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A client offering provided  
through two service lines
We ensure that companies are paid 
by offering two types of services 
– credit management services and 
portfolio investments. We perform 
credit management services on behalf 
of companies to ensure that their 
customers pay them for the goods 
and services they sell. In our portfolio 
investment operations, we assume 
responsibility for overdue receivables, 
whereby we pay the client and then 
seek a solution with the customer for 
settling the receivable. Beyond this, we 
offer a full range of services covering 
companies’ entire credit management 
chain.

10,000 employees take care of  
250,000 customer contacts
About 10,000 people work at Intrum. 
We help our clients develop by caring for 
their customers. This is achieved through 
the roughly 250,000 customer contacts 
that our employees have on a daily basis, 
in which we help people and companies 
become debt-free while our clients 
secure payment.

80,000 clients in 25 countries
Intrum has some 80,000 clients in the  
25 countries in which we operate. They 
are active in many sectors, and we 
specialise in assisting major companies 
and financial institutions with large 
volumes of receivables. Our clients also 
include tens of thousands of small and 
medium-sized companies. 

Three strategic areas driving our  
efforts to achieve a sound economy
Enable sustainable payments 
By ensuring sustainable payment flows 
between companies and individuals, we 
fulfil an important function in society 
and promote a sound economy.

Growing by making a difference  
Our market-leading position allows us 
to drive the development of the entire 
industry in a more ethical direction, 
thereby creating value and meaning for 
our employees.

Being trusted and respected 
A basic prerequisite for us to succeed in 
our efforts is that we have the complete 
trust of our clients and their customers.

Intrum in brief

Intrum’s purpose is to lead the way to a sound economy.  
A credit market in which people and companies can  
efficiently provide and receive credit is a prerequisite  
for the business community to be able to function. The 
opportunities increase for a society and its economy to 
flourish if companies are paid on time, as this enables 
them to invest, employ and grow. At the same time,  
individuals lift themselves out of debt and are therefore 
able to improve their circumstances. 
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Executive summary

Country  
key findings:

Regional 
overview:

UK businesses extend payment terms amid economic uncertainty 
The UK’s annual GDP is set to fall by 6.5 per cent in 2020. Growing macroeconomic 
uncertainty is causing UK businesses to extend payment terms to suppliers. Over half 
(52 per cent) say that this is the case – 10 per cent above the European average. And 
risk from debtors is expected to increase over the next twelve months – 46 per cent 
of UK businesses agree, compared to a European average of 43 per cent. 

The widening payment gap is a risk to sustainable business growth
Our survey reveals that the gap between the agreed payment terms and actual  
time taken to pay is widening, placing pressure on UK businesses. Almost six in 10  
(57 per cent) of UK respondents see this as a real risk to the sustainable growth of 
their business – the highest figure in Europe.

Central Europe
Austria, Belgium, France, 
Germany, Hungary, Ireland, the 
Netherlands, Switzerland and 
United Kingdom. 

1)  ‘VBB on Belgian Business Law’, Van Bael & Bellis, April 2019 https://www.vbb.com/media/Insights_Newsletters/BE_04_19.pdf

Debtors paying after the due date is less of a problem than in other 
regions, but administrative inefficiencies are a burden
The Central European region is the least affected by late payment, according to our 
survey. Approximately two in 10 respondents (22 per cent) say that debtors paying after 
the set due date are highly problematic – below the European average of 25 per cent.

Belgium counters late payment
Belgium’s businesses are the least affected by late payment: 
• 42 per cent say that debtors paying after the set due date is not a problem
• Across the region, it is 29 per cent. 

There is a possible explanation for this. In April 2019, the Belgian government passed 
a law intended to combat late payment to SMEs. Under the law, the legal payment 
period for a commercial transaction between enterprises is 30 calendar days, unless 
agreed between parties.1

Administrative inefficiencies cause bottlenecks
Over a third (35 per cent) of Central European respondents cite administrative 
inefficiency of customers as one of their top three challenges to payment over the 
next year – the highest percentage across all European regions.
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Payment terms The ‘payment gap’ is the time between the agreed payment 
term and the actual payment date. This puts businesses under 
pressure by reducing their liquidity, leaving them to search 
for alternative ways to free up cash. Covid-19 is increasing the 
pressure on businesses, as slowing economic growth reduces 
demand and supply chains are disrupted.

