutral, suggesting 
continued scope to strengthen women’s financial 
inclusion. At the same time, other gaps have narrowed 
substantially. The education gap declined sharply—
from 40 percentage points in 2021 to just 4 percentage 
points in 2024—as account ownership among adults 
with primary education or less rose to 84 percent. 
Similarly, the labor force gap fell from 24 percentage 
points in 2011 to 8 percentage points in 2024, reflecting 
sustained progress in extending access beyond those 
in formal employment. By contrast, income-related 
disparities have proven more persistent: in 2024, adults 
in the poorest 40 percent of households were still 10 
percentage points less likely to hold an account than 
the richest 60 percent in 2024. Urban-rural differences 
were minimal, with rural residents slightly more likely 
than urban residents to own an account, suggesting 
that geographic constraints to account ownership 
have largely been overcome. 

Figure 11: Adults with an account (%, age 15+), Ukraine

Figure 12: Adults with an account, 2024 (%, age 15+)

Effective inclusion requires account holders to 
actively use their accounts and to utilize a broader 
range of products and services such as savings, 
credit, and insurance. In Ukraine, usage indicators 
point to a rapid shift toward digital payments. 
According to the latest Global Findex data, 83 percent 
of adults made or received a digital payment in 2024, 
up from 48 percent in 2014, a gain of 35 percentage 
points (Figure 13). This expansion has been supported 
by growing access to payment instruments, for 
example, debit card ownership rose to 82 percent of 
adults in 2024 compared to 70 percent in 2021. Digital 
merchant payments have also continued to expand 
rapidly, increasing from 59 percent of adults in 2021 to 
74 percent in 2024. By contrast, access to and use of 
credit cards has remained relatively stable. In 2024, 41 
percent of adults owned a credit card, a slight increase 
since 2021, while only 27 percent reported using one. 
Among those who did use credit cards, repayment 
behavior improved, with 68 percent reporting that 
they paid off their balances in full in 2024, a seven-
percentage-point increase since 2021. The intensity 
of digital payment usage is also relatively high: more 
than half of adults (54 percent) reported using a mobile 
phone or card to pay in-store on a weekly basis, with an 
additional 9 percent doing so monthly. 

Figure 13: Made or received a digital payment  
(%, age 15+), 2014 vs 2024

Source: Global Findex Database 2025

Source: Global Findex Database 2025
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Financial inclusion trends in saving and borrowing 
have diverged in recent years (Figure 14). Saving 
behavior has strengthened, with the share of adults who 
reported saving in the past year rising to 40 percent 
in 2024, 5 percentage points higher than in 2021. This 
increase was driven largely by growth in formal saving, 
which reached 21 percent, a gain of 10 percentage points 
over the same period. Despite this progress, formal 
saving in Ukraine remains well below levels observed 
in several regional peers such as Romania (26 percent) 
and, Poland and Croatia (46 percent) (Figure 15). By 
contrast, borrowing activity has eased. In 2024, 51 
percent of adults reported having borrowed in the past 
year, reflecting a decline of five percentage points since 
2021. This reduction was observed across both formal 
borrowing and borrowing from family and friends, each 
of which fell by around five percentage points, suggesting 
a broad-based contraction in borrowing rather than a 
shift between sources.  

Many Ukrainians rely on social networks and income 
for emergencies, with limited savings and minimal 
use of formal financial mechanisms. According to the 
latest Global Findex data, 36 percent of respondents 
would depend on family or friends for emergency 
funds, an uptick of 4 percentage points since 2021 
highlighting the importance of social networks in 
financial resilience (Figure 17). Around 28 percent would 
rely on their work income, showing limited financial 
preparedness for unexpected events. Only 16 percent 
of respondents had savings set aside for emergencies, 
underscoring a significant gap in financial security and 
resilience. Furthermore, formal financial mechanisms, 
such as loans from banks or private lenders, were used 
by less than 10 percent of individuals. The sale of assets 
and other sources accounted for an even smaller share, 
suggesting that many Ukrainians lack diversified 
financial safety nets. 

Figure 14: Saving or borrowing any money in the past 
year (%, age 15+)
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Figure 15: Saving at financial institutions and 
Alternative methods (%, age 15+), 2024
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Despite these challenges, most Ukrainians—76 
percent—reported that they would be able to come 
up with emergency funds within 30 days, though 
for many, this would not be easy (Figure 16). Notably, 
17 percent of respondents found it very difficult, 
while 8 percent said it would not be possible at all. 
Compared to the regional average, Ukrainians face 
greater constraints in accessing emergency funds, 
highlighting vulnerabilities in financial resilience; 
however, their performance is broadly comparable to 
the average for upper-middle income economies. These 
findings underscore the critical importance of financial 
resilience, particularly in the current context. Crises 
exacerbate economic uncertainty, disrupt livelihoods, 
and place immense pressure on household finances. In 
such times, the ability of households to access reliable 
financial resources becomes pivotal for managing 
unexpected expenses and sustaining basic needs.

Figure 16: Coming up with emergency funds in 30 days 
(%, age 15+), 2024

Figure 17: Main sources of emergency funds in 30 days 
(%, age 15+)

Source: Global Findex Database 2025

Source: Global Findex Database 2025
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2.3. BARRIERS TO FINANCIAL 
INCLUSION

Russia’s invasion of Ukraine has brought about 
specific financial inclusion challenges through 
the destruction of infrastructure, population 
displacement, and heightened security risks. 

•	 Infrastructure Destruction and Service 
Disruptions: Damage to physical banking 
infrastructure has disrupted essential services—
including cash withdrawals, deposits, and in-person 
consultations—particularly in rural and affected 
areas. Concurrently, repeated attacks on the energy 
sector have caused widespread power outages, 
severely disrupting both financial and essential 
services. These challenges have been further 
compounded by cyberattacks targeting critical 
digital and telecommunications infrastructure.

•	 Population displacement: Displacement often 
leads to the loss of identification and other 
documents required to access formal financial 
services. In response, Ukrainian banks have 
introduced measures such as extending card 
validity, mailing cards abroad, and easing access 
requirements, while the Diia app has enabled 
displaced individuals to access digital versions of 
essential legal documents.

•	 Security concerns of bank operations: Security 
concerns also affect bank operations, as financial 
institutions face risks related to transporting cash, 
securing premises, and protecting employees.

Ukraine also faces a range of structural barriers that 
impact the ability to enhance financial inclusion. 
Such barriers have long restricted the availability, 
affordability, and use of formal financial services, 
disproportionally impacting vulnerable groups such as 
rural residents, low-income households, and women. 
While these systemic challenges existed before the 
invasion, the severity and scope of these challenges 
have further intensified through the destruction 
of infrastructure, population displacement, and 
heightened security risks since then. 

2.3.1. Demand-side factors:

	Geographical disparities: Financial services 
in Ukraine are predominantly concentrated in 

urban centers, leaving rural areas significantly 
underserved. Many rural residents face long travel 
times to reach bank branches or ATMs, which 
discourages the use of formal financial services. For 
instance, the majority of Ukraine’s branch network 
is concentrated in Kyiv, Dnipropetrovsk, Lviv and 
Odesa, while regions such as Chernihiv and rural 
areas in Zaporizhzhia lack adequate coverage. 

	Informality and lack of documentation: Informality 
in employment and business activities is pervasive 
in Ukraine, limiting individuals’ ability to meet the 
formal requirements for accessing financial services, 
such as bank accounts or credit. 

	Digital divide and financial literacy: While urban 
populations have embraced digital solutions, 
rural residents and vulnerable groups (e.g. elderly, 
displaced persons) face barriers such as limited 
digital literacy, lack of access to the internet due to 
power outages (when telecommunications towers 
are not working), or non-payment of subscription 
fees, and insufficient awareness of available digital 
financial services. 

	Reliance on cash payments for everyday 
purchases: Despite progress in digital payments, 
many small businesses and consumers, especially 
in rural areas, remain heavily dependent on cash 
transactions. Many small businesses, street vendors, 
and temporary workers operate outside the formal 
economy, where cash transactions dominate. A 
long-standing culture of cash usage, particularly 
among older generations and rural communities, 
further reinforces this preference. Lack of trust in 
digital financial solutions is another barrier, as some 
citizens fear cyberattacks, hacking, or government 
surveillance, leading them to favor cash transactions. 

2.3.2. Supply-side factors:

	Regulatory, supervisory and financial 
infrastructure gaps. While planned reforms such 
as open banking and instant payments have been 
adopted, their implementation remains uneven. 
Effective implementation requires financial 
infrastructure upgrades, strong regulatory 
oversight, alignment with EU standards, and 
collaboration with market participants. Non-bank 
service providers face operational and licensing 
challenges that limit their ability to scale. 
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	Limited Product Offerings: Ukraine’s financial 
institutions often fail to provide tailored financial 
products that meet the needs of underserved 
groups. For example, rural residents, low-income 
households, and small businesses face difficulties 
accessing products like affordable credit or savings 
tools.

	Limited Competition: The financial sector in Ukraine 
remains highly concentrated, with a few large 
banks—particularly state-owned institutions—
dominating the market. In Q2 2025, state-owned 
banks (including PrivatBank) accounted for 52 
percent of net assets and 63 percent of retail 
deposits, while the top 20 banks held over 93 

percent of sector net assets. Although private and 
foreign banks have gradually expanded their share, 
the Herfindahl-Hirschman Index continues to point 
to moderate-to-high concentration, especially in 
retail deposits. This limited competition constrains 
market dynamism and the potential for greater 
innovation and lower service costs.

	Limited Innovation: Despite the rapid growth of 
fintech in Ukraine, financial institutions have been 
slow to innovate in areas like microfinance, rural 
credit, and other services that cater to vulnerable 
populations. The gap between digital innovation 
and the inclusiveness of financial services remains a 
critical issue.

