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At DNB, we regard counteracting discrimination as an important 
societal responsibility, and we are committed to contributing 
to this effort. As a central bank, we are also dedicated to 
ensuring that access to payment services remains inclusive and 
available to all. This is why we are publishing this report, which 
presents the findings of our survey along with the resulting 
recommendations, even though DNB is not the designated 
regulator for non-discrimination. Financial institutions can 
use these recommendations to strengthen their approach to 
counteracting discrimination.

September 2025
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Executive summary

In 2024, De Nederlandsche Bank (DNB) published 
the report ‘Countering discrimination by banks 
in Wwft compliance’1, containing the results of a 
survey of 25 banks. In that report, we announced 
a follow-up survey to monitor progress in the 
sector. This report presents the relevant findings 
from this survey. 

Compared to the first survey, we have broadened 
the scope of this survey in two ways. First, we 
selected not only banks, but also payment service 
providers.2 Second, we looked into the risk of 
discrimination3 by these financial institutions 
in adhering not only with the Anti-Money 
Laundering and Anti-Terrorist Financing Act 
(Wet ter voorkoming van witwassen en financieren van 
terrorisme – Wwft), but also with the Sanctions Act 
(Sanctiewet 1977 – Sw). 

Conclusions 
The results of our follow-up survey indicate that 
banks have made substantial progress. They 
now approach discrimination from a broader 
perspective, taking into account perceived 
discrimination alongside outright exclusion. This 
shift is reflected in tangible measures: banks are 
investing in training and enhancing customer 
communication. We welcome the risk analyses 
that have been developed and we have observed 
their integration into updated work instructions. 
At the board level, we observe that ownership 
of the issue has generally been assumed, and 
responsibility has been assigned to specific 
management board members.

1	 Countering discrimination by banks in Wwft-compliance.
2	 A payment service provider is a firm whose business it is to provide payment services. These services are provided to persons making payments 

(consumers) or parties using the payment services (retailers), or both. So a payment service provider acts as an intermediary between the two. 
3	 In this survey, we use the terms ‘direct discrimination’, ‘indirect discrimination’ and ‘perceived discrimination’. We use the definitions of direct and 

indirect discrimination as proposed by the Netherlands Institute for Human Rights (College voor de Rechten van de Mens). For perceived discrimination, 
we use the definition as proposed by Netherlands Institute for Social Research (SCP) in Ervaren discriminatie in Nederland II, 2020).

Notably, the largest banks have shown the most 
progress, which is promising given their dominant 
role in the Dutch market. However, several smaller 
banks are also keeping pace, demonstrating 
that these institutions are equally capable of 
implementing the required improvements. We 
expect other smaller institutions to achieve similar 
progress, although they may require additional 
time. This report includes several directional and 
supportive recommendations that banks can use 
to their advantage. Furthermore, the banks that 
participated in the survey will receive feedback 
on the results, which they can use to strengthen 
their approach to counteracting discrimination 
as they comply with the Wwft and the Sw. We 
acknowledge that the most frequently identified 
shortcoming – insufficient attention to indirect 
discrimination – is also the most challenging to 
address. Our observation that banks are tackling 
this issue at the management board level and can 
be held accountable provides a strong foundation 
for continued improvement. 

For the first time, payment service providers 
were included in the survey. They are slightly 
ahead in their approach compared to where 
banks stood a year ago, with some having taken 
initial steps independently, even before the survey 
was conducted. This is a positive development. 
Nonetheless, payment service providers have 
not yet reached the level of progress currently 
seen in banks. In most cases, we observe 
similar shortcomings to those identified in 
the initial bank survey: limited attention to 

https://www.dnb.nl/media/rbmjat3t/dnb-tegengaan-discriminatie.pdf
https://www.scp.nl/publicaties/publicaties/2020/04/02/ervaren-discriminatie-in-nederland-ii
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discrimination, insufficient communication, 
lack of risk analysis, and definitions that fail to 
account for indirect and perceived discrimination. 
We have formulated recommendations to also 
help payment service providers enhance their 
approach to counteracting discrimination. Those 
that participated in the survey will also receive 
feedback on the results. 