In the UK, businesses are waiting longer than their agreed 
terms and are accepting longer payment times as they do  
not want to damage client relationships. More than half  
(57 per cent) say this widening gap is a real risk to the 
sustainable growth of their business and 43 per cent have 
needed to accept longer terms to avoid bankruptcy.
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No

No

Yes, from a large/ 
multinational 
corporation

Yes, from a large/ 
multinational 
corporation

Yes, from a 
small to medium 
company

Yes, from a 
small to medium 
company

Yes, from a 
public sector 
company

Yes, from a 
public sector 
company

SME

Large corporations

SME

Large corporations

Have you accepted longer payments than you feel comfortable with over the past twelve months?*

Have you been asked to accept longer payments than you feel comfortable with over the past twelve months*?

Do you agree with the following statements?

Over the past year, we have 
needed to accept longer 
payment terms in order to 
avoid the risk of bankruptcy. 

We have accepted longer 
payment terms than we are 
comfortable with, as we did 
not want to damage client 
relationships. 

Growing macroeconomic 
uncertainty has caused us to 
extend our payment terms to 
suppliers over the past year.

80% 52%43%

The widening gap between 
payment terms and duration 
of pay is a real risk to the 
sustainable growth of our 
business. 

57%

*) This is a multiple answer 
question, hence the total 
adds up to more than 100%. 

*) This is a multiple answer 
question, hence the total 
adds up to more than 100%. 

agree 
(European average, 69%)

agree 
(European average, 35%)

agree 
(European average, 41%)

agree 
(European average, 46%)
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Late payments Being able to predict cash flow is key to all businesses as 
financial stability comprises the foundation for growth. The 
consequences of late payments are worrying – particularly 
for SMEs that have smaller reserves and rely on a steady cash 
flow. Over time, we can expect SMEs to start delaying their 
own payments as they try to cope with falling demand and 
income as a result of Covid-19.

In the UK, more than half (51 per cent) of the businesses sur-
veyed said late payment and bad debt losses have significantly 
hindered investment in growth. In total 46 per cent said they 
see the risk of late/non payment growing in the next year, up 
from 14 per cent in 2019. Almost half (47 per cent) said late 
payment threatens their survival and 40 per cent said it is  
stopping them hiring new employees.

Respondents who say the following factors have significantly* hindered their company’s investment in 
strategic growth initiatives:

UK

EU average

0

10

20

30

40

50

60

46 % 47 %
51 % 51 %

Bad debt lossesIssues with late payments from customers

*) Graph shows respondents 
who selected significantly or 
very significantly.



57%

25%

30%

38%

33%

31%

28%

28%

25%

67%

33%

31%

30%

30%

29%

28%

27%

25%

7European Payment Report 2020 United Kingdom

To what extent do you see risk of late/non-payments from your company’s debtors developing during the 
next twelve months? 

Increasing

Remaining stable

Decreasing

What do you foresee as the major challenges facing customers paying on time and in full over the next twelve 
months?

The risk of a pan-European recession

A lack of business experience  
among customers

Disputes regarding goods and  
services delivered

Debtors in financial difficulties

An uncertain trading environment  
(Global trade wars/ 

Middle Eastern conflict)

Administrative inefficiency  
of our customers

An over-reliance on unsecured  
loans among our business partners

Intentional ignorance

Legislation issues

UK

EU average

0 20 40 60 80 100

0 20 40 60 80 100 120

46%

14%

23%

80%

32%

6%

2020

2019
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The following areas are ranked as problematic* when it comes to customer payments:

UK

EU average

Respondents who say late payments have a high impact* on the following business areas: 
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67%

Debtors that pay after 
the set due date

Long payment terms Credit losses

45%

39%

31%

29%

33%

38%

30%

29%

54%

47%

40%

36%

36%

34%

31%

31%

Liquidity squeeze

Threat to survival

Not hiring new employees

Additional interest charges

Loss of income

Prohibiting growth of the company

Prohibiting innovation

Dismissing employees

SME

Large corporations

* On a scale from 1-5,  
where 4 and 5 are defined as 
“high impact”.