3. ENABLING FACTORS FOR FINANCIAL INCLUSION

3.1. ENABLING FINANCIAL MARKET INFRASTRUCTURE

3.1.1. Payment System Infrastructure

SEP is the national electronic payment system 
owned and operated by the NBU and serves as the 
central platform for hryvnia settlements between 
banks and clients. As both system operator and 
settlement bank, the NBU ensures secure and reliable 
fund transfers, with SEP processing over 99 percent 
of Ukraine’s interbank payments, underscoring its 
systemic importance. It is classified as a real-time 
gross settlement (RTGS) system, but unlike most RTGS 
platforms, it primarily supports retail transactions, 
including consumer payments, business-to-business 
transfers, and salary batch payments. The platform 
operates on a 24/7 basis and is built on the international 
ISO 20022 standard. The current generation of the 
system (SEP-4), launched in April 2023, marked a major 
modernization of Ukraine’s payment infrastructure 
by enabling continuous, standardized processing 
of interbank payments in Ukrainian hryvnia. These 
developments also support Ukraine’s broader efforts 
to align its payment infrastructure with EU standards 
and facilitate future integration with the Single Euro 
Payments Area (SEPA). Key participants in SEP include 
the NBU, 62 Ukrainian banks, and the State Treasury 
Service of Ukraine, while two non-bank financial 
institutions access the system indirectly through 

participating banks. As of January 2025, SEP processes 
an average of 1.3 million transactions per day, with a 
total value of approximately UAH 658 billion.

The latest version of the system, SEP-4.1, introduced 
instant credit transfers, allowing funds of up to 
UAH 100,000 to be credited to recipients’ accounts 
within 10 seconds and available on a 24/7 basis. 
The introduction of instant credit transfers was 
underpinned by amendments to the Law of Ukraine 
“On Payment Services” that entered into force on 
November 8, 2024, which require all payment service 
providers offering credit transfers to support instant 
credit transfers by August 7, 2025. Instant credit 
transfers are expected to advance financial inclusion 
and offer an alternative to card-based payments for 
goods and services. Such transfers must be executed 
in accordance with the rules of the payment system 
and applicable payment services legislation. The NBU 
has outlined the responsibilities of payment service 
providers acting as both payer and payee in facilitating 
instant credit transfers, while payers retain the right 
to set limits on the number and maximum value of 
such transactions, within thresholds established by 
the NBU. The World Bank is supporting efforts to 
optimize the transmission of payment details between 
users, develop a unified user experience for instant 
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credit transfers, and explore additional services 
such as proxy-based payments and request-to-pay 
functionality.

SEP processes credit transfers exclusively in 
Ukrainian hryvnia and does not support direct 
debits or foreign currency transactions. All interbank 
payments in local currency are settled with same-day 
value, and the State Treasury Service of Ukraine relies 
on SEP to process government payments. The rules 
for participation in SEP are set out in the Instruction 
on the Interbank Money Transfers in Ukraine in 
Domestic Currency.3 At present, non-bank payment 
service providers do not participate directly in SEP 
and can only access the system indirectly through 
participating banks. However, in line with the Law on 
Payment Services and principles of equal and non-
discriminatory access, the NBU may consider allowing 
direct participation by non-bank payment service 
providers in the future, subject to objective, risk-based, 
and transparent access criteria designed to ensure the 
safety, security, and integrity of the payment system.4

The NBU also owns and operates the PROSTIR 
national card payment system, which was developed 
to enhance national security in the payment sector 
and support digitalization. Both banks and non-bank 
institutions may participate in the PROSTIR system. 
PROSTIR payment cards can be used domestically 
for payments at physical retail locations and online, 
for cash withdrawals at ATMs and POS terminals, and 
for card-to-card transfers between cards issued by 
Ukrainian providers. PROSTIR cards are accepted across 
nearly the entire payment infrastructure of Ukraine, and 
38 participants are currently connected to the system, 
including 14 systemically important banks.

International card networks remain the most 
important retail payment systems in Ukraine, 
with nearly all banks being members of Visa, 
Mastercard, or both. The NBU does not participate in 
the settlement process for international card schemes, 
which is conducted in commercial bank money through 
local settlement banks. Card payments remain the 
most widely used retail payment method in Ukraine, 
including tokenized card transactions. As of the end 

3 Approved by the NBU Board Resolution no. 16 from 13 March 2023.

4 The existing rules governing access and indirect participation are adequate to guarantee a level-playing field among all types of PSPs in the 
market, in particular since banks, as direct participants, are expected to provide fair and non-discriminatory conditions for indirect access by 
non-bank PSPs.

of the third quarter of 2024, 28 percent of all active 
cards were tokenized, reflecting the growing popularity 
of contactless payments. Card-to-card and peer-
to-peer payment solutions, including bank-based 
mobile applications, are widely used, underscoring 
the importance of promoting instant payments as 
a lower-cost, interoperable alternative aligned with 
SEPA standards.

3.1.2. Credit Infrastructure

Ukraine has private credit bureaus (PCB) that collect, 
process, and share credit information on borrowers. 
Together with the Public Credit Registry, these credit 
information systems form a core component of the 
financial infrastructure, playing a key role in financial 
inclusion by enabling access to and responsible use of 
credit. The main players include the Ukrainian Bureau 
of Credit Histories, the First Credit Bureau of Ukraine, 
and the International Bureau of Credit Histories. These 
bureaus operate under Ukrainian law and collaborate 
with a range of financial institutions, including NBFIs. 
Development of the credit information system has also 
been identified as a priority under Ukraine’s Financial 
Sector Development Strategy, reflecting its role in 
supporting responsible lending and systemic stability. 
NBU has operated the Public Credit Registry since 2018, 
centralizing borrower data for all credit transactions 
where the total liabilities of the debtor amount to UAH 
50,000 or more. The registry is designed to provide 
centralized borrower data, improve systemic risk 
management, and strengthen the financial sector. 
Both private credit bureaus and the Public Credit 
Registry contain data reported by banks and non-
bank financial institutions. Since 2020, the NBU has 
been responsible for supervising private credit bureaus, 
alongside banks and other NBFIs.

Recent trends in data requests to PCBs indicate 
a heightened focus on obtaining information 
from public registers, such as sanctions lists and 
connections to aggressor countries. The most 
sought-after value-added services provided by PCBs 
include batch processing, scoring, analytical reports, 
scoring development services, monitoring and fraud 
prevention services, and various information services.
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PCBs are increasingly leveraging a network of 42 
banks and over 200 NBFIs to acquire data. On average, 
each bank collaborates with approximately 2.5 PCBs. 
The average overall hit rate for the retail segment has 
significantly improved, reaching 89 percent compared 
to 78 percent in 2020, 70 percent in 2018, and 61 
percent in 2015. Banks estimate that the average data 
overlap with credit histories is around 75 percent, a 
notable increase from 56 percent in 2020, 53 percent in 
2018, and 47 percent in 2015. Furthermore, 88 percent of 
banks reported receiving data from more than one PCB, 
indicating a high level of data redundancy and cross-
verification among different PCBs. The Ukrainian Bureau 
of Credit Histories receives an average of over 5 million 
credit history inquiries per month.

Draft amendments to the Law of Ukraine “On 
Organization of Credit Histories Creation and 
Circulation” have been submitted to Parliament. 

5 World Bank (2023).

These draft amendments include robust measures 
to protect consumers’ rights and interests, including 
provisions for accurate reporting and dispute 
resolution mechanisms; strengthened requirements 
for data protection and security; the introduction of 
a framework for cross-border data exchange; and 
obligations for entities that acquire the right of claim 
to ensure continuity of credit histories and report 
information to the credit bureau to which the debt was 
originally transmitted. While the draft amendments 
represent significant progress, they do not yet fully 
leverage the potential of private credit bureaus. 
Remaining areas for further refinement include 
expanding access to alternative data sources, enabling 
credit bureaus to further develop value-added services 
beyond standard credit reports, clarifying data 
retention rules for positive and negative information, 
and addressing risk management gaps related to 
limited data on guarantors and collateral.

3.2. ENABLING ANCILLARY INFRASTRUCTURE

3.2.1. Connectivity Infrastructure

Internet connectivity and mobile phone ownership 
play a crucial role in enabling financial inclusion in 
Ukraine, particularly as DFS become the backbone 
of accessible and inclusive financial systems. Ukraine 
had made significant strides in expanding internet 
penetration and mobile phone usage. By 2021, internet 
penetration reached approximately 80 percent of the 
population, with widespread access in urban areas and 
growing connectivity in rural regions. Mobile phone 
ownership was similarly high, with over 90% of adults 
having access to a mobile device, creating a strong 
foundation for the adoption of DFS such as mobile 
banking, digital payments, and e-wallet solutions.

However, the ongoing situation has disrupted this 
progress, particularly in affected regions where 
damage to telecommunications infrastructure has 
led to service outages and connectivity challenges. 
Despite this, efforts to restore and expand digital 
infrastructure have continued, supported by both the 
public and private sectors. Mobile network operators 
have prioritized repairs, while initiatives like Starlink 
satellite internet have provided essential connectivity 
in remote and rural areas, enabling access to critical 
financial and communication services.

In the context of financial inclusion, the high level 
of mobile phone ownership has enabled Ukrainians 
to continue accessing financial services through 
mobile banking apps and platforms like the Diia 
app. This is particularly vital for displaced populations 
and those in areas with limited access to physical 
bank branches. Nevertheless, connectivity disparities 
remain a barrier, especially for rural communities and 
vulnerable populations. 

3.2.2. Digital Public Infrastructure

Digital public infrastructure (DPI) can play a critical 
role in accelerating inclusive digital transformation, 
including potentially having a multiplier effect on the 
gains achievable through DFS by accelerating financial 
inclusion and closing the existing gaps.5 For example, 
DPI can lower transaction costs, catalyze innovation, 
foster competition and enhance interoperability. At the 
same time, DPI can lead to more effective management 
of the risks associated with DFS. DPI also facilitates the 
development of financial products more suitable to the 
various needs of users, improving their user experience 
and convenience. It is important to also ensure the new 
risks in the financial sector which may be introduced by 
the adoption of DPI are mitigated. What constitutes 
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a DPI could vary by country context, but, in general, 
includes digital ID, digital payments, and data exchange 
in the financial sector.

In the years before the invasion, Ukraine has had 
one of the fastest growing digital sectors in Europe. 
The Ministry of Digital Transformation in Ukraine 
has been leading the efforts on digitalization. Digital 
technologies used by the government have grown 
rapidly during this period, including the Treasury’s 
update of the Integrated Financial Management 
Information System (IFMIS), and ProZorro, a new 
digital procurement system. 

