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Introduction

Payment operations are an integral part of the economic system of any 
country and their basic function is to enable a safe and effective use of 
funds as a means of payment and the execution of cashless payment 
transactions, i .e . the transfer of funds from payer to payee . An effective 
and safe functioning of payment operations is also exceptionally 
important for the central bank, as well as for the overall financial system 
and all of its participants .

Payment operations include payment services and instruments, 
procedures, rules, participants and interbank funds transfer systems, the 
purpose of which is the transfer of funds, in other words, the circulation 
of funds in the country . An important precondition for efficient and safe 
payment operations is a clear legislative framework .

The purpose of the “Payment Transactions and Accounts” publication is 
to provide a comprehensive overview of the payment services of credit 
transfers (including the standing order service), money remittances 
(including the bill-paying service), direct debits and data on transaction 
accounts opened with credit institutions .

This year’s publication cannot avoid including an overview of the impact 
of the COVID-19 pandemic (hereinafter referred to as ‘the pandemic’), 
which made a significant impact on global markets and economies 
as well as on market participants and their behaviour . The payment 
services market is among those that have undergone changes due to the 
pandemic .

Thus, the several-year-long continuous growth in the number and the 
value of cashless payments in the Republic of Croatia (hereinafter 
referred to as ‘RC’) slowed down due to the impact of the pandemic . 
However, the dynamics of the development within the cashless payment 
channels continued to change as a consequence of the changed 
habits of payment service users in payments, in particular among 
consumers . The number of internet banking users has stagnated in 
the last few years, even edging down in some user categories, while 
the number of mobile banking users has been rising substantially . The 
rise in the number of mobile banking users has been accompanied by 
an increase in the number of payment transactions initiated through 
this channel, with the result that in 2020, in the RC, the number of 
payment transactions of consumers initiated by mobile banking evidently 
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exceeded the number of payment transactions initiated by internet 
banking .

Another impact of the pandemic in 2020 was that many business entities 
(including credit institutions’ branch offices) were closed or operated 
at limited capacity, so that the number and the value of credit transfers 
initiated through certain initiation channels, such as over the counter at 
branch offices, decreased perceptibly .

The above-mentioned changes and many other overviews of the 
situation based on statistical data collected in four reports (credit 
transfers, money remittances, direct debits and accounts) are described 
in more detail in the publication .

1 Legal framework

The Payment System Act (Official Gazette 66/2018; hereinafter referred 
to as ‘PSA’), into which the provisions of Directive (EU) 2015/23661 
(hereinafter referred to as ‘Directive’) have been transposed, regulates 
payment services in the RC in a uniform manner, i .e . in the same manner 
as laid down by the Directive for the entire European Economic Area . 
The PSA regulates payment services, payment service providers, the 
obligations of payment service providers to provide payment service 
users with information as well as other rights and obligations related to 
the provision and use of payment services, transaction accounts, the 
establishment, operation and supervision of payment institutions and the 
establishment, operation and supervision of payment systems .

Payment services regulated by the PSA and covered by this publication 
include: credit transfers, which also include standing orders, money 
remittances also comprising the bill-paying and direct debit services .

Statistical data on the above-mentioned payment services are collected 
pursuant to the Decision on the obligation to submit data on the 
payment system and electronic money (Official Gazette 147/2013 and 
16/2017; hereinafter referred to as ‘Decision’), which entered into force 
on 1 January 2014 . The Decision prescribes the obligation of reporting 
data concerning the payment system and electronic money to the 

1 Directive 2015/2366 of the European Parliament and of the Council of 25 November 2015 on 
payment services in the internal market, amending Directives 2002/65/EC, 2009/110/EC and 
2013/36/EU and Regulation (EU) No 1093/2010, and repealing Directive 2007/64/EC .
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Croatian National Bank (hereinafter referred to as ‘CNB’), as well as the 
content and manner of and deadlines for such reports .

The Decision prescribes the scope of the data and the reporting 
entities . In addition to data on national payment transactions, data on 
international payment transactions are also collected, and the reporting 
period is determined at a monthly level .

The publication gives an overview of payment services for 2020 through 
statistical data collected in four reports of the Decision: the Credit 
transfer, Money remittance, Direct debit and Accounts reports .

