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Our mission is to foster dialogue between industry stakeholders to
enable efficient, timely and effective implementation of emerging

and existing payment technologies through education,
guidance, and alternative paths to adoption
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l New Consumer Experience Guidance For Click to Pay (EMV ~ SRC)

Case Study: The Guest Checkout
Experience

@ Click to Pay Recap

EMVCo Consumer o A look at the new Click to
Experience (CX) Evolution Pay CX Guide

S\ The Problem: Poor CX Means
Less Business Current State
The Role of CX in Conversion
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Click to Pay Recap

What is Click to Pay: The consumer
facing checkout experience of
EMVCo’s EMV® Secure Remote
Commerce (SRC) Specification

What it does: Provides connectivity
and interoperability between
participating consumers, payment
credentials, issuers and merchants
through a standardized interface and
single user ID (i.e. email or phone #)

US7JPAYMENTS
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7  Cameron Laird, Discover

Why: To provide a simplified,
secure, convenient solution for e-
commerce, resulting in effective
conversion and fraud management

How: Click to Pay is based on the
EMV SRC Specifications to provide a
common baseline for development

Where: Anywhere you see the Click
to Pay icon:

More Info: U.S. Payments Forum
SRC Webinar #1, EMV® Secure
Remote Commerce



https://www.uspaymentsforum.org/emv-secure-remote-commerce-src-webinar/
https://www.uspaymentsforum.org/emv-secure-remote-commerce-src-webinar/
https://www.emvco.com/emv-technologies/secure-remote-commerce/
https://www.emvco.com/emv-technologies/secure-remote-commerce/

Click to Pay Consumer Experience (CX) Evolution

BUT... SO... -

@ Click to Pay CX is evolving to a @ Prastindustry feedback to @ EMVCo has created new CX %

more “Merchant EMVCo was that inconsistent guidelines with input from -

Orchestrated Checkout” CX created confusion designers and extensive research 3
° Merchant Orchestrated o Focus: Develop guidance for

Checkout takes place within “Merchant Orchestrated :

CX controlled by merchant Checkout” experience §
o That means merchants ° Will improve not only CX, but

develop the Click to Pay CX also Developer Experience (DX)

NOT the SRC Systems ° EMVCo has published this new
guidance in an interactive format

based on current industry best
practices

@ The guidelines are now
available on the EMVCo [
website

US7JPAYMENTS
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Complexity at Checkout is the Enemy of Completing a Sale (Conversion)

Conversion Rate

° Complexity and friction reduce
conversion; each keystroke reduces

the likelihood of conversion
Guest Checkout: Manual Entry
Guest Checkout: Autofill

° Many users opt for guest checkout,
which requires significant data entry

* Key entry of primary account
number (PAN), expiration
date and security code
increases friction

CTP: Button
CTP: Merchant Orchestrated
Card on File

o The result is an unnecessarily high
Clicks Needed to abandonment rate
Complete Checkout

)
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l Case study: The Guest Checkout Experience

©
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Guest Checkout is universally
offered

It always requires a lot of
data entry

The most difficult part of key
entered data — PAN, expiration
date, security code — can be
eliminated using different
methods including Click to Pay

Payment credentials can be
accessed through data already
entered in guest checkout —
email address

Click to Pay CX integrates with
merchant experience — no
more button or overlays

More secure because of
integration with capability to
tokenize



Comparison: Typical Guest Checkout

Shopping Cart

Subtotal
Shipping
Tax
Total

Kitchen

Sta

ary1 ™~

$48.00

Save

il T -

A
[SR]

55 Steel Toaster

CONTINUE SHOPPING

AA kitchen.com

9:41 il 7 -
= Kitchen ]

< Shopping Cart

Sign In

Email Address

Password

CONTINUE

Trouble signing in?

CHECKOUT AS GUEST

WEACCEPT (B wsa

AA kitchen.com &

9:a1 il -
= o
= Kitchen i}
~ Qrder Summary $48.00
O Contact O Shipping

Contact Information

Already have an account? Sign In

Email Address

Mabile Number

CONTINUE TO SHIPPING

Shipping
Payment

Shipping Policy

Retur Palicy —

Us =

A kitchen.com 2

9:41 il = -
= Kitchen ]
v Order Summary $48.00
@ Contact Q Shipping

Shipping

Shipping Address

First Name Last Name

Address

Apt/ Suite / Other (opticnal)

City

State ~ Zip Code

& Billing address same as shipping address

Delivery Method

Standard Free

£s

Express $25.00
Estimatad delivery: 1- 2 business oays

CONTINUE TO PAYMENT

aA Kitchen.com &

< 0 m [m]

9:41 il -
= o
= Kitchen [
~ Order Summary $5184
@ Contact — @ Shipping — O Payment

Payment

@ [E3 Credit/ Debit payment
O LoGo  Payment method label
O Loco

Payment method label

O LoGO  Payment method label

CONTINUE

Shipping Policy —

Return Palicy —

Contact Us —

A kitchen.com &

< h m O

9:41 ol T =

Kitchen il
v Order Summary $5184

@ Contact © sh QO Payment

Payment

Enter your card details.