Three key DPI are in place in Ukraine, including Diia (an 
ID verification and services access platform leveraging 
e-signature for authentication), the SEP fast payment 
system (described earlier), and Trembita, a data 

6  https://diia.gov.ua/news/21-mln-ukraintsiv-korystuiutsia-diieiu 

7 The NBU has implemented the NBU BankID System, a national system for remote electronic identification. BankID is commonly used for 
authentication in public services, such as the Diia app, as well as in commercial services, including access to financial services.In 2024, the NBU 
BankID System conducted 87.7 million successful electronic identifications.
[Source: https://bank.gov.ua/ua/news/all/sistema-bankid-nbu-u-2024-rotsi-kilkist-identifikatsiy-za-rik-zrosla-bilshe-nij-udvichi]

8 To ensure that Ukraine’s anti-money laundering and counter-terrorist (AML/CFT) system aligns with the EU acquis, and taking into account 
the comments provided by DG FISMA on (AML/CFT), the Cabinet of Ministers of Ukraine has developed and submitted two draft laws to the 
Verkhovna Rada of Ukraine:

	– Draft Law On Amendments to Certain Legislative Acts of Ukraine to Ensure Compliance with European Union Legislation and the Relevant 
Criteria Established by the European Payments Council for the Purpose of Ukraine’s Accession to the Single Euro Payments Area (SEPA), 
registered under registered under No. 13233

	– Draft Law On Amendments to the Code of Ukraine on Administrative Offences and the Criminal Code of Ukraine to Ensure Compliance with 
European Union Legislation and the Relevant Criteria Established by the European Payments Council for the Purpose of Ukraine’s Accession 
to the Single Euro Payments Area (SEPA), registered under  No. 13238.

sharing platform. Launched in 2020, Diia provides 
21 million users with access to over 120 government 
services via a mobile application.6 The Diia app 
includes ID storage (ID card, foreign passport, student 
card, driver's license) and document storage (vehicle 
registration certificate, vehicle insurance policy, tax 
number, migrant certificate, and COVID certificate) and 
provides digital ID and digital signature certificates 
allowing remote opening of commercial bank accounts 
and signing official documents. The Diaa app also uses 
BankID7 for identity verification to use government 
services. Trembita ensures secure data exchange 
between various decentralized government databases. 
These platforms enable integration of Ukraine’s digital 
government operations and have been of tremendous 
use in the context of the ongoing situation, and also 
contributed to the transparency and efficiency of 
service delivery.

3.3. ENABLING LEGAL AND REGULATORY FRAMEWORKS 

The legal and regulatory framework plays a crucial 
role in creating an enabling environment for financial 
inclusion. It can facilitate competition in financial 
markets, driving costs down, ensure the safety of the 
financial system by putting in place relevant measures 
for mitigating risks, fraud, and cybersecurity, and 
protect consumers of financial services. 

Recent legislative amendments and draft laws 
demonstrate Ukraine’s commitment to EU integration, 
SEPA accession, and the adoption of innovative payment 
solutions, such as electronic and digital money. These 
reforms are particularly significant given the country’s 
ongoing challenges, including geopolitical risks and 
logistical constraints and they also aim to align Ukraine’s 
system for anti-money laundering and combatting the 
financing of terrorism (AML/CFT) with the EU.8 

3.3.1. Retail payments 

Ukraine’s framework for retail payments is 
modern, comprehensive, and largely aligned with 
EU standards and international best practices, 
including the Principles for Financial Market 
Infrastructures and FATF recommendations. The 
framework is designed to support financial inclusion by 
facilitating access to transaction accounts and digital 
payment services, while ensuring robust consumer 
protection and financial stability. The NBU serves as 
the primary regulatory authority, overseeing payment 
systems, service providers, and the implementation of 
AML/CFT measures. 

A key piece of legislation is the Law on Payment 
Services. This Law has been amended several times 
since 2021 (most recently in October 2024) to reflect 

https://diia.gov.ua/news/21-mln-ukraintsiv-korystuiutsia-diieiu
https://bank.gov.ua/ua/news/all/sistema-bankid-nbu-u-2024-rotsi-kilkist-identifikatsiy-za-rik-zrosla-bilshe-nij-udvichi


17

market developments, address challenges and 
constraints, and further align the Ukrainian framework 
with the EU payments acquis. It reflects the country’s 
efforts toward EU integration9 and its potential 
inclusion in the SEPA.10 It is largely aligned with EU 
legislation, including the Second Payments Directive 
(Directive 2015/2366) and the Electronic Money 
Directive (Directive 2009/110/EC). Some provisions, 
particularly those related to open banking, take effect 
during 2025.  

The Law on Payment Services enhances financial 
inclusion by regulating both traditional and 
innovative payment services, instruments and 
means. It establishes comprehensive rules for the 
provision and operation of payment systems and 
services, sets the general principles for the issuance 
and use of electronic money and digital money issued 
by the NBU, establishes consumer protection rules, 
and defines the powers and responsibilities of the NBU 
over the payment ecosystem:

•	 Regulatory perimeter. The Law provides an 
exhaustive list of payment services and categorizes 
payment service providers, including commercial 
banks, non-bank financial institutions (NBFI), and 
electronic money issuers (see Articles 5 and 10) and 

9 Ukraine received EU candidacy status on June 23, 2022.

10 Ukraine officially expressed its interest in joining SEPA at the Sixth Eastern Partnership Summit on December 15, 2021.

11 Entities subject to simplified licensing requirements and established thresholds, an option used in other jurisdictions such as the United 
Kingdom and Poland, which is well suited to promoting a more inclusive payments market and access to more disadvantaged populations.

stipulates the rules for authorization and registration 
(including of small payment institutions)11 to ensure 
a transparent and secure payments market.

•	 Supervision and oversight. The NBU is the 
primary regulatory authority overseeing and 
supervising payment systems and payment service 
providers, it is entrusted to ensure compliance 
with authorization requirements, operational rules, 
consumer protection and overall financial stability.

•	 Electronic Money.  The Law introduces provisions 
for the issuance and use of electronic money issued 
by the NBU with the aim of expanding the range of 
products and services and, especially in the current 
scenario, diversifying, digitizing and modernizing 
the country's payment solutions. These regulations 
include consumer protection measures and clear 
rules for the operation of electronic wallets.

•	 Digital Money of the NBU. The law introduces a 
definition of the NBU’s digital money—an electronic 
form of Ukraine’s monetary unit, issued by the 
NBU. Additionally, the law establishes the general 
principles for the issuance and use of the NBU’s 
digital money in Ukraine.

Box 3 provides a list of relevant legislation reviewed for 
this assessment. 

Box 3 – Other relevant legislation reviewed for this assessment

In addition to Resolutions, Decisions, and Orders issued 
by the NBU, referenced in this report where applicable, the 
following acts were reviewed for this assessment: the Law 
on Capital Markets and Organized Commodity Markets; 
the Law on Consumer Lending; the Law on Financial 
Services and State Regulation of Financial Services 
Markets (ceased to be in force on January 1st, 2024); 
the Law on Financial Services and Financial Companies; 
the Law on Banks and Banking; the Law on Currency 
and Currency Transactions; the Law on Prevention and 
Counteraction to Laundering of Proceeds from Crime, 
Financing of Terrorism and Financing of Proliferation of 
Weapons of Mass Destruction; Regulation of the NBU 
on the implementation of financial monitoring by banks; 
Regulation of the NBU on the application of measures 

of influence by the NBU to institutions for violation of 
legislation on financial monitoring; Regulation of the 
NBU on the implementation of financial monitoring by 
institutions; Regulation of the NBU on the procedure 
for organizing and exercising supervision in the 
field of financial monitoring, currency supervision, 
supervision over the implementation and monitoring 
of the effectiveness of personal special economic and 
other restrictive measures (sanctions); the Law on the 
Antimonopoly Committee of Ukraine; and the Law on 
Protection of Personal Data.  The Ukrainian authorities 
also submitted a draft law on the circulation of virtual 
assets, which aims to at least partially transpose the 
EU’s MiCA regulation.
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3.3.2. Non-bank financial institutions

Ukraine’s financial sector has undergone major 
regulatory reforms in recent years to enable greater 
financial inclusion. In 2019, the Parliament passed 
a “split law” consolidating supervision of non-bank 
financial institutions (NBFIs) under the NBU. This 
reduced the number of regulators and transferred 
oversight of insurance, credit unions, finance 
companies, and other NBFIs to the NBU. The 2021 
Law on Financial Services and Financial Companies 
established unified principles for all financial services 
and paved the way for subsequent sector-specific laws 
updating the frameworks for payment services, credit 
unions, insurance, leasing, and other segments. These 
reforms aimed to ensure regulatory neutrality and a 
level playing field across banks and non-banks. As a 
result, the NBU now regulates both banks and non-
bank providers under a more coherent regime, which 
helps ensure similar services are governed by similar 
rules.

By law, only banks and credit unions with a standard 
license can take retail deposits. Non-bank finance 
companies cannot mobilize local savings to on-lend. 
They rely on equity or wholesale funds, which can 
be costly and limit scaling affordable credit in rural 
areas. Credit unions have a limited common bond 
(membership-based funding). As credit unions are not 
yet covered by deposit insurance, they may not be able 
to attract large volumes of savings.

Credit unions play a key role in serving rural and 
underbanked communities in Ukraine. The 2023 Law 
on Credit Unions expands the membership and services 
of credit unions, aiming for greater inclusion. It also 
allows small farms, cooperatives, micro-enterprises 
and other legal entities to become members of 
credit unions, expanding the ability of credit unions 
to serve rural areas and small businesses.12 The law 
also broadened the services credit unions can offer, 
including currency exchange and certain payment 
services in addition to traditional savings and lending. 
These changes created a level playing field for credit 
unions in offering services to underserved segments.13 
The framework enables two tiers of licenses: a 

12 NBU (2023d). 

13 WOCCU (2023).

14 The Law on Consumer Lending (2016), Amendments to the Financial Services Regulation introduced by the Law of Ukraine No. 3498-IX 
(November 2023) and the Civil Code of Ukraine (imposing limits on penalties and fines in contracts in general).

simplified license (for credit unions that only provide 
loans) and a standard license (allowing deposit-
taking from members and a wider range of services). 
Smaller credit unions can operate under the simplified 
regime with fewer requirements, whereas those taking 
members’ deposits must meet stronger capitalization 
and governance standards. The law also streamlines 
market entry: instead of separate licenses for various 
services, a credit union can operate under a single 
license covering all permitted activities. The law also 
paves the way for integrating credit unions into the 
national deposit guarantee system, however, as of 
2025, credit union deposits are still not covered by the 
Deposit Guarantee Fund.