2 Methodology

The methodology of collecting data in accordance with the Decision 
is based on predefined terms harmonised with legal provisions, the 
ECB’s Regulation (EU) No 1409/2013 of 28 November 2013 on payment 
statistics (ECB/2013/43)2 and other standards governing payment 
services .

The payment service providers (reporting entities) whose data were used 
in the preparation of the publication include the Financial Agency and 
credit institutions (banks) that have obtained authorisation from the CNB, 
which includes authorisation to provide payment services prescribed by 
a special act .

The publication presents aggregated statistical data in the RC for 2020 
and a comparison with the previous periods . Data are grouped, as 
follows:

 � credit transfers and standing orders – shown at a monthly level with the 
balance at the end of the last day of the reporting period (month) or at an 
annual level;

 � money remittances and bill-paying service – shown at a monthly or an 
annual level;

 � direct debits – shown at a monthly level with the balance at the end of 
the last day of the reporting period (month) or at an annual level; and

 � transaction accounts – shown at a monthly level or with the balance at 
the end of the last day of the reporting period (month) .

2 Regulation (EU) No 1409/2013 of the European Central Bank of 28 November 2013 on payment 
statistics (ECB/2013/43) .
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Data on the observed payment services in payment statistics are 
collected in the original currency, i .e . the currency in which the 
transaction takes place (transaction currency) .

The publication shows the value of the transactions in three categories:

1 . in all currencies – includes all currencies, including the kuna, 
converted into kuna;

2 . in kuna – includes only the transactions executed in kuna;
3 . in foreign currencies – includes all currencies excluding the kuna, 

converted into kuna .

For the purposes of the publication, all transactions executed in foreign 
currencies are recalculated in kuna at the CNB’s midpoint exchange 
rate on the last day of the reporting period . Data on the par value of 
transactions are shown in kuna without lipa .

In addition to aggregated statistical data in the RC, the publication 
gives an overview of individual statistical data for consumers and non-
consumers, defined by the Instruction, as follows:

 � “consumer” – means a natural person who, in payment service 
contracts covered by the Payment System Act (OG 66/2018), is acting 
for purposes other than his or her trade, business or profession;

 � “non-consumer” – means a legal or natural person other than the 
consumer (hereinafter referred to as ‘business entity’) and includes 
legal persons (e .g . corporates, institutions, cooperatives, associations, 
foundations etc .), craftsmen and other natural persons employed as 
freelancers or carrying out an economic activity when entering into a 
contract on payment services or a contract on the issuing of electronic 
money within the area of their economic activity or freelance occupation, 
entities that do not have legal personality, but that may be the holders 
of payment accounts (e .g . bodies of state administration, representative 
offices etc .) .

Detailed methodological explanations related to the individual terms of 
the Report are given in each chapter separately .
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Table 1 Payment transactions in the RC

Executed payment transactions
Number of 

transactions % Value of transactions %

A) National payment transactions

1 Sent credit transfers 328,830,660 84.95% 2,183,503,297,201 96.61%

2 Standing orders 24,524,071 6.33% 58,545,606,441 2.59%

3 Bill-paying service 13,699,655 3.54% 4,478,590,913 0.20%

4 Direct debits 19,890,023 5.14% 13,274,336,766 0.59%

5 Sent money remittances 163,469 0.04% 95,018,852 0.01%

Total national payment transactions (1 – 5) 387,107,878 100% 2,259,896,850,173 100%

B) International payment transactions

6 Sent credit transfers 4,133,350 37.11% 256,926,278,539 50.70%

7 Received credit transfers 6,792,809 60.99% 249,403,513,225 49.21%

8 Sent money remittances 11,428 0.10% 24,722,782 0.01%

9 Received money remittances 201,047 1.80% 423,197,745 0.08%

Total international payment transactions (6 – 9) 11,138,634 100% 506,777,712,291 100%

TOTAL (A + B) 398,246,512 2,766,674,562,464

Executed payment transactions include executed payment transactions of credit transfers, standing orders, 
direct debits, money remittances and bill-paying services in all currencies (including the kuna) .