The improvements made by banks over the 
past year clearly demonstrate progress in 
counteracting discrimination. Payment service 
providers appear poised to follow a similar 
trajectory. In this context, their generally less 
complex business models and smaller workforces 
may prove advantageous, allowing for quicker 
implementation of improvements. As the sector 
continues to advance in managing integrity 

risks, this is a timely moment to incorporate the 
risk of discrimination directly into these efforts. 
By proactively addressing this risk, institutions can 
prevent potential negative side effects of policies 
and processes.

Follow-up 
At DNB, we regard counteracting discrimination 
as an important societal responsibility, and we 
are committed to contributing to this effort. 
As the central bank of the Netherlands, we are 
also dedicated to ensuring that access to payment 
services remains inclusive and available to all. We 
will therefore continue to engage in dialogue with 
institutions as part of our regular supervisory 
practice, focusing on the unintended side effects 
of compliance with the Wwft and Sw. 



6

DNB Counteracting Discrimination – Actively Addressing the Risk

Background and context

At DNB, building public trust is a key daily 
commitment. Trust requires a financial system 
that is not only accessible but also inclusive 
– one that serves all groups within society. 
Discrimination undermines this trust and is 
prohibited by law. 

For some time, there have been indications 
that certain groups – particularly individuals 
with migrant and/or Muslim backgrounds – 
experience discrimination by banks and payment 
service providers. These institutions often cite 
the need for compliance with the Wwft and 
the Sw as justification. Such signals have been 
received by different public agencies, including 
the National Coordinator against Discrimination 
and Racism. In response, the Dutch Ministry 

4	 Onderzoek naar ervaren discriminatie van burgers bij de dienstverlening door banken en betaalinstellingen conducted by KPMG, commissioned by the 
Ministry of Finance.

of Finance commissioned a survey to examine 
citizens’ experiences of discrimination in services 
provided by banks and payment service providers.4 
The results confirm that certain groups do indeed 
experience discrimination within this sector.

As part of our supervision of compliance with 
the Wwft and Sw, DNB examines the procedures 
and measures institutions have implemented to 
prevent money laundering, terrorist financing and 
violations of sanctions. Given the link between 
signals of discrimination and compliance with 
the Wwft and Sw by banks and payment service 
providers, we consider it our responsibility 
to address this issue within our supervisory 
framework. 

https://open.overheid.nl/documenten/3c2996be-9fa9-463f-9a39-7f1aa3d40c99/file
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Purpose, method and scope

The survey focuses on gathering factual 
information about how banks and payment service 
providers are working to prevent direct, indirect 
and perceived discrimination against customers in 
their compliance with the Wwft and the Sw. This 
information was collected through a questionnaire, 
with a specific emphasis on compliance with the 
Wwft and the Sw. The questionnaire aligns with 
the one used in the 2023 survey, allowing for 
a meaningful comparison of results over time. 
Additional in-depth questions were included 
to enrich the findings. A total of 26 banks5 and 
13 payment service providers participated in 
the survey. Some banks received a shortened 
version of the questionnaire, as issues related to 

5	 This group largely corresponds to the banks that took part in the 2023–2024 survey, with one additional bank participating this year.

discrimination in the context of the Wwft and the 
Sw are less relevant to their operations due to the 
nature of their product range.

Purpose
This follow-up survey serves two main aims. 
First, it aims to provide insight into the progress 
banks have made in implementing measures 
to counteract direct, indirect and perceived 
discrimination against customers in the context 
of compliance with the Wwft and the Sw. Second, 
it seeks to offer an initial overview of the steps 
taken by payment service providers to address 
direct, indirect and perceived discrimination in 
their compliance with the Wwft and the Sw. 
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Results: Banks

Definition
More than half of the surveyed banks have 
followed DNB’s earlier recommendation to adopt 
a comprehensive definition of discrimination. 
Collectively, these banks serve over 90% of the 
Dutch banking market. We view this as a positive 
development, as a clear and comprehensive 
definition – one that includes exclusion, unequal 
treatment and disadvantage – is essential 
for systematically identifying and addressing 
discrimination risks. 

Figure 1 Has the bank formulated a 
comprehensive definition of discrimination? 