Card Number

Expires (MM/Y'Y) oW

Billing Adderess

First Name Last Name
Address

Apt / Suite / Other (optional)

City

State v | ZipCode

+1 ~  Mobile Number

Company name

Shipping Policy —

Return Policy —+
AA kitchen.com ¢

< M m




Comparison: CTP Button Flow (The Old Way)

= Kitchen Oy wisa @ E X Co | visa @0 E X C» visa @ @ = Kitchen = Kitchen [:
REVIEW & CONFIRM Av
CHECKOUT g cTC Comfirm paymert wth (B Chck ta REVIEW CHECKOUT COMPLETE
: ELECT CARD
Easy and smart online Welcome back
Select from card(s) set up for Click to Pay pAY WITH
= Espresso Coffee checkout Revew fems @ st
: Machine Enter the one-time code Visa sent to HAN
F visa__5010 ~ Espresso Cotes
Pay with confidence with Click to Pay e 34 Machine Your arder confirmation number is
ale**@example.com Vi 9010 amet sy £3892174820 A emllwl be zemt 10 you
Not you? 59 h 0Dt 10 rack your diiivery.
NEW RETURNING Subrotsl 360000
E Shipping Froo - Espress Cafee
: Machine
One-time Code T ipey F
Totst s88a.00
Herm Subtotsl 360000 Email Address R
Snipping Free
Cortact
Estimated Total $500.00 By continuing, you agree to Visa's Privacy Notice. D

Payment Summary

o + New Card
el . fxsane
. snppng e

- -

Rt & Confirm page may of msy not b dellvery 3dcness
isplayed, based on WMerchant’ request
¥ Morchant wanss t0 have 2 dolhery address displayec we foed
e shipping sssocisied with 28 profie.

1) Youur payment s ensied by ik Pay OB WISA




Comparison: Click to Pay Merchant Orchestrated (The New Way)

£ il -

Merchant

SHOPPING CART (1)

Weaden Chair
|
e
Subtatal 5000
Delivery: eE
Order Total: $50.00

& Checkout

& Hichon comybasket

aa1 ol -

Merchant
CHESKOUT

o 2 )

Log in ta my account

Continue as a guest

CONTACT INFORMATION,

aliyoung@mail com

+1(212) 123-4567

Continue as guest

Heour does Click ta Py Use my information? A

Glickto Pay e rumber s
Gheck fyou have [ nked cards Leam more

& kitchon,camjehsckaut

Streamlined, fewer screens

)
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Merchant
CHECKOUT

() o ()
PAYMENT METHOD
® [C@ credit/ Debit

Click to Pay s loaking for your
linked cards.

onr

Enter card manually

©  Lece  Ppayment method label

O Loco  Payment method label

O Lo6e  Payment method label

& Kitchen comjchackout

a1 il -

Merchant
CHECKOUT

(] (] Gl
PAYMENT METHOD!

Credit / Debit.

Click to Pay has found your linked carels

To ccess yaur cards, enter the cads
52Nt 10 41 frr} 56T

1 2 3 4 5 6

Resend cade: Moblle  Email
(0 skip verification next time v
Verify and continue
o

To access a different st of inked o
Switch 1D

on

Enter card manually

& kitchon.comichackaut

In line and consistent w/
merchant design specs

Merchant

CHECKOUT

° © ()

- Bank Debit
5678

- Bank Credit
1224

Bank Debit

] .05

a1 reware polnts paying with this €ard

8 Pay 50.00 USD

Cel

or
Enter card manually

abitchen comchackout

wa = -

Merchant
CHECKOUT

©

Thank you for shopping with us!

YOUR ORDER #005

pavuent werwoo: (3 | Bank Debit . 5678

A eonfirmation email will be sent to you with
Gptions 10 track your delivery.

Continue shopping

& kitchon camjbaskat

NO PAN ENTRY



Customer Success Story

‘ norwegian >

Context and challenge

Positive uptake and higher
conversions with Click to Pay

Dagfinn Misund

Head of Payments Norwegian

Air Shuttle

* Norwegian Air Shuttle (NAS) is one of Europe’s largest )
low-cost airlines, operating a short-haul network 2 O /0
across the Nordics and to key European destinations.
NAS partnered with Mastercard to pilot Click to Pay,
enabling customers to have an enhanced guest
checkout experience

of successful card payments converted to
Click to Pay?