*) The graph shows 
respondents who ranked the 
areas as problematic or highly 
problematic.
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Consequences  
of late payments

The Covid-19 crisis has placed an even greater pressure on 
European businesses to safeguard their liquidity. This year’s 
survey shows that the risk from debtors, in terms of late or 
non-payment, is increasing, as government lockdowns have 
restricted cash flow, putting jobs under threat. 

In the UK, late payment is resulting in lower levels of 
investment – with 69 per cent of businesses saying faster 
payments would enable them to invest more in their digital 
strategy and 63 per cent saying they could expand products 
and services or their geographical coverage.

Respondents who say faster payments from their debtors would enable their company to increase 
investment in the following areas:

Pursue innovation 
through our digital 
strategy

Hire more employees Expand our product 
and service offerings

Expand geographically 
(e.g, open a new office 
abroad)
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Overview of precautions companies undertake to protect themselves against late payments*:

Overview of measures companies primarily take when a customer asks for longer payment terms*:

35%

30%

31%

27%

24%

31%

22%

36%

31%

31%

28%

28%

26%

26%

46%

39%

42%

15%

10%

51%

48%

47%

15%

8%

Credit checks

Bank guarantees

Debt collection

Credit insurance

Fraud prevention

Pre-payment

Factoring

Offer revised payment terms

Offer a discount as an alternative

Accept longer payment terms  
but add a surcharge

We do not negotiate payment terms

Accept payment terms  
unconditionally

UK

EU average

UK

EU average

*) This is a multiple answer
question, hence the total
adds up to more than 100%.

*) This is a multiple answer
question, hence the total
adds up to more than 100%.
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Recession in sight? Many European economies are entering recessions of historic 
proportions and no business could have predicted the 
disruption caused by the Covid-19 pandemic in 2020. The 
European Commission’s Summer 2020 Economic Forecast 
projects that the EU economy will contract by 8.3 per cent in 
2020 and grow by about 5.8 per cent in 2021.1

In the UK, which has now entered a recession for the first 
time in eleven years, only four per cent of those surveyed did 
not expect a recession to happen at all. Of those predicting 
there would be a recession, 42 per cent said this would have a 
severe negative impact on their company. As a result, around a 
third of businesses plan to cut down on recruitment and a third 
said they will cut costs in 2020. In addition, 28 per cent said 
they would try to secure payments from customers faster.

Do you believe that a recession is imminent in your country?

of the respondents who say their coun-
try is either in a recession, or expect one 
within five years, anticipate that this will 
have a severe negative impact on their 
company.

42%

My country is already in a recession

Yes, within one year

Yes, within two years

Yes, within 3–5 years

No, I do not believe there will be  
a recession in my country in the foreseeable future

Not sure

0 20 40 60 80 100 120

0 20 40 60 80 100

15%

17%

34% 18% 4%

27% 6% 18%23%

28%

10%

2020

2019

1) Summer 2020 Economic Forecast: An even 
deeper recession with wider divergences’,  
European Commission, July 2020  
https://ec.europa.eu/commission/presscorner/
detail/en/ip_20_1269



12 European Payment Report 2020 United Kingdom

Which, if any, of the following new measures do you expect your company to initiate during 2020 in order to 
plan for an economic downturn?

27%

28%

31%

22%

28%

34%

25%

25%

25%

17%

0%

32%

30%

29%

28%

28%

27%

24%

23%

20%

18%

0%

We plan to cut down on recruitment

We plan to cut costs

We plan to be more cautious  
about taking on debt

We plan to increase our sales operations

We plan to secure payments  
from customers faster

We are aiming to increase our 
amortization payments

We plan to identify the segments of our 
business that are particularly exposed

We are looking to transition to a fixed 
interest rate on our company loans

We plan to sell-off part of the company

We plan to conduct M&A

We are not planning to initiate  
any measures

SME

Large corporations
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Cashless society Consumers across Europe have changed their payment 
behaviour in recent years and many prefer to pay for goods 
and services with digital modes. To mitigate the risk of falling 
demand due to the Covid-19 pandemic, businesses must make 
it as easy as possible for a customer to pay what they owe. 
New technologies, such as credit and payment-collection 
software, can increase efficiency in the debt collection process 
and build stronger client relationships.