Besides credit unions, several finance companies 
often providing microloans or payday loans have 
emerged to serve low-income borrowers. In the past, 
limited oversight resulted in microloans with annual 
interest rates exceeding 1000%, which left vulnerable 
borrowers stuck in cycles of debt. These non-bank 
lenders are supervised by the NBU and are subject to 
general consumer protection and anti-usury rules.14 
The NBU increased its enforcement efforts in early 
2023, revoking licenses from two major microcredit 
firms for abusive practices and promoting legal reforms 
to safeguard borrowers. Amendments to the Law on 
Consumer Lending (Law No. 3498-IX, 2023) introduced 
an interest rate cap on short-term consumer loans, 
limiting the effective interest to 0.8 percent per day. 
The law also empowered regulators to set minimum 
standards for underwriting, so that lenders must 
assess a borrower’s ability to repay before extending 
credit. While the interest cap protects consumers from 
extreme rates, it may also pose a barrier if it makes 
serving high-risk borrowers unprofitable – regulators 
will need to monitor impacts to ensure credit to rural 
and low-income customers is still available responsibly.

3.3.3. Financial consumer protection

The Law On Consumer Protection is in force, along 
with special laws in the field of financial services that 
include provisions dedicated to the protection of 
consumers of financial services. The Law on Consumer 
Protection applies at a high level to financial services 
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market, with additional aspects defined by the 2019 
Law On Amendments to Certain Legislative Acts of 
Ukraine Regarding the Protection of Consumers of 
Financial Services No. 122–IX. In addition, the 2019 
Law On Amendments to Certain Legislative Acts of on 
Improving the Functions of State Regulation of Financial 
Services Markets No. 79 IX (commonly known as the 
Split Law) redistributed supervisory functions in the 
financial market between the NBU and the NSSMC and 
defined their institutional capacities. This ensures that 
the NBU has the capacity and resources to better oversee 
relevant institutions, providing clarity on regulatory 
responsibilities. It allows consumers to refer potential 
violations directly to supervising bodies, making the 
complaints and redress process faster and less costly. 
The NBU has set up the Office for the Protection of 
Consumer Rights in Financial Services to handle customer 
complaints, draft legal frameworks, set transparency 
requirements, and inspect entities. The NBU published 
the Concept Paper on Protection of Consumer Rights 
in Financial Services, suggesting mandatory disclosure 
of credible information by banks and introducing ways 
to compare product prices. Between October 2021 and 
December 2024, nine regulatory acts were passed, 
establishing requirements for: 

-	 the NBU’s   supervision over compliance by 
supervised entities with Ukrainian legislation on the 
protection of consumers of financial services and 
limited payment services, as well as requirements 
for interaction with consumers in the process of 
settling overdue debt

-	 disclosure of consumer credit services, insurance 
products, insurers and insurance intermediaries; 
insurance contracts, loan agreements, and 
agreements to provide payment services

-	 interaction with consumers of financial services and 
other parties in the process of settling overdudebt 
(requirements for ethical conduct); and the procedure 
for notifying consumers about technical failures or 
other force majeure circumstances by providers of 
financial or related services.

These measures build on the 2021 Law of Ukraine 
‘On amendments to certain laws of U of Ukraine 
regarding consumer protection in the settlement of 
overdue debts” (Law No. 1349–IX), which introduced 
mandatory registration of debt collection companies, 
defined permissible interactions between collectors 
and consumers, and established sanctions for non-
compliance.

However, recent reports on inquiries from financial 
services consumers suggest persistent challenges 
in the financial consumer protection framework. Key 
issues include rights violations in credit agreements, 
mandatory insurance disputes, and inadequate 
resolution of overdue debts. Consumers’ complaints 
about aggressive debt collection practices and partial 
or delayed insurance payouts have been particularly 
common. There is no unified internal complaints 
management regulation and attempts to introduce 
a Financial Ombudsman have been unsuccessful. 
Alternative dispute resolution mechanisms exist but 
are limited in efficacy and enforcement. Borrowers may 
feel unprotected, and in turn may avoid taking loans 
due to the lengthy court process.

In addition, personal data protection in financial 
services is governed by the Law on Protection of 
Personal Data, which has yet to be fully aligned with 
the EU’s General Data Protection Regulation (GDPR), 
despite ongoing efforts toward harmonization. In 
response to the financial difficulties caused by the 
ongoing situation, the NBU also introduced temporary 
consumer relief measures, including loan restructuring 
guidance, repayment holidays, exemptions from 
liability for late payments, restrictions on penalty 
accruals, and requirements for ethical conduct during 
debt settlement.

Overall, Ukraine’s approach to financial sector 
regulation reflects a balance between modernization, 
international alignment, and the need to address 
local challenges. By establishing clear rules for 
market entry, supervision, and consumer protection, 
the framework creates an enabling environment for 
financial inclusion and the safe, efficient operation 
of retail payments. This positions Ukraine to further 
integrate with European financial systems and to 
adopt global standards, while continuing to protect 
the interests of consumers and maintain financial 
stability.

3.3.4. Electronic Know Your Customer 
(eKYC) and Remote Onboarding

The national ID coverage is extensive, and the 
taxpayer identification number serves as a unique 
identifier. The national ID card includes a contactless 
microchip and can contain an electronic signature. 
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Remote customer due diligence (CDD) regulations 
allow banks and non-bank institutions to use various 
verification facilities. These include the NBU-governed 
BankID platform, credit bureaus, qualified electronic 
signatures, and the Diia platform. BankID allows 
financial institutions to request customer information 
from banks with customer consent, covering 99% of 
active cardholders. Credit bureaus contain borrower 
information, though it may not always be up to date. 
The Diia platform provides information about holders 
of new ID documents, with more than 21.7 million 
users by now. Qualified electronic signature can 
also be obtained through Diia or other providers (at 
additional cost). Electronic signature is essential sign 
remotely the financial product contracts, especially for 
customers that do not have already an account.

There is a range of digital verification tools to 
enhance CDD processes, balancing security and 
accessibility. For full CDD, methods include verifying 
identities through BankID with an ID document signed 
using a qualified electronic signature, using the Diia 
application for electronic ID submission or a selfie with 
the ID, and conducting video identification via secure 
videoconference. Simplified due diligence processes 
involve submitting an electronically signed ID, verifying 
personal data through BankID, scanning data from 
an NFC-enabled ID alongside a selfie with a liveness 

detection test, or utilizing credit bureau information 
for verification with similar selfie-based authentication 
mechanism.

The NBU allows simplified and standard remote 
identification procedures by banks and NBFIs for 
retail clients. To open fully functional bank accounts 
or access other financial services, customers can use 
NBU BankID, qualified electronic signatures, or video 
identification procedures, although the latter may be 
challenging in areas with limited network connectivity. 
For simplified CDD, banks may use NBU BankID, the 
first payment from an account opened in another 
financial institution, an ID reader, or verification via a 
credit bureau.

Accounts with simplified due diligence are subject 
to transaction thresholds of UAH 40,000 per month 
and UAH 400,000 per year. For e-wallets, banks 
may obtain copies of ID documents along with a selfie 
from the client. Since remote identification processes 
have been implemented only recently, it is difficult to 
estimate their usage by consumers and the extent to 
which banks are promoting these methods. There is 
anecdotal evidence that non-banks face difficulties 
accessing the ID infrastructure for verification 
purposes. 

3.4. ENABLING POLICY FRAMEWORK

3.4.1. National Strategy for Financial Sector 
Development

The NBU, in collaboration with the National 
Securities and Stock Market Commission (NSSMC), 
the Ministry of Finance (MoF), and the Deposit 
Guarantee Fund (DGF), developed the Strategy for 
Ukrainian Financial Sector Development to address 
the economic challenges posed by the ongoing 
situation and support Ukraine’s recovery. Approved 
by the Financial Stability Council on August 11, 2025, 
this strategy focuses on improving effectiveness 
and coordination of the actions of financial market 
regulators for strengthening macroeconomic and 
financial stability, raising investment, and continuing 
integration of Ukraine into the European Union (NBU, 
2025c).

In line with this broader strategy, the NBU updated 
its institutional priorities in 2024 and 2025 to focus 

among others on expanding financial inclusion and 
creating a barrier-free financial sector. This updated 
strategy emphasizes the reintegration and restoration 
of financial infrastructure in affected territories, 
aiming to improve access for all Ukrainians, including 
vulnerable groups such as displaced populations and 
individuals with disabilities (NBU, 2025d).

Key initiatives under this strategy include improving 
the physical and digital accessibility of financial 
services. For example, the NBU is encouraging financial 
institutions to align their branches with accessibility 
standards and enhance remote financial services for 
those unable to visit physical locations. Leveraging 
global best practices and technological innovations, 
these efforts aim to strengthen financial independence 
and inclusion. The Power Banking 2.0 initiative 
is another cornerstone of this strategy, ensuring 
uninterrupted financial services in territories close to 
the frontline and regions with low financial inclusion. 
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Measures under this initiative include:

•	 Developing mobile branches,
•	 Installing additional ATMs,
•	 Engaging commercial agents to deliver financial 

services, and
•	 Expanding the branch network.
•	 Additionally, the NBU has been implementing 

measures to ensure the functioning of the “cash 
at the cash desk” service in territories close to 
the frontline, working with banks and retailers to 
strengthen financial infrastructure and ensure 
stable, inclusive access to financial services.

3.4.2. Complementary Role of the Financial 
Literacy Strategy

Financial literacy in Ukraine has been a growing 
concern in recent years. The government, along with 
various financial sector associations and consumer 
NGOs, has recognized the importance of improving 
financial literacy among the population. A 2021 survey 
conducted in line with OECD methodology showed that 
the overall financial literacy score of Ukraine equals 
12.3, or 58 percent of its maximum value, highlighting 
a growing trend but remaining still slightly lower 
than its peers.  The largest gaps in financial literacy 
were observed in the age groups of 18-24-year-olds 
(especially 18-19) and older than 60 years. The rural 
population also showed gaps in financial literacy.