In our previous report, we urged banks to adopt a 
definition that goes beyond exclusion, encompassing 
unequal treatment and disadvantage. This year, 24 
banks reported having formulated a definition of 
discrimination. Two banks have not yet done so. 
Of the 24 banks that have formulated a definition, 
we note that 14 have adopted a comprehensive 
version in line with last year’s recommendation. 
The remaining 10 banks have not yet incorporated 
all elements, which suggests that blind spots may 
still exist in their ability to identify and address 
discrimination. 

Tone at the top, ownership and 
responsibility
All surveyed banks indicated that they consider 
counteracting discrimination to be important. 
A portion of the sector – including all major banks – 
has also formally embedded this commitment 
within their governance structures. 

All surveyed banks indicated that they consider 
counteracting discrimination to be important. 
However, the extent to which senior management 
actively implements this commitment varies across 
institutions. A group of four banks, collectively 
serving the majority of the Dutch market, have 
explicitly integrated the issue of discrimination 
into their internal governance. This includes 
incorporating the topic in management board 
meetings and in decision-making processes related 
to customer policy. These banks demonstrate 
leadership by, for example, having board members 
publicly advocate for equal treatment, engaging in 
dialogue with customers who report discrimination, 
and consistently placing the issue on the agenda 
in management board and committee meetings. 
At several smaller banks, we see opportunities for 
senior management to take a more proactive role in 
leading efforts to counter discrimination.

Banks assign responsibility for addressing 
discrimination in various parts of their organisations. 
Approaches to managing discrimination in the 
context of compliance with the Wwft and Sw differ 
across banks. One-third of the surveyed banks have 
appointed a board member to take responsibility 
for this issue; in some cases, this board member 
also oversees Wwft compliance. The survey shows 
that many banks have placed the responsibility 
for counteracting discrimination within their 
compliance departments. In other cases, the topic 
falls under departments such as Corporate Social 
Responsibility or Diversity & Inclusion. 

No, the bank has not formulated a definition

No, the bank has formulated a definition, 
but it is not comprehensive

Yes, the bank has formulated a comprehensive definition 
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Risk analysis and risk appetite 
The vast majority of banks have conducted a risk 
analysis on the potential for discrimination within 
Wwft and Sw processes – a solid foundation when 
counteracting discrimination. However, the scope 
of these analyses appears to be limited, particularly 
when it comes to identifying the risk of indirect 
discrimination, which remains a challenge.

Figure 2 Has the bank conducted a risk analysis 
on discrimination in Wwft and Sw processes?

All participating banks were asked whether they 
had conducted a risk analysis on discrimination 
in Wwft and Sw processes prior to implementing 
measures.6 This analysis covered 137 distinct 
processes related to the Wwft and the Sw.

Most banks indicated that they had conducted 
such an analysis. While the results vary, a clear 
pattern emerges: enhanced due diligence and 
customer communication are most frequently 
rated as high-risk areas.

6	 Banks were asked to rate the degree of risk on a scale from 1 to 5, with 1 representing ‘low risk’ and 5 ‘high risk’.
7	 Identification and verification of customer identity, purpose and nature of the business relationship, origin of funds, PEP screening, understanding 

ownership and control structures, UBO verification, adverse media screening, enhanced due diligence, sanctions screening (name screening and 
transaction filtering), transaction monitoring, customer communication and drawing up customer profiles.

8	 Toetsingskader risicoprofilering – Normen tegen discriminatie op grond van ras en nationaliteit

To identify discrimination risks, most banks rely 
on one or more of the following indicators: the 
degree of customer contact, the balance between 
professional judgement and automation, and the 
use of personal characteristics within Wwft and 
Sw processes. 

We believe that the structured approach reflected 
in the responses is encouraging. The indicators 
used align well with the most frequently reported 
issues. However, we note that the risk of indirect 
discrimination requires further attention. Currently, 
the indicators used by banks primarily focus on 
direct and perceived forms of discrimination. For 
example, customer contact is a context in which 
perceived discrimination may occur, and the use of 
personal characteristics shows banks’ awareness 
of direct discrimination. The indicator “balance 
between professional judgement and automation,” 
however, appears to be insufficient for identifying 
broader risks. Not only human decisions, but 
also (automated) algorithmic processes can 
contain biases. Depending on design choices 
and data selection, these systems may lead to 
indirectly discriminatory outcomes. To broaden 
and strengthen their risk analysis and approach, 
banks can benefit from using frameworks such as 
the Risk Profiling Review Framework8 developed 
by the Netherlands Institute for Human Rights 
(College voor de Rechten van de Mens, CvRM).