“As one of Europe’s leading low-cost
3 % airlines, we’re committed to making smart
moves that benefit our customers. To drive
a best-in-class experience for our
customers booking online, we’ve worked
closely with Mastercard to deliver

Superior checkout experience Click to Pay.

driven by easy enrollment and Click to Pay provides a smarter and more

faster checkout secure way to pay online...by enabling a
more seamless and frictionless experience,
it’s reducing the time for our customers to

5 0% complete their payment. Initially

piloting in the UK, we’re now extending

our launch into other markets so all our

customers can benefit from the same

improved checkout experience.”

*  When presented to Click to Pay, NAS quickly
understood that Click to Pay was a good solution to uplift for approval rates?
enhance the experience for their customers when
booking a flight online

* NAS has always been at the forefront of technology
and was happy to become an early Click to Pay
adopter leveraging the Mastercard Gateway

reduction in checkout time through the
returning user flow compared to
standard checkout experience?

US/QPAYMENTS 1. Dataprovided by Norwegian Air Shuttle
Rz FORUM

2. Mastercard Click to Pay enrollment dashboard: Enroliment Analysis - Tableau Server

3. Mastercard Internal Analysis




Click to Pay CX Guidance: Landing Page

_gEMVCO [:» EMV® & e Remote Commerce
Click to Pay CX Guidelines

Revision log Version 1.1 | October 2024

Welcome!

The EMV® Secure Remote Commerce - Click to Pay CX Guidelines (*guidelines”) provide EMVCo’s requirements and best practices for creating
the best Custormner Experience (CX) across key Click to Pay moments. The guidelines are a single source of truth that enable merchants and
payment service providers (PSPs) implementing a Click to Pay solution to provide a consistent checkout experience.

The CX patterns, key customer interactions, example flows and resources have all been informed and validated through independent
consumer research. The patterns have been designed with accessibility in mind and to meet Web Content Accessibility Guidelines (WCAG)
and Level AA Conformance.

@ CX Patterns i | CX Moments g Resources
CX patterns provide the foundation for your CX Moments provide requirements and best Resources to help integrate Click to Pay with
checkout experience. practices for using CX patterns at key customer your checkout experience.

interactions.

View patterns View moments View resources
y Source: https://emvco.com/click-to-pay-cx-guidelines/click-to-pay-cx-guidelines.html
US//JPAYMENTS

Copyright © 2025 EMVCo


https://emvco.com/click-to-pay-cx-guidelines/click-to-pay-cx-guidelines.html

l Click to Pay CX Guidance by Section

Reference Flows: Step through CX Moments: major steps in
screens for recognized / &’ the user journey

unrecognized users

Identifying a consumer
Checking for saved cards
One-time passcode (OTP)
Loaded cards

CX Patterns: Guidance on how to
design elements for use in screens

e Data disclosure (PIl)
. Pay label Technical Bits: Linking CX to DX
* Card loader

* Onetime passcode (OTP)

e Load card tray

3 US7JPAYMENTS
R FORUM
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CX Patterns: Guidance on Patterns for Use in Common Use Cases

P1 Data disclosure
P2 Payment label
P3 Card loader
( P4 One-time passcode I
P5 Card tray
P& Product education
P7 Link card (existing user)
P& Capture ID

P9 Switch ID

7)PAYMENTS
g FORUM

One-time passcode

Additional identity verification is required when the customer's email or mobile number is
recognised, but they have not chosen skip verification on this device/browser. In this example, the
customer is asked to verify their identity by entering a one-time passcode before their linked cards

can be displayed.

In situ example

® E@ Credit / Debit

Click to Pay has found your linked cards

To access your cards, enter the code
SENt 10 #1 (1) ++e--567

1 2 3 4 5 6

Resend code: Mobile Email

[ skip verification next time v
Verify and continue
|

To access a different set of linked cards
Switch ID

OR

This pattern includes:
- H1: "Click to Pay has found your linked cards”
+ H2: “To access your cards...”
- Passcode input fields
- Resend code:
- Link: “Mobile" (resend to masked mobile number)
- Link: "Email” (resend to masked email)
- Checkbox; option to have device/browser
remembered at this merchant
- CTA: “Verify and continue”
- Horizontal mark
+ Link: “Switch ID" (access a different set of cards
linked to another ID)
- Secondary CTA: allows the custemer to enter a
card manually

Expanded state
-+ Checkbox: option to have device/browser
remembered at this merchant
- Content: “Select to be remembered.."