To address gaps and enhance the resilience of 
households and businesses, the NBU has adopted 
the National Strategy for Financial Literacy 
Development until 2030, a complementary 
framework that supports the goals of the financial 
sector strategy (NBU, 2024). This strategy, developed 
through collaboration with government ministries, 
financial institutions, and non-governmental 
organizations, focuses on equipping diverse 
population groups—including children, youth, adults, 
entrepreneurs, veterans, and IDPs—with the knowledge 
and tools to navigate financial systems effectively.

Key initiatives under the financial literacy strategy 
include:

•	 Mandatory financial literacy courses in schools 
(Grades 8 and 9) starting in 2025, aimed at equipping 
younger generations with essential financial skills.

•	 Educational resources for adults to manage personal 
finances during crises and build long-term resilience.

•	 Targeted programs for entrepreneurs focusing 
on financial competencies to foster business 
development and economic growth.

•	 Advanced digital financial literacy initiatives to help 
Ukrainians securely access and use digital tools, 
with a particular emphasis on mitigating cyber 
fraud.

The NBU has also launched the National Financial 
Literacy Testing for Adults, an innovative self-
assessment tool that encourages continuous 
financial education. This free, annual initiative—first 
introduced in late 2023—enables Ukrainians aged 18 
and above to evaluate their financial knowledge online, 
promoting self-improvement and awareness.

3.4.3. Complementary Role of the Cashless 
Strategy 

Ukrainian authorities are working on a roadmap 
to transition to a cashless economy as part of 
the country's economic transformation. The NBU 
has created a draft plan based on four main pillars: 
reducing the demand for cash, promoting cashless 
transactions, improving infrastructure, and changing 
consumer habits and motivations. The roadmap sets 
ambitious timelines and assigns responsibilities to 
various institutions.

The roadmap aims to:
1.	 Enhance financial market infrastructure and 

regulatory environment.
2.	 Provide affordable and accessible solutions to 

encourage people and businesses to adopt cashless 
transactions.

3.	 Transition public institutions' payment activities 
from cash to electronic methods.

Key strategic reform areas include:
1.	 Infrastructure reforms.
2.	 Expanding access to digital financial services for 

underserved populations.
3.	 Implementing education and social interventions 

to build trust and encourage the use of cashless 
payments.

The roadmap primarily focuses on individual 
consumers and their payments but also highlights 
the importance of digitalizing business-to-business 
transactions and expanding progress in business-to-
government transactions.
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4. DRIVERS OF ACCESS AND USAGE 

4.1. ACCESS NETWORKS

4.1.1. Branch Network

Ukraine’s banking sector had been steadily reducing 
its branch network.  Between January 2020 and 
January 2022, the number of branches decreased by 
approximately 16 percent (Figure 18). This trend was 
driven by cost-cutting measures aimed at reducing 
operating expenses and a broader shift toward digital 
banking services in response to changing consumer 
preferences. Additionally, extensive bank cleanup 
efforts, initiated to strengthen sector stability and 
transparency resulted in several banks exiting the 
market, further contributing to the decline in branch 
numbers. 

Since February 2022, reduction in the banking 
sector’s branch network further accelerated. 
Widespread economic disruptions, direct damages, 
forced closures, and additional market exits, severely 
challenged the banks’ ability to maintain physical 
infrastructure nationwide. According to the NBU data, 
the branch network has decreased by approximately 
25 percent between early 2022 and January 2025. 
The most severe reductions occurred in the territories 
that are not under the government’s control such 
as Donetsk and Luhansk with more than 90 percent 
decline, followed by Zaporizhzhia and Kharkiv, where 
branch numbers fell by approximately 50 percent 
(Figure 20). In the south, Kherson experienced an over 
80 percent reduction. In contrast, western regions saw 
a comparatively smaller decline of around 10 percent.

As a result, Ukraine is among regional peers with 
the lowest branch density, with about 15.5 branches 
(including offices and outlets) per 100,000 adults in 
2024, close to the Euro Area average of 15.7 (Figure 
19). While branch density has declined across all 
countries in recent years due to digitalization and 
cost optimization, Ukraine’s situation is exacerbated 
by the destruction of infrastructure and the closure of 
branches in affected areas. Figure 20 further highlights 
the regional disparities in branch density, with Kyiv 
city showing the highest density at 27 branches per 
100,000 individuals, compared to significantly lower 
figures in other regions of Ukraine. 

Figure 18: Number of Commercial Bank Branches

Figure 19: Number of Commercial Bank Branches per 
100,000 adults

Figure 20: Number of Commercial Bank Branches per 
100,000 Individuals by Region (as of January 2025) 
and Percentage Decline Since January 2022

Ukraine’s branch network remains highly 
concentrated, with a significant share of branches 
operated by two dominant state-owned banks: 
Oschadbank JSC and PrivatBank JSC, which 
collectively account for 45% of all active branches 
according to NBU estimates. These branches are 
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predominantly located in major regional centers, with 
Kyiv alone hosting 16 percent of the total followed 
by Dnipropetrovsk (10 percent), Lviv and Odesa (8 
percent), Kharkiv (6 percent) and Poltava (5 percent) 
(as of October 2025). While urban areas have retained 
the majority of branches, rural regions continue to 
face limited access, exacerbating financial inclusion 
challenges. The sharpest declines in rural bank 
branches between 2022 and 2024 have been observed 
in Zaporizhzhia, Mykolaiv, and Kherson, followed by 
Ivano-Frankivsk and Chernihiv.  

Strategies to rebuild the branch network are 
being complemented by innovative, adaptive, and 
collaborative solutions to ensure financial services 
remain accessible in the most challenging context. 
In response to challenges from blackouts, the NBU 
launched Power Banking in collaboration with the 
majority of banks. This is a nationwide joint banking 
network of over 2,370 branches across 390 cities and 
towns, ensuring essential banking services remain 
operational even during prolonged power outages (EPC, 
2023). These branches offer urgent services, including 
cash withdrawals, payments, money transfers, 
currency exchange, and consultations on financial 
issues. The network also includes domestic ATM 
roaming, allowing customers to withdraw cash from 
ATMs of any participating bank to meet immediate 
needs and set aside a certain reserve (on average, this 
amounts to UAH 10,000-20,000 per operation/day). 
Equipped with alternative energy sources, backup 
communication channels, and enhanced staffing, 
Power Banking plays a critical role in maintaining 
financial stability during crises.

Banks have introduced different alternatives to 
brick-and-mortar branch banking since the start of 
the invasion. To address the needs of frontline regions, 
Oschadbank has deployed armored mobile banking 
vans in territories such as Donetsk, Zaporizhzhia, 
Kharkiv, Kherson and Chernihiv oblasts (OschadBank, 
2024). These mobile units follow a scheduled route, 
allowing residents to conduct basic transactions, 
including cash withdrawals and currency exchange, 
in areas where traditional banking infrastructure is 
inaccessible. In regions experiencing active hostilities 
and frequent shelling, Raiffeisen Bank has introduced 
the concept of underground branches (Raiffeisen 
Bank Ukraine, 2024). These branches provide access 
to essential financial services for communities in 

areas with prolonged air-raid alerts, where access to 
conventional banking services is restricted, and stable 
communication remains a challenge. 

4.1.2. ATMs and POS terminals

Self-service ATMs and POS terminals play a critical 
role in facilitating financial access and supporting 
cashless transactions. They provide essential 
services such as cash withdrawals, deposits, non-
cash payments, and access to account information, 
which are especially in demand in affected areas. 
These channels are particularly vital in regions lacking 
a physical bank presence, ensuring individuals and 
businesses can continue accessing financial services. 
Since February 2022, the number of ATMs has declined 
(Figure 21), and efforts to restore the network have 
been slow due to high costs, logistical challenges, and 
difficulties in securing suitable locations. 

When compared to regional peers, Ukraine remains 
relatively well-positioned in terms of ATM density. 
In 2024, Ukraine had the highest number of ATMs per 
100,000 adults among selected countries, surpassing 
Türkiye, Slovakia, Poland, and Hungary (Figure 22). 
This reflects the robustness of Ukraine’s ATM network 
and its critical role in sustaining financial inclusion. 
However, ATM density within the country remains 
highly uneven (Figure 23). Kyiv city boasts the highest 
density at 90 ATMs per 100,000 adults, while regions 
that are not under the government’s control such 
as Luhansk, Donetsk, and Kherson face the lowest 
density (Figure 23). Additionally, western regions such 
as Ivano-Frankivsk and Ternopil, with only 33 ATMs per 
100,000 adults, also fall below the national average, 
underscoring the necessity of expanding ATM networks 
to ensure equitable access to financial services across 
the country.

Figure 21: Number of ATMs and POS Terminals

Source: NBU
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Figure 22: Number of ATMs per 100,000 adults, in 2024

As of February 2022, POS terminals have experienced 
significant growth, reflecting a notable shift toward 
cashless payments (Figure 21). This service quickly 
gained popularity, serving as a partial substitute for 
ATMs, which were severely affected by infrastructure 
damage and logistical challenges. The service has 
become widely available, offered not only by major 
gas station chains, pharmacies and retail networks 
but also by smaller convenience shops, broadening its 
reach across the country.

By early 2024, PrivatBank JSC continued to 
dominate the POS terminal market, owning 61 
percent of terminals, according to the NBU estimates. 
However, new entrants, particularly NBFIs like 
Ukrposhta JSC and NovaPay LLC, are making inroads. 
These non-bank entities now collectively hold 2.5 
percent of the market and are steadily expanding 
their presence, reflecting increasing competition and 
diversification in the payment services landscape.

Figure 23: Number of ATMs per 100,000 individuals by 
region, 2024

Despite this growth, the POS terminal network 
remains predominantly concentrated in densely 
populated regions. In many areas, particularly outside 
of large industrial zones, the number of POS terminals 
per 100,000 individuals falls below the national 

15 The Law on Payment Services regulates commercial agents of PSPs in line with PSD2. 

average (1,305 POS terminals per 100,000 adults). 
Excluding affected regions, Zakarpattia region has the 
lowest density of POS terminals, likely attributable to 
its mountainous terrain, with only 982 terminals per 
100,000 adults (Figure 24).