In managing discrimination risks, most banks 
report implementing one or more of the following 
measures: improving customer communication, 
providing staff training, and incorporating 
anti-discrimination provisions into policies and 
processes. However, slightly less than half of the 

NoYes

https://publicaties.mensenrechten.nl/publicatie/4093c026-ae41-4c1d-aa78-4ce0e205b5de


10

DNB Counteracting Discrimination – Actively Addressing the Risk

surveyed banks indicated that, based on their 
risk analysis, they have not yet implemented any 
specific measures.

Figure 3 After conducting a risk analysis, 
has the bank taken measures to manage 
discrimination risks?

Regarding customer communication, the survey 
shows that banks show a strong commitment 
to both oral and written communication, with 
a focus on clarity, explainability and customer-
friendliness. This approach is widely applied 
across most Wwft and Sw processes. DNB 
values this commitment, as clear and respectful 
communication can help reduce perceived 
discrimination. Staff training is another key 
component of banks’ anti-discrimination 
strategies. These programmes often focus on 
recognising bias and enhancing intercultural 
sensitivity and are broadly applied across different 
processes. We consider such training valuable 
for fostering awareness and driving behavioural 
change within organisations. While these general 
measures are important, we encourage banks to 
develop additional process-specific controls as 
part of their evolving risk analyses. For example, 
improved customer communication during 
enhanced due diligence processes is beneficial for 

customer engagement, but it does not address 
potential discrimination risks that may arise earlier 
in the process – before any customer contact 
takes place. 

We also asked banks whether they had assessed 
the potentially discriminatory effects of their risk 
appetite, in addition to analysing discrimination 
risks within Wwft and Sw processes. Half of the 
surveyed banks reported having conducted such 
an analysis. However, some banks mistakenly 
assume that exclusion under the Wwft is 
inherently non-discriminatory. It is important to 
note that the Wwft does not prescribe or even 
allow categorical exclusion (such as excluding 
entire sectors or subsectors), and DNB considers 
such exclusion undesirable. Access to payment 
services is essential for participating in economic 
life. Therefore, any unintended consequences 
– such as excluding certain customer groups 
or limiting services – require careful attention. 
This includes examining how an institution’s 
risk appetite may affect the accessibility of its 
payment transactions.

Policy and work instructions
The vast majority of participating banks report 
having made adjustments to their Wwft policies 
or work instructions. In some cases, these 
changes were prompted by the increased focus 
on discrimination in the context of Wwft and Sw 
compliance. 

Approximately half of the surveyed banks 
indicated that they have made adjustments to 
their sanctions policies. Several banks noted 
that, within the constraints of current sanctions 
legislation, they perceive limited scope for modifying 
sanctions policies and related work instructions. 
DNB acknowledges that the current sanctions 
legislation offers less room for a risk-based 

NoYes
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approach compared to the Wwft. A revision of 
the Sanctions Act 1977 is currently underway to 
address this situation. 

Some banks reported having reviewed their existing 
policies and work instructions for potentially 
discriminatory provisions, but the outcome of their 
reviews did not lead to any changes.

However, in situations where policies and 
instructions were not adjusted, roughly one-third 
of banks implemented alternative measures. 
These measures include improving customer 
communication and providing additional staff 
training. 

Feedback loops, 3LoD models, speak-up 
mechanisms and customer complaints
All participating banks report having established 
feedback loops to monitor the effectiveness 
of their Wwft and sanctions policies and work 
instructions. In doing so, nearly all banks rely on 
a combination of internal and external sources 
to gather signals that help interpret how these 
policies and instructions function in practice. 