Businesses in the UK are bullish about the spread of cashless 
payments. However, 68 per cent believe this trend is likely 
to increase their exposure to cyber-attacks and 65 per cent 
expect transaction costs to rise as a result of the spread. 
More positively, more than half of those surveyed believe the 
amount of transaction data available to them will increase, as 
will payment and accounting efficiency.of respondents in the UK believe 

their country will be cashless within 
five years. This is an increase from  
23 per cent in 2019. The European 
average in 2020 is 57 per cent.

72%

Respondents who believe the impact of a cashless society would be to increase* the following areas:
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68%
65 %

55 % 53 % 51 %

40 % 39 %

28 %

Exposure to 
cyber-attacks

Transaction 
costs

Operational 
risk

Efficiency 
of payment 
routines and 
accounting

The amount 
of transaction 
data 
information 
available to us

Overall 
costs for the 
company

Consumer 
spending

Risk of losing 
customers

UK

EU average

*) The graph shows all respondents who say it will increase or greatly increase.
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International 
payments

As our world becomes smaller, export and import is increasing 
in many markets, making international payments more 
important to local businesses.

A quarter of UK payments are international – a figure in line 
with the European average. The majority of respondents  
(63 per cent) said world events affecting the global economy 
are likely have a negative affect on international payment 
behaviour.

How do each of the following factors impact international payment? 

Customers payment methods

Local payment culture

Language barriers

Local payment processes

Currency issues

World events affecting the global economy

Inefficiency/unavailability of  
cross border debt recovery procedures

A long-standing business relationship  
(i.e. a long-term client/ a client with whom you 

do a lot of business)

Positive impact

Negative impact

48%

20%

26%

38%

47%

63%

46%

45%

42%

56%

51%

43%

30%

25%

37%

42%

of incoming payments in the UK are international compared to 
European average of 25 per cent.

25%



15European Payment Report 2020 United Kingdom

Prompt payment  
initiatives

Our survey shows that businesses across Europe have a long 
way to go to improve payment practices. As well as trying to 
solve the problem of late payment in their industry, businesses 
must first look to their own payment practices and ensure they 
are ethical. 

In the UK less than half (48 per cent) of businesses said they 
have codes of ethics in place to promote prompt payment, 
though three quarters agree prompt payment is critical to 
building and maintaining trust.

Does your business have a code of ethics in place 
designed to encourage prompt payment culture?

Do you agree with the following statement?

Our governance structure 
promotes a prompt payment 
culture.

Paying suppliers late is a 
governance issue, and should 
be addressed internally. 

Payments paid on time 
are critical to building and 
maintaining trust with our 
suppliers and partners.

63% 74%54%

Yes

No

52% 48%

agree 
(European average, 61%)

agree 
(European average, 50%)

agree 
(European average, 73%)
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Legislation Building a sustainable payment culture will require a change in 
behaviour. Our survey finds that this is a change that is already 
happening, with businesses seeking initiatives to prevent late 
payments at both the national and European level.

However, in the UK, more than a quarter (28 per cent) of those 
surveyed never use legislation that allows them to charge 
interest and compensation, and a further eight per cent said 
they were not aware this is an option open to them.

Under the European Late Payment Directive you are automatically entitled to interest for late payment and 
€40 minimum as compensation for recovery costs. To what extent do you use it? 

Always

Sometimes

Not at all

We are not familiar with the European Late Payment Directive

0 20 40 60 80 100 120

0 20 40 60 80 100

29%

23%

28%

28%
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8%

36%

41%
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corporation
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0 20 40 60 80 100 120

8%

8%

Which of the following would you like to see nationally in order to solve the problem of long payment terms? 
(i.e demanding of payment terms that are longer than national practice/ law)

Which of the following would you like to see nationally in order to solve the problem of late payments?  
(i.e outstanding invoices paid after the due date)

Voluntary initiatives of 
corporations

Voluntary initiatives of 
corporations

Introduction of new 
legislation

Introduction of new 
legislation

Use of mediation/ 
arbitration/ 
ombudsmen

Use of mediation/ 
arbitration/ 
ombudsmen

Do not know

Do not know
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About  
the report

The report is based on a survey that was conducted 
simultaneously in 29 European countries between 14th 
February and 14th May 2020. A total of 9,980 companies 
across 11 industries in Europe participated in the research. For 
The United Kingdom, 600 participated in the survey.