Design and layout: The location and content of the elements within the pattern should be displayed as shown. Font family, link, background and button colours are
determined by the merchant or PSP style guide.

Links to CX Moments Guidance...

@ Explains pattern

@ Specifies each element of the
pattern

@ Differentiates what elements
should be followed and what
merchants style guide should
dictate

17 Clinton Allen, EMVCo



CX Moments: Guidance on How to Design Elements for Use in Screens

9:41 il T -

Merchant
CHECKOUT

) ° ©
PAYMENT METHOD:
©® [E@ Credit/ Debit

()———=ciickto Pay has found your linked cards

To access your cards, enter the code
SONT 10 4] (+e:) +es-567

°

P —

@——>1 2 3 4 5 6

Resend code: Mobile Email

(5[ suipverification next time v

O————
(©)—————o Toaccess adifferent set of linked cards

Switch ID

OR

Enter card manually

@ merchant com/checkout

US7JPAYMENTS
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Verifying a customer

Overview

Technical bits

If the customer hasn't previously chosen to be remembered, their identity must
be verified each time their linked cards are displayed. Best practise is to use a
One Time Passcode (OTP).

THE SCREEN CONSISTS OF THESE ELEMENTS:

° Intro text
Tells the customer that Click to Pay has found their linked cards.

© otpinput
Allows the customer to enter the code so that they can access their linked cards.

° Skip verification
Allows the customer to skip the verification process on subsequent visits.

° Horizontal mark
Creates trust by associating the Click to Pay icon and SRC System operating
images with the verification process.

© switchip
Gives the customer an option to access a different set of linked cards.

Related prototypes:

’ Baseline experience (mobile)

Example: OTP Moment
o

Provides details of each
element in the moment

@ Explains purpose and
technical summary

@ Each element has detailed
overview and technical bits

@ Links back to related
prototypes/videos of
prototype



CX Moments: Links to Technical Details and Use in Overall Use Case

Verifying a customer

e 123 o s (RN

Technical bits BEST PRACTISE

The following method is called once the customer has entered the OTP:
+ completeIdentityValidation()

Once the completeldentityValidation() response is received, call:
» getSrcProfile()

completeIdentityValidation()
If the SRC System(s) have not already prepared their responses for the

getSr:Prcfi‘le() method, then a load screen may be needed here.

Once the getSrcProfile() response(s) have been received, display the Card Tray.

E@HO I

US/JPAYMENTS
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Example: Technical Bits

@ Describes best practice or
requirements for common
usage scenarios

@ API/ SDK references




Technical Bits: Linking CX to DX

Flow diagram ._.._.

Use the interactive flowchart to understand where API/SDK calls can é
be made and how patterns can be applied throughout the
customer journey in different checkout environments.

s oo
®
i 7
seavmenrs

20 Clinton Allen, EMVCo



How Does This Guide Work in Practice?

@ Integrations are usually through SRC Initiators (SRCIs) to SRC
Systems

@ There are differences between guidance and implementations

@ EMVCo Guidance provides industry w/ best practices
@ SRC Systems provide specific implementation details

@ The SRC System guides would be the source of truth for
any given implementation

US/JPAYMENTS
R FORUM
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l Challenge: Measure Results Independently

The experience should be:

* Easier to use
* More secure
* Faster

The result should be:

* Better conversion
e Lower fraud

What KPI would make a given solution
worth trying? 4% better conversion?

3 US7JPAYMENTS
) R FORUM
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l More Information

EMV® Click to Pay Customer Experience (CX)
Guidelines

Secure Remote Commerce — Click to Pay CX
Guidelines

Simplifying Online Checkout With the EMV®

)
us// PAYMENTS
Rz FORUM
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https://emvco.com/click-to-pay-cx-guidelines/click-to-pay-cx-guidelines.html
https://emvco.com/click-to-pay-cx-guidelines/click-to-pay-cx-guidelines.html
https://www.emvco.com/knowledge-hub/simplifying-online-checkout-with-the-emv-secure-remote-commerce-click-to-pay-cx-guidelines/
https://www.emvco.com/knowledge-hub/simplifying-online-checkout-with-the-emv-secure-remote-commerce-click-to-pay-cx-guidelines/
https://www.emvco.com/knowledge-hub/simplifying-online-checkout-with-the-emv-secure-remote-commerce-click-to-pay-cx-guidelines/

US7JPAYMENTS
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Question & Answer U@mmsms
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Clinton Allen Cameron Laird Pieter Pelser Michael Sulla
EMVCo Discover Visa Mastercard

Have questions?



IDENTITY & PAYMENTS
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SECURE TECHNOLOGY ALLIANCE
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_Feb.24-26,2025 | SanDiego, CA .



Thank You!
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