Within a relatively short period – less than one 
year – a majority of banks have taken meaningful 
steps to integrate the issue of discrimination into 
their internal governance frameworks, specifically 
within the three lines of defence model (3LoD 
model).9 This aligns with the recommendation 
from the previous survey. The extent to which 
the issue has been embedded into the various 
functions and their involvement varies across 
institutions. We observe that most banks assign 
specific roles to the first and second lines of 
defence. The first line is often responsible for 

9	 The Three Lines of Defence model is a widely used framework for risk management: First line: operational staff (e.g. in customer-facing roles) who 
implement policies and manage risks in daily practice. Second line: oversight functions such as compliance, which advise and monitor. Third line: internal 
audit, which independently assesses the effectiveness of the overall system.

actively counteracting discrimination. The role of 
the second line is reflected in activities such as 
conducting targeted monitoring of discrimination 
and routinely including discrimination in advisory 
processes. The role of the third line in addressing 
discrimination remains limited. Just under one-
third of banks report having included, or planning 
to include, discrimination in internal audit reviews. 

Figure 4 Are the first and second lines 
involved in counteracting discrimination? 

Banks can also make use of so-called speak-up 
mechanisms to help interpret how policies and 
work instructions operate in practice. These are 
internal channels which allow employees to 
report misconduct – anonymously or otherwise – 
including discrimination. In a healthy speak-up 
culture, risks can be identified early, before 
they escalate into more serious issues. Survey 
responses show that nearly all banks invest 
significantly in facilitating speak-up mechanisms. 
This includes whistleblower schemes, networks of 
confidential advisers and accessible contact points 
for reporting and discussing concerns.

NoYes
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This is a positive development, as it supports the 
timely detection of both discrimination risks and 
actual instances of discrimination. However, the 
responses also show that these channels are still 
rarely used to report discrimination-related signals. 

Customer complaints can also offer valuable 
insights into how services are perceived and can 
highlight unintended consequences of policies 
and work instructions, including discrimination. 
Currently, the total number of reported complaints 
related to discrimination remains limited. 
However, we observe an increase in the number 
of banks receiving such complaints through 
internal or external channels. This year, two-
thirds of participating banks reported receiving 
complaints on this issue, compared to half last 
year. One-third of these complaints are linked to 
compliance with the Wwft. In contrast, complaints 
related to discrimination in connection with the 
Sw represent only a small portion. A positive trend 
is that banks are increasingly able to categorise 
relevant complaints as discrimination-related and 
link them to Wwft or Sw processes. This enables 
institutions to use these signals more effectively 
in managing discrimination risks. Regarding 
complaints as part of the feedback loop, we 

observe that approximately two-thirds of banks 
now include complaints in their feedback loop 
processes. 

Figure 5 Breakdown of discrimination 
complaints received in 2024

Based on the above findings, DNB offers a set 
of recommendations aimed at helping banks 
further develop their approach to counteracting 
discrimination. These recommendations are 
intended to be indicative and supportive in nature. 

Discrimination complaints related to Sw

Discrimination complaints related to Wwft

Discrimination complaints not related to Wwft/Sw 
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Recommendations for banks

1.	 Banks can enhance awareness and promote consistent action across their organisations by 
adopting a comprehensive definition of discrimination – one that explicitly includes unequal 
treatment and disadvantage. Embedding this definition in policies, work instructions, processes and 
organisational behaviour can further strengthen their approach.

2.	 To demonstrate commitment at the highest level, banks can ensure that (senior) management 
consistently places counteracting discrimination on the agenda and actively promotes it 
throughout the organisation.

3.	 Clearly assigning responsibilities within the organisation for anti-discrimination efforts can support 
their effective implementation. 

4.	Banks can improve their approach by identifying risks of direct, indirect and perceived 
discrimination within existing Wwft and Sw processes. In doing so, they may benefit from external 
resources such as the Risk Profiling Assessment Framework developed by the Netherlands Institute 
for Human Rights.

5.	 Conducting a thorough risk analysis enables banks to implement targeted and effective risk 
management measures. These may include improved customer communication, awareness 
training, and adjustments to policies, work instructions and processes, all of which contribute to 
better management of discrimination risks. 