The content of the report is developed by Intrum in 
cooperation with Longitude, a specialist provider of thought 
leadership and research services to a multinational corporate 
and institutional client base, headquartered in London, 
England. Design by Passion / Jeanette Friman. The report is 
published in September 2020.

Through the comprehensive survey among European 
companies, Intrum generates awareness and debate among 
politicians and the media regarding how late or non-payments 
impact economies in Europe. 

Intrum participates in seminars and meetings in Brussels to 
inform EU delegates of the situation and the best approach for 
working towards a sound economy and secure payments in 
Europe. 

Since 2013 Intrum has, as the representative of the business 
community, spoken about the consequences of late payments 
to the European Union. Intrum continues through 2020 to 
participate in dialogue with the EU Commission on how to 
make the implementation of the Late Payment Directive as 
effective and forceful as possible. 

The Late Payment Directive recommends payment periods for 
companies to be at most 60 days and for public authorities  
30 days.

Contact
Ian Davies
Client & Sales Director
Intrum UK

Phone: +44 (0) 1737 931 155
Mobile: +44 (0) 7960 580 747
e-mail: ian.davies@intrum.com

Intrum has published the European  
Payment Report on a yearly basis since 
1998. This is the fifth yearly edition of the 
European Payment Report for the United 
Kingdom, with a focus on payment risks on 
a national level. 



19European Payment Report 2020 United Kingdom

About  
the survey

Number of respondents in survey: 600

Role of respondents:

Chief Executive Officer 18%

Chief Financial Officer 3%

Head of Corporate Treasury 1%

Chief Operating Officer 9%

Head of Credit Risk 5%

Director of Finance 14%

Director of Corporate Treasury 4%

Financial Controller 6%

Head of Accounting 12%

Vice-President of Finance 4%

Senior Finance Manager 6%

Senior Finance Executive 9%

Credit Manager 4%

Finance Executive 6%

Other 0%

Company size:

0 to 9 employees 21%

10 to 49 employees 24%

50 to 249 employees 24%

250 to 499 employees 6%

500 to 999 employees 7%

1,000 to 2,499 employees 9%

2,500 + employees 10%

Industry sectors:

Banking, financial services  
& insurance

16%

Consumer (incl. retail) 13%

Industrials & chemicals 10%

Pharma, medical & biotech 10%

Real estate & construction 11%

Tech, media & telecoms 11%

Energy, mining & utilities 10%

Business services 5%

Transportation & logistics 4%

Hospitality & leisure 6%

Government & public sector 5%

Other 0%

The report is based on an external survey of 9,980 companies in 
Europe. In the United Kingdom, 600 participated in the survey. 
The survey was conducted simultaneously in 29 European 
countries between 14th February and 14th May 2020.
 
The research was conducted through telephone interviews 
and online survey participation (web questionnaire). The 
questionnaire was translated into the respective national 
language. 

The research was conducted by Longitude, a specialist provider 
of thought leadership and research services. Market Expertise 
has supported in field work in all 29 markets. In addition to 
Market Expertise, the following field workers have supported in 
selected markets: Crystal Call (Slovakia), GPF associate (Italy), 
Markteffect (Belgium, The Netherlands), Weberschandwick 
(Czech Rep.). 

The data has been analysed at pan-European and individual 
country level and company size.

Change of methodology
The methodology for the survey has been slightly changed 
compared to previous years. For the EPR 2020 survey, we have 
introduced a more balanced profile of industry sectors and a 
broader company size profile across the samples. The target 
group for the survey include subject matter experts within 
finance departments in addition to C-level executives. This 
means in some cases we do not compare 2020 data with data 
from previous years.

Definitions

Company size:

SME: companies with less than 
249 employees

Large corporations: companies 
with 250 employees or more 

The structure of the sample for United Kingdom
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