Figure 24: Number of POS Terminals per 100,000 
individuals by region, 2024

4.1.3. Financial Sector Agents

The current agent banking framework in Ukraine 
allows financial sector agents to perform a limited 
set of activities.15 Agents for financial service providers 
(or branchless banking agents) are currently able to 
accept cash for payment services such as payment 
of utilities, fines, money transfers, issuing electronic 
money (conducting payment transactions involving 
its distribution, exchange, and redemption)  and 
distributing payment instruments on behalf of 
the institutions they represent. Agents may also 
verify customers’ identities and collect information/
documents for the purpose of issuing a loan. As of 
December 31st, 2024, the NBU reported that 49 
active agents included in the Register of Payment 
Infrastructure (RPI) were engaged by banks to provide 
payment services—a relatively small number given the 
scale of financial needs across the country.

The limited scope of permissible activities may be 
restricting the growth of agent networks. Agents 
could be instrumental in extending the provision of 
financial services to the unserved and underserved 
by allowing them to provide a wide range of services, 
for example cash deposits and withdrawals, account 
opening, bill payments, money transfers, and even 
micro-insurance and small loan disbursements. In 
regions with limited access to traditional banking 
infrastructure, such as rural areas or territories close 
to the frontline, agents could serve as a vital link to the 
financial system.
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Box 4 –  NBU survey on banking activities in regions impacted by hostilities

An NBU survey conducted in 2024 revealed significant 
challenges faced by ten banks operating in regions 
affected by hostilities. These challenges include 

missile attacks, destruction of premises, prolonged 

blackouts, lack of communication and heating as well 

as unsatisfactory quality of communication due to the 

use of electronic warfare. Additionally, ATM operations 

are hindered by complicated maintenance and cash 

management services, as well as prolonged travel times 

for cash distribution teams due to detours around 

dangerous areas. Challenges in client identification and 

verification include unreliable internet connectivity, 

unavailability of the Diia app, inconsistent performance 

of Diia’s document sharing features, clients without 

qualified electronic signatures, lack of a Ukrainian mobile 

operator, requirements for supplementary documents 

for video verification, and the physical loss or absence of 

original documentation.

To address these issues, banks have taken several 
measures. For example, banks provide branches with 

generators and UPS systems to maintain power supply 

and communication. They continuously monitor and 

analyze the security situation around bank branches. 

Cash management measures included minimizing 

cash funding and reducing limits for foreign exchange 

valuables in vaults. Additionally, banks have been taking 

steps to ensure the safety of employees and facilities 

affected areas.

Further measures proposed by banks to enhance the 
efficiency of financial services include: 

•	 Integrating the WEB-AIS Electronic Form of the 

State Register of Banks with the list of territories 

temporarily not under the government’s control or 

close to the frontline. 

•	 Simplifying identification and verification procedures 

for individuals in affected regions, in particular IDPs, 

to open special purpose accounts for receiving social 

benefits and salary payments. 

•	 Establishing guidelines for utilizing blockchain-based 

technologies to securely store and transfer data. 

•	 Developing alternative re-identification procedures 

for vulnerable groups allowing the use of document 

copies when Diia is unavailable. 

•	 Loosening limits on card transactions and aligning 

limits for online purchases and international 

payments using UAH cards with those for foreign-

currency cards. 

•	 Integrating with the Pension Fund to confirm the 

identity of pensioners with inactive cards and providing 

financial literacy to prevent social engineering. 

•	 Ensuring the accessibility and legality of digital 

copies of documents in affected areas, allowing local 

destruction of documents when closing branches to 

prevent physical removal. 

•	 Designating bank branches in affected regions as 

essential for supporting the economy and population 

support during special periods. 

•	 Revising documentation and guidance to ensure 

client consent to share geolocation is obtained prior 

to banks opening accounts and providing services. 

•	 Simplifying verification procedures using the Diia app 

and ensuring reliable communication and internet in 

affected regions.
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4.2. PRODUCT SUITABILITY, DESIGN AND INNOVATION

16 An account held with banks or other authorized and/or regulated service providers which can be used to safely store some value and make 
and receive payments. (CPMI and World Bank, 2016)

17 NovaPay (as of December 2024). Source: https://novapay.ua/en/1-year-novapay-app/ 

18 Rozetka Pay (as of March 2025). Source: https://rozetkapay.com/ 

19 Directive 2014/92/EU concerns three areas: the comparability of fees related to payment accounts, payment account switching, and 
access to payment accounts with basic features.

4.2.1. Accounts

Transaction accounts are the foundation of financial 
inclusion, serving as the primary entry point for 
individuals to access formal financial services.16 The 
Law on Payment Services, which came into effect in 
August 2022, marked a transformative step in the 
country’s financial sector. Aligned with the EU acquis, 
the law expanded the role of non-bank payment service 
providers (PSPs), enabling them to open payment 
accounts, issue debit cards and hold client funds for the 
duration of transactions. This development diversified 
the supply of financial services, breaking the monopoly 
of traditional banks in providing payment services 
and creating opportunities for greater accessibility 
and affordability. Notable examples of non-bank 
PSPs include NovaPay, with 470,000 active users,17 
and Rozetka Pay, which supports over 20,000 active 
merchants and processes more than 200 transactions 
per minute,18 underscoring the growing impact of non-
bank PSPs in Ukraine’s financial ecosystem.

Alongside this expansion in PSPs, the number of 
transaction accounts has grown significantly. Since 
2019, there has been a more than 70 percent increase 
in the number of current accounts held by individuals 
(Figure 25). The individual account ownership has 
risen steadily underscoring broader efforts to expand 
financial inclusion in Ukraine. 

Figure 25: Number of current accounts among 
individuals (in millions)

Since February 2022, these developments have been 
accompanied by a pronounced shift toward digital 

banking. According to the NBU, the share of active 
online banking users increased by approximately 41 
percentage points between 2021 and 2023, reflecting 
both the necessity of remote access amid security 
concerns and infrastructure damage, and growing 
trust in digital financial solutions. This transition was 
facilitated by regulatory reforms that enabled full 
remote onboarding, allowing consumers to open and 
access bank accounts using video identification, the 
NBU BankID system, credit bureau data, Diia, and 
electronic signatures. As a result, access to a broad 
range of banking services has increasingly been possible 
without physical branch visits, supporting financial 
inclusion during a period of severe mobility constraints. 
The largest increases in active online banking users 
were recorded in Kyiv City and the Dnipropetrovsk 
region, with notable growth also observed in Kharkiv, 
Odesa, and Lviv, albeit from lower initial levels.

Payment service providers in Ukraine are not required 
to provide basic accounts. Basic accounts usually 
have no or very low fees, have fewer documentation 
requirements, and also have specific limits on 
transaction types and amounts. While the provision 
of basic accounts is usually a market led initiative, 
providers in some countries are obliged to offer basic 
accounts due to legal/regulatory requirements as 
part of financial inclusion strategies, recognizing 
their importance in facilitation broader access to 
and usage of transaction accounts. In addition, 
even when providers are not required to offer basic 
accounts, regulators may set rules for them to ensure 
underbanked populations have access to essential 
transactions. The disadvantage of basic accounts is 
mostly economic for the providers: compliance burden, 
thin profit margins and limited scope of cross-selling. 

In the EU, the Payment Account Directive (PAD) 
defined a legal framework for a payment account 
with basic features in the EU,19 serving as a potential 
model for Ukraine. The NBU has committed to align 
the Ukrainian legislation with the requirements of 

2019 2020 2021 2022 2023 2024

97 102.9
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154.1

166.2

Source: NBU

https://novapay.ua/en/1-year-novapay-app/
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the EU’s PAD, ensuring that PSPs offer payment 
accounts with basic features at little or no cost to 
all. At a minimum, these accounts should allow for 
safely storing value and making/receiving electronic 
payments at little or no cost. The possibility of access to 
other financial services offered by specialized providers 
(e.g. microcredit or microinsurance) through agency 
arrangements and subsidized access points may be 
effective in improving the accessibility, usefulness and 
economic viability of such accounts. 

4.2.2. Payments

Digital payments have expanded rapidly in Ukraine, 
underscoring a broad-based shift toward digital 
payment methods. By August 2025, digital payments 
accounted for approximately 70 percent of the total 
volume of transactions using payment cards (Figure 
26). This growth has been supported by the widespread 
adoption of contactless cards, which now represent a 
substantial share of all debit cards (Figure 27) reflecting 
consumer preferences for faster and more convenient 
transactions and reinforced by decisions taken by Visa 
and Mastercard in 2019 to discontinue non-contactless 
cards. The importance of digital payments has been 
particularly evident during the current situation, as 
they have enabled the continuity of financial services 
despite physical disruptions to infrastructure. Even 
prior to February 2022, digital channels were already 
widely used for wage payments: Global Findex data 
show that in 2021, 62 percent of private sector-
employees and 75 percent of public-sector employees 
received wages through a financial institution account.  

The number of debit and credit cards actively used 
for payment transactions has shown a consistent 
upward trend, reflecting the increasing adoption 
of digital payment methods. Debit card usage 
experienced steady growth, rising from approximately 
29 million cards in May 2022 to over 36 million by 
August 2025—a 26 percent increase (Figure 28). The 
increase in the number of active payment cards at the 
end of 2024 was partly due to the issuance of payment 
cards under government social support programs 
for citizens, such as National Cashback, Winter 
eSupport, eBook, and others. While credit card usage 
remains significantly lower than debit cards, it has 
demonstrated even more notable growth, increasing 

from around 13 million in May 2022 to over 21 million 
cards by August 2025—a 63 percent rise. This growth 
underscores the expanding role of electronic payment 
systems in Ukraine’s financial landscape.

Figure 26: Volume of Transactions using payment 
cards (million, UAH)

Figure 27: Number of payment cards used to perform 
debit payment transactions, thousands

Figure 28: Number of payment cards used to perform 
payment transactions, in thousands

Box 5 provides an overview of the results of a series 
of surveys implemented by the World Bank in 2024 
called Listening to Ukraine regarding the use of digital 
payments. The Listening to Ukraine Household Phone 
Surveys (L2UKR) are monthly phone surveys including 
financial topics of 1,5000 to 2,000 households, 
conducted by the World Bank in collaboration with 
the Kyiv International Institute of Sociology since April 
2023.