6.	Establishing effective feedback loops helps banks understand how Wwft and Sw policies and 
procedures function in practice and where improvements are needed. To support this, banks can 
draw on signals from the first, second and third lines of defence, as well as from speak-up 
mechanisms and complaint channels.
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Definition
The extent to which payment service providers 
apply a comprehensive definition of discrimination 
varies significantly. Several of those surveyed 
have adopted a definition that explicitly includes 
exclusion, unequal treatment and disadvantage 
based on personal characteristics. This is not yet a 
consistent feature throughout the sector, however.

Figure 6 Has the payment service provider 
formulated a comprehensive definition of 
discrimination?

Some providers use a general, group-wide 
definition focused solely on equal access to 
services. This narrow view risks overlooking other 
forms of prohibited discrimination. Without a 
clear and comprehensive definition, it becomes 
difficult to systematically identify and address 
discrimination risks.

Tone at the top, ownership and 
responsibility
At a few payment service providers, the issue 
of discrimination is reflected in board agendas 
– for example, through core values or staff 
integrity policies. Overall, however, managerial 
involvement remains limited and fragmented 
across organisations. 

DNB observes that some frontrunners in the 
sector explicitly link the issue of discrimination 
to governance or risk analysis. Nonetheless, 
structural monitoring by management or 
supervisory boards (where present) is still rare.

The way payment service providers assign 
ownership and responsibility for counteracting 
discrimination in the context of Wwft and Sw 
compliance also varies widely. Some providers 
have explicitly designated a specific function or 
department – such as the Compliance Department 
or Head of Operations – as responsible for “advising 
on and monitoring discrimination risks”. Others 
have adopted a model of shared responsibility, 
assigning ownership to all employees or to broader 
teams such as a Global Ethics Team. In such cases, 
there is often no central point of contact or clear 
leadership role at the institutional level. In addition, 
a significant number of payment service providers 
have not yet assigned ownership or responsibility 
for this issue at all. 

Risk analysis and risk appetite
None of the payment service providers surveyed 
have conducted a risk analysis on the risk of 
discrimination within Wwft and Sw processes. As 
a result, there is no initial assessment of where 
in these processes discrimination risks may 
arise, making it difficult to determine whether 
any existing risk management measures are 
appropriate or effective.

No, the payment service provider has not formulated 
a definition

No, the payment service provider has formulated 
a definition, but it is not comprehensive 

Yes, the payment service provider has formulated 
a comprehensive definition

Results: Payment service providers
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Conducting a risk analysis is a crucial first step 
in addressing discrimination systematically. The 
sector is highly diverse, with payment service 
providers offering a wide range of services 
– from money transfer organisations to e-money 
institutions – often involving diverse and 
sometimes complex payment chains. To identify 
where discrimination risks may occur within Wwft 
and Sw processes, it is essential that all compliance-
related processes are included in the risk analysis. 
Given the nature of these services, particular 
attention should be paid to processes such as 
transaction monitoring and sanctions screening. 

Most payment service providers exclude certain 
customer groups or limit services to them. These 
decisions are often driven by the institutions’ 
limited scope for modifying their risk appetite, 
particularly in relation to Wwft and Sw compliance. 
However, the potential discriminatory effects of 
these choices are not always fully considered. It is 
therefore desirable that payment service providers 
identify these discriminatory effects to prevent 
prohibited discrimination.

Figure 7 Does the payment service provider 
exclude customer groups? 

Policy and work instructions 
The survey shows that several payment service 
providers have made adjustments to their Wwft 
and Sw compliance policies, as well as related work 
instructions, with specific attention to the risk of 
direct, indirect, or perceived discrimination. Some 
institutions have recently reviewed and updated 
key Wwft and sanctions policy documents – such 
as the Merchant Termination Policy, Sanctions 
Policy and Customer Integrity Policy – to explicitly 
address potential discriminatory elements. 
However, the majority of payment service 
providers have not yet taken such steps.

Feedback loops, 3LoD models, 
speak-up mechanisms 
and customer complaints
The survey reveals that only a few payment 
service provider have explicitly included the 
issue of discrimination within their governance 
frameworks. Across the sector, explicit attention 
to discrimination in relevant audits and compliance 
reviews remains limited. Some providers have 
conducted – or plan to conduct – investigations 
or audits aimed at addressing discrimination, but 
these efforts are not yet widespread.