A) National payment transaction means a payment transaction the execution of which involves a payer’s 
payment service provider and a payee’s payment service provider, or only one payment service provider, 
operating in the RC .
1 Sent credit transfers include all national credit transfers executed to debit the payment accounts of 
consumers, business entities and credit institutions .
2 Standing orders include all national standing orders executed to debit the payment accounts of consumers 
and business entities .
3 Bill-paying service includes all national payment account payment services executed to debit consumers 
and business entities .
4 Direct debits include all national direct debits executed to debit the payment accounts of consumers and 
business entities .
5 Sent money remittances include all national money remittances executed to debit consumers and 
business entities .

B) International payment transaction means a payment transaction the execution of which involves two 
payment service providers one of which (of either the payee or the payer) operates in the RC, while the other 
payment service provider (of either the payer or the payee) operates in a third country or another member 
state .
6 Sent credit transfers include all international credit transfers executed to debit the payment accounts of 
consumers, business entities and credit institutions .
7 Received credit transfers include all international credit transfers executed to credit the payment accounts 
of consumers, business entities and credit institutions .
8 Sent money remittances include all international money remittances executed to debit consumers and 
business entities .
9 Received money remittances include all international money remittances executed to credit consumers 
and business entities .

Notes: Including payment transactions of consumers, business entities, credit institutions and the Financial 
Agency, executed in all currencies (including the kuna) and converted into kuna . Data refer to 2020 .
Source: CNB .

3 Payment transactions in the Republic of Croatia

Table 1 shows payment transactions in the RC in 2020 . Data refer to the 
payment transactions of consumers, business entities, credit institutions 
and the Financial Agency executed in all currencies (including the kuna), 
converted into kuna .
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In the structure of national payment transactions, according to the value 
of executed transactions, sent credit transfers account for the largest 
share, 96 .61%, while the standing order service (2 .59%), direct debit 

Figure 1 Structure of national payment transactions according to 
number of executed transactions

Sent credit transfers
84.95%

Standing orders 
6.33%

Bill-paying service
3.54%

Direct debits
5.14%

Sent money
remittances

0.04%

Notes: Including payment transactions of consumers, business entities, credit 
institutions and the Financial Agency, executed in all currencies (including kuna) and 
converted into kuna . Data refer to 2020 .
Source: CNB .

From the structure of national payment transactions by the number of 
executed transactions, it is evident that sent credit transfer transactions 
account for the largest share (84 .95%) . A smaller part refers to direct 
debit transactions with the share of 5 .14%, standing order transactions 
with 6 .33% and bill-paying service transactions with the share of 3 .54% . 
Money remittance transactions are ranked last, their share being 0 .04% 
(Figure 1) .

Figure 2 Structure of national payment transactions according to 
value of executed transactions

Sent credit transfers
96.61%

Standing orders 
2.59%

Bill-paying
service
0.20%

Direct debits
0.59%

Sent money
remittances

0.01%

Notes: Including payment transactions of consumers, business entities, credit 
institutions and the Financial Agency, executed in all currencies (including the kuna) 
and converted into kuna . Data refer to 2020 .
Source: CNB .
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Figure 3 Structure of international payment transactions according to 
number of executed transactions

Sent credit transfers
37.11%

Received credit transfers
60.99%

Sent money remittances
0.10%

Received money remittances
1.80%

Notes: Including payment transactions of consumers, business entities, credit 
institutions and the Financial Agency, executed in all currencies (including the kuna) 
and converted into kuna . Data refer to 2020 .
Source: CNB .

service (0 .59%), bill-paying service (0 .20%) and sent money remittances 
(0 .01%) account for much smaller shares – Figure 2 .

The biggest shares in the number of international payment transactions 
are accounted for by the transactions of received credit transfers, which 
have a share of 60 .99%, and by sent credit transfers, which account 
for 37 .11% . A smaller share refers to received money remittances and 
sent money remittances accounting for 1 .80% and 0 .10% respectively 
(Figure 3) .

Figure 4 Structure of international payment transactions according to 
value of executed transactions

Sent credit
transfers
50.70%

Received credit
transfers
49.21%

Sent money remittances
0.01%

Received money remittances
0.08%

Notes: Including payment transactions of consumers, business entities, credit 
institutions and the Financial Agency, executed in all currencies (including the kuna) 
and converted into kuna . Data refer to 2020 .
Source: CNB .
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The structure of the value of international payment transactions shows 
that sent credit transfers (50 .70%) and received credit transfers (49 .21%) 
account for almost identical shares, while received money remittances 
(0 .08%) and sent money