Source: NBU

Source: NBU

Source: NBU
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Box 5 –  Structural and behavioral factors influencing digital payments in Ukraine – Listening to Ukraine 
survey findings  

World Bank’s Listening to Ukraine (L2UKR) Surveys 
were implemented in February and March 2024 with 
2303 respondents. The survey results include findings on 

adoption of digital payments by Ukrainians. 

Use of digital payments varies across subpopulations 
in ways that reflect financial exclusion. Urban residents, 

those with higher education, higher incomes, and younger 

people are more likely to use digital payments.  For 

example, respondents whose income is above the median 

are 9 percentage points more likely to have a digital 

payment instrument than those with incomes below the 

median, after controlling for other factors. Differences in 

perceptions and usage of digital payments across genders 

are especially pronounced. Women are significantly 

more likely to feel that the “banking system in Ukraine 

today is not safe” and that “fees on credit or debit cards 

transactions are too high.” Some of the pre-existing gaps, 

e.g. gender gap, in financial inclusion identified by the 

Global Findex survey still persist. 

Cash payments are still preferred over digital payments 
in Ukraine even among people with access to digital 
payments. While 88 percent of L2UKR respondents had 

access to at least one digital payment method, only 52 

percent of respondents made a digital payment in the 

30 days prior to the interview (most of which used a 

debit or credit card). Common purchases are mostly paid 

for in cash. Sixty-three percent regularly paid for small 

purchases in cash (25 percent with a debit/credit card) 

and 53 percent paid for groceries in cash (18 percent with 

a debit/credit card). Seventy-two percent of respondents 

regularly used cash for at least some of their purchases.

The preference for cash appears to reflect ongoing 
structural and behavioral factors in Ukraine. Survey 

evidence points to similar demand-side challenges and 

perceptions among Ukrainian adults to those reported 

earlier by the Global Findex in 2021, including lack of 

trust, high cost of accounts, and lack of need for financial 

services.  

Views among regular cash users signal that habits 
and preferences to use cash are influenced by a 
combination of behavioral factors and financial 
access that are shaped by structural, economic, and 
social norms. According to the L2UKR survey, about 12 

percent of respondents who regularly make purchases 

in cash simply prefer to pay in cash, 13 percent said they 

do not like to always carry a card and 18 percent of the 

respondents believe cash is safer than digital payments. 

The most common reason provided for favoring cash—

affirmed by 28 percent of regular cash users—is a lack of 

money in their account. Responses to statements about 

views on cash versus digital payments by all respondents 

in the L2UKR survey reveal concerns about security of 

digital payments (46 percent state that digital methods 

are not secure), privacy concerns about government 

access (43 percent of respondents note that they are 

afraid of government having access to data on their 

payments) and high utilization fees (54 percent find debit 

cards fees to be too high) as potential barriers to adoption 

of digital payments. These habits and perceptions are 

influenced by a combination of structural factors, lack of 

trust, financial exclusion, and low financial literacy. 

Inherent structural factors such as infrastructure, 
equipment and convenience challenges influence 
payment preferences and habits by limiting access to 
digital payments. Many L2UKR respondents directly 

cited structural constraints as reasons for using cash. 

Among those who used cash in the previous month, 

43 percent say businesses expect to be paid in cash 

(which reflects both a structural constraint as well as an 

expectation of business preferences), 45 percent say card 

fees for purchases are too high, and 21 percent cite seller 

preferences and lack of terminals. 

Digital payment behaviors are also affected by 
perceptions of risk rooted in lack of safety of digital 
payments. While nearly all L2UKR respondents either 

trust the banking sector or are neutral about it in general 

(84 percent), many respondents remain concerned when 

it comes to the very specific act of using digital methods 

of payment. When asked about feelings of safety for non-

cash payments, a majority of respondents do not feel safe 

(52 percent). Furthermore, regression estimates suggest 

that individuals with higher feelings of safety were 2.4 

percent more likely to have digital payment instruments 

than other respondents with similar characteristics. The 

concerns about safety appear to be related partially to 

online fraud as individuals are 2.5 percent more likely to 

have a digital payment instrument if they feel safe from 

online fraud. Those who find cash easier to use compared 

to digital payments are 2.2 percent less likely to own 

digital payment instruments. This points to the potential 

usefulness of behavioral interventions to enhance trust 

in the banking system and online payments systems 

as well as increase familiarity with new tools to soften 

psychological bottlenecks against adoption of new 

technologies.
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4.2.3. Remittances

For Ukraine, remittances have historically played 
a crucial role in household financial stability, but 
inflows have declined since 2021. Between 2010 
and 2020, Ukraine has witnessed a steady rise in 
remittance inflows, cementing their role as a resilient 
source of financial support during times of crisis. 
They were historically directed toward savings and 
consumption, enabling families to maintain their 
spending during economic downturns and providing a 
buffer against short-term income fluctuations. Since 
2021, however, remittance inflows have declined 
(Figure 29).  Many family members who left the 
country due to the current circumstances were hosted 
abroad by relatives, reducing the need for money to 
be sent back. Additionally, members of the Ukrainian 
diaspora shifted their focus from sending financial 
support to providing humanitarian aid (NBU, 2023a). 
Rising inflation, energy crises, and post-pandemic 
economic pressures in host countries also affected 
the remittance flows. In 2024, according to the NBU, 
most remittance inflows to Ukraine—via both official 
and unofficial channels—originated from Poland 
(35%), followed by the United States (12 percent), 
Czechia (9 percent), the United Kingdom (7 percent), 
and Germany (7 percent). Informal methods, carrying 
cash personally or relying on friends and family to 
transport it, are commonly used by low-skilled or 
seasonal migrants. Formal channels include bank wire 
transfers, card-to-card payments, postal services, 
and international money transfer operators (MTOs) 
registered in other countries. Over 80 percent of 
official remittances —categorized as "other personal 
remittances"— were processed through MTOs (Figure 
31). 

The cost of remittance transfers remains a key issue. 
Pricing varies based on the sending country, payment 
method, and commercial arrangements but generally 
exceeds the Sustainable Development Goals (SDGs) 
long-term target of 3% (UN, 2024). The average total 
cost of sending remittances varies considerably by 
corridor (Figure 30). As of the first quarter of 2025, it 
was highest from Italy (over 10 percent) and lowest 
from Germany (4.04 percent). 

Figure 29: Net Remittances in Ukraine

Figure 30: Average Cost of Sending Remittances 
($200) to Ukraine

Figure 31: Other Personal Remittances transferred to 
Ukraine via official channels
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4.2.4. Savings

Recent data highlights significant growth in 
deposits since February 2022 (Figure 32). As of 
December 2025, hryvnia retail deposits have surged 
by 120.9 percent, while FX retail deposits increased by 
21.4 percent in USD equivalents. Corporate deposits 
exhibited an even stronger recovery, rising by 142% 
in hryvnia and 27.1 percent in FX. The introduction of 
100% deposit insurance coverage for individuals in April 
2022 (up from UAH 200,000) further bolstered trust 
in the financial system, providing a critical safeguard 
for depositors during a period of heightened economic 
uncertainty. 

The trends in deposit behavior in Ukraine over the past 
decade reflect the broader challenges in the financial 
sector. Outstanding deposits with commercial banks as 
a percentage of GDP have shown significant fluctuations, 
with a steady decline between 2013 and 2019, followed 
by a moderate recovery in recent years (Figure 33). While 
the real economy (GDP) shrank, the banking system 
became flooded with liquidity due to large government 
defense spending (salaries for soldiers) and foreign 
aid, much of which ended up sitting in bank accounts 
because there were few investment opportunities. 
Additionally, the government has simplified access 
to government bonds for individuals, encouraging 
an increasing number of middle- and upper-income 
individuals to invest directly in government bonds, which 
offer higher yields compared to deposit interest rates. 
This shift highlights a growing preference for alternative 
savings instruments among higher-income segments of 
the population.

Figure 32: Retail and Corporate deposits 

Further, when compared to its regional peers, 
Ukraine’s performance remains below potential. As 
of 2024, outstanding deposits with commercial banks 
in Ukraine accounted for approximately 34% of GDP, 
trailing behind countries like Poland and the Slovak 
Republic, which have achieved deposit levels closer to 
50% of GDP (Figure 34).

Figure 33: Outstanding deposits with commercial 
banks in Ukraine (% of GDP), 2010-2024

Figure 34: Outstanding deposits with commercial 
banks (% of GDP), 2024

4.2.5. Credit

The Ukrainian credit market has faced significant 
challenges and structural shifts since February 
2022. Interest rates on new hryvnia retail loans 
rose sharply following the NBU’s decisive monetary 
tightening in mid-2022, aimed at curbing inflation and 
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stabilizing the exchange rate. The key policy rate was 
raised substantially and has remained elevated, while 
the rate on the NBU’s overnight certificates of deposit—
used to absorb excess liquidity—has closely followed 
the lower bound of the policy corridor. Although retail 
lending rates have moderated since their August 2022 
peak, they remain elevated (Figure 35), reflecting the 
continued transmission of tight monetary policy to 
household borrowing costs. 

Figure 35: Retail Loan Rates and NBU Policy 
Instruments, % per annum

Overall lending activity has contracted 
substantially, however, hryvnia lending has 
demonstrated resilience and a notable recovery. 
Retail hryvnia loans initially declined significantly due 
to the ongoing economic disruptions but began to 
recover steadily (Figure 36). Lending patterns reveal 
further insights into different segments of the economy. 
Retail lending shows a clear preference for short-term 
financing, with "other, under 1 year" loans consistently 
representing the largest share (Figure 37). In response 
to the financial difficulties, the NBU recommended loan 
restructuring and repayment holidays for affected 
borrowers. Measures include exemptions from liability 
for late payments, prohibition of penalty accruals, 
and mandatory compliance with ethical conduct 
requirements during debt settlement.

Figure 36: Retail loans

20 Insurers established and controlled by a specific group or company to serve their own interests, rather than to operate as full-fledged 
participants in the open insurance market.

Figure 37: Net hryvnia retail loans by purpose

4.2.6. Insurance

The Ukrainian insurance market reflects a 
dynamic yet challenging landscape, shaped by 
shifting consumer priorities and efforts to address 
immediate risks while fostering long-term resilience. 
As of December 2024, 66 insurers were included in 
the State Register of Financial Institutions (SRFI), 
including one insurer with special status (NBU,2025b).  
The level of insurance penetration remained low in 
Ukraine (Figure 38). Life insurance premiums made up 
only 0.07 percent of GDP in 2024.

Figure 38: Ratio of insurance premiums to GDP in 2024

The number of insurers (both life and non-life) has 
continued to decline due to the market cleanup 
that removed pocket insurance companies.20 The 
life insurance market remains comparatively small, 
reflecting limited consumer demand for long-term 
products (Figure 39). Nevertheless, premium volumes 
have been rising steadily, particularly in the non-life 
segment, where both gross premiums and the ratio 
of claims paid increased through Q2 2025, signaling 
higher activity and improved payout discipline. Growth 
has been strongest across transport and personal 
insurance lines (Figure 40), led by MTPL (Compulsory 
Motor Third Liability Insurance) which expanded more 
than fourfold since early 2022 following the shift 
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to market-based pricing. By contrast, life insurance 
premiums have grown only modestly, underscoring the 
structural gap between life and non-life markets.

Figure 39: Premiums and ratios of claims paid by type 
of insurance, UAH billions

Figure 40: Insurance premiums by insurers’ largest 
business lines, Q1 2022 = 100%

The insurance sector has faced profound challenges 
since February 2022, including operational disruptions 
in territories that are not under the government’s 
control and territories close to the frontline, blackouts 
due to large-scale attacks on energy infrastructure, 
and reduced customer purchasing power amidst 
economic uncertainty (NBU, 2023c). Insurers have also 
contended with staffing shortages, loss of access to 
essential documents, and logistical hurdles in settling 
claims in affected regions. Additionally, restrictions 
on currency transfers have disrupted reinsurance 
operations, compounding financial and operational 
pressures. 

The sector has been undergoing regulatory 
transformation to address these issues and align the 
market with international standards. The updated 
Insurance Law No. 1909, effective January 1, 2024, 
introduces a framework aligned with EU directives 
such as Solvency II and the Insurance Distribution 
Directive (IDD). Key initiatives include stricter solvency 
calculations, enhanced regulatory reporting, and a 
phased adoption of Solvency II for large insurers by 
2027 (NBU, 2023c). Additionally, the regulator aims to 
establish a war risk insurance mechanism to address 
specific challenges and adapt market operations to 
the ongoing situation. Enforcement of the new MTPL 
law implementing the relevant EU Directive, as well as 
efforts to clean up the market by removing insurers 
with non-transparent ownership structures and 
expand the distance provision of insurance services 
further illustrate the sector’s commitment to fostering 
resilience and transparency (NBU, 2023c).

4.2.7. FinTech Sector

Ukraine has a strong digital foundation with a rapidly 
growing IT sector employing over 340,000 skilled 
specialists with IT services exports accounting for 
4 percent of GDP (UAFIC, 2024). As one of the largest 
exporters of IT services in Eastern Europe, Ukraine’s 
robust digital infrastructure and expertise laid the 
groundwork for the swift adoption of DFS.

Ukraine’s fintech ecosystem has demonstrated 
remarkable resilience and adaptability, even in 
the face of significant challenges. As of 2024, the 
sector comprised 256 companies, including 18 new 
firms established after the invasion in 2022 (Figure 
41). The period between 2017 and 2018 marked the 
sector’s peak growth, with 32–35 companies founded 
annually (UAFIC, 2024). However, the sharp decline in 
new entrants post-2022 reflects the severe disruptions 
caused by the ongoing situation. Despite these 
challenges, the fintech sector’s cumulative growth 
highlights its long-term resilience and critical role 
in Ukraine’s digital economy. Notably, 75 percent of 
fintech firms have reached breakeven, and 47 percent 
operate internationally, underscoring their capacity 
for innovation and global expansion, even under 
adversity (UAFIC, 2024). The sector’s total market 
value is estimated at $1.2 billion, further emphasizing 
its economic significance and potential for future 
recovery.

Source: NBU
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The composition of Ukraine’s fintech services sector 
reflects both resilience and shifting priorities amid 
ongoing challenges (Figure 42). Payment services and 
transfers retained a strong position, accounting for 15 
percent of the fintech sector in 2024, a slight increase 
from 14 percent in 2023, underscoring the robustness 
of Ukraine’s payment market despite economic 
disruptions (UAFIC, 2024). In contrast, consumer 
lending experienced a significant decline, dropping 
from 12 percent in 2023 to 7 percent in 2024, likely due 
to tighter lending standards and increased borrower 
caution in an uncertain economic environment. 
Meanwhile, business lending demonstrated growth, 
with its market share rising from 1 percent in 2023 to 
4 percent in 2024, albeit from a small base, reflecting 
its importance in supporting businesses during the 
current situation. However, the NBFI sector faced 
notable setbacks, with its share falling from 7 percent 
in 2023 to 4 percent in 2024. The exit of few players 
highlights the significant operational barriers and 
challenges of sustaining non-bank financial services in 
the current environment.  

Figure 41: Number of FinTech companies by year of 
establishment
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Figure 42: FinTech sectoral distribution of activity

Ukraine’s e-commerce sector has experienced 
rapid growth in recent years, driven by increasing 
consumer adoption and a surge in online retail 
platforms. In 2024, eCommerce in Ukraine accounted 
for 10% of total retail sales, half the share seen 
in Poland (Promodo, 2025). The number of online 
shoppers and purchase frequency have grown, 
with 11 million Ukrainians making an average of 17 
online purchases per year, each valued at 1,300 UAH 
(Promodo, 2025). Total online spending reached 239 
billion UAH, a 25 percent increase from 2023. At the 
same time, the number of e-commerce stores has 
expanded significantly (Figure 43). While growth was 
gradual before 2022, it accelerated sharply after, 
reflecting increased digital adoption as consumers 
and businesses adapted to current conditions. Despite 
this rise in online sales channels, Ukraine is still in the 
early stages of fully leveraging the internet as a sales 
platform.

Figure 43: Number of e-commerce stores
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5. RECOMMENDATIONS
Over the past decade, Ukraine has achieved 
significant advancements in broadening access 
to financial services, supported by regulatory 
reforms, digital innovation, and focused policy 
measures. These efforts encompass the creation of 
strategic frameworks and coordination mechanisms, 

as well as comprehensive reforms that facilitate the 
digitalization of the economy.

Even though significant strides have been made 
toward greater financial inclusion, considerable 
obstacles persist. Existing structural issues continue 
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to limit access to formal financial services, particularly 
affecting vulnerable populations such as those living 
in rural areas, low-income individuals, and women. 
Meanwhile, the invasion has sparked increased 
adoption of digital financial tools—most notably 
digital payments—among certain groups in Ukraine, 
while also highlighting the ongoing necessity of cash 
for others.

Ukraine can address these issues and continue to 
improve financial inclusion by taking additional, 
well-coordinated reform steps that build on its 
recent achievements. Key elements of this reform 
agenda should include the following:

Effective use of a comprehensive set of strategic 
and policy initiatives is important for furthering 
financial inclusion. The NBU should update the 
cashless economy roadmap to further promote digital 
payments and reduce reliance on cash. In parallel, the 
NBU and the Ministry of Finance (MoF) should work to 
enable Ukraine’s participation in the SEPA, aiming for 
integration into the European payments ecosystem. To 
foster greater financial inclusion, the NBU and private 
sector partners should implement targeted digital and 
financial literacy programs as part of the Financial 
Literacy Strategy, focusing on youth, the elderly, and 
rural populations.

Coordination across various public and private 
sector stakeholders is key to achieving meaningful 
progress.  Achieving these goals requires a collaborative 
approach that engages a broad range of stakeholders 
from the public, private, and non-governmental sectors 
including the NBU, Ministry of Finance, Ministry of 
Digital Transformation, DGF, commercial banks, NBFIs, 
fintechs, donor agencies, civil society organizations 
and international organizations. Effective stakeholder 
engagement is essential to designing and implementing 
financial inclusion initiatives that address both 
immediate needs and long-term structural challenges 
exacerbated by the current circumstances.

Financial and other ancillary infrastructure 
improvements are also a priority. For example, while 
NBU has launched instant payments already, its broad 
uptake will only be feasible when the solution is more 

ubiquitous and convenient. For this, the NBU needs 
to introduce new services and unified data exchange 
rules. In addition, strengthening credit information via 
leveraging alternative data sources, enhancing risk 
management and introducing value-added services 
would be important for furthering financial inclusion. 

Legal and regulatory frameworks should be 
modernized to align with the EU. There is a need to 
ensure the regulation and supervision of digital assets 
are in line with the EU’s MiCA Regulation. In addition, 
data protection legislative frameworks should align 
with the EU’s GDPR. Legal reforms in retail payments 
should continue, including the transposition of the 
EU’s PAD, which would facilitate the offering of 
basic accounts for furthering financial inclusion. 
Financial consumer protection framework should be 
strengthened along with enhancements in market 
conduct supervision. 

The expansion of access networks constitutes a key 
component of reform efforts. The NBU should lead the 
efforts on this front by enhancing the agent banking 
framework. In addition, the NBU should catalyze the 
private sector to deploy more POS terminals and ATMs 
nationwide, while also enabling e-wallets to support 
more services and lowering ATM usage costs. Ongoing 
efforts are needed to restore access to financial 
services in affected territories via deploying mobile 
branches, broadening NBU’s Power Banking network, 
and streamlining KYC procedures for residents in these 
areas.

Product suitability, design and innovation are 
critical to achieving success in financial inclusion. 
The NBU plays a crucial role in catalyzing product 
innovation and innovative business model development 
by the private sector. The major reforms needed in this 
area include the introduction of new instant payment 
products, basic accounts along with simplified KYC 
requirements, and incentives and value-added services 
to support small merchants’ acceptance of digital 
payments. For the implementation of the latter, the 
Ukrainian authorities may consider developing an 
acceptance development fund. Lastly, implementation 
of open banking is essential for furthering financial 
inclusion.
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