Where involvement does exist, it is often limited 
to operational mechanisms such as active hotlines 
for reporting concerns, general complaint handling, 
or the engagement of first-line staff in policy 
development. In these cases, signals are typically 
fed back to the management board. A few payment 
service providers stand out for their more mature 
approach, demonstrating active collaboration 
between the first and second lines of defence. 

NoYes
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Most payment service providers have established 
basic structures for handling complaints and 
internal reporting, including access to confidential 
advisers, ethics functions, or speak-up mechanisms. 
However, the number of actual reports received 
concerning direct, indirect or perceived 
discrimination is either very limited or nil. 

Some payment service providers have initiated 
training programmes that address discrimination, 
typically as part of broader compliance or 
behavioural initiatives.

Yet, the content of these programmes often 
remains general, lacking specific focus on customer 
discrimination within Wwft or Sw processes. Training 
target groups are broadly defined, and practical 
tools tailored to customer-facing roles are frequently 
absent. New initiatives in this area are limited, and 
impact assessments are not conducted, leaving little 
insight into behavioural change or the effectiveness 
of risk management efforts.

Most complaints received by payment 
service providers concern issues unrelated to 
discrimination. Three institutions reported 
having received complaints specifically related 
to discrimination. One of these institutions used 
insights from such complaints to evaluate and 
adjust work processes and policies linked to 
Wwft and Sw compliance. Although the number 
of complaints is low, it remains essential that 
discrimination-related complaints are properly 
identified. By categorising incoming complaints 
with respect to discrimination – potentially 
in combination with Wwft-related aspects – 
institutions can better recognise, analyse and use 
these signals to assess whether risk management 
measures under the Wwft may be discriminatory. 

This contributes to improved customer handling, 
process design and broader policy development. 

Figure 8 Breakdown of discrimination 
complaints received in 2024

Ten out of the thirteen payment service providers 
surveyed stated that they had not received any 
complaints related to discrimination. This appears 
to contradict signals from society and may 
suggest that the threshold for customers to report 
discrimination is high. The absence of complaints 
does not necessarily indicate the absence of 
(perceived) discrimination. It remains important 
to critically assess whether existing processes and 
measures may result in unequal treatment – even 
in the absence of formal complaints. 
Based on the above findings, DNB offers a 
set of recommendations aimed at helping 
payment service providers further develop their 
approach to counteracting discrimination. These 
recommendations are intended to be indictive and 
supportive in nature. 

Discrimination complaints related to Wwft

Discrimination complaints not related to Wwft/Sw
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Recommendations for payment service providers

1.	 Formulating a comprehensive definition that explicitly includes exclusion, unequal treatment and 
disadvantage provides a strong foundation for raising awareness and promoting consistent action 
across the organisation. This definition should be embedded in policies, work instructions, 
processes and organisational behaviour. 

2.	 Clearly assigning responsibilities within the organisation for anti-discrimination efforts can support 
effective implementation.

3.	 Conducting a risk analysis focusing on direct, indirect and perceived discrimination within Wwft and 
Sw processes enables payment service providers to identify where risks may arise and where action 
is needed. In doing so, they may benefit from external resources such as the Risk Profiling 
Assessment Framework developed by the Netherlands Institute for Human Rights.

4.	Evaluating whether risk appetite decisions may lead to unintended exclusion helps prevent 
prohibited discrimination and may prompt necessary adjustments.

5.	 Systematically reviewing policies, procedures and work instructions for potentially discriminatory 
elements allows institutions to recognise and address risks, making their frameworks more 
inclusive and effective. 

6.	By categorising complaints related to discrimination – potentially in combination with Wwft-
related aspects – payment service providers can better monitor, analyse and use these insights to 
inform risk management and policy improvements.

7.	 Clearly defining how each line of defence contributes to anti-discrimination efforts strengthens 
governance. Including discrimination in second- and third-line reviews and surveys helps reveal 
how these functions support risk management. 

8.	 Providing training on bias and discrimination across all organisational levels, with a focus on 
customer interaction, supports awareness and helps reduce discrimination risks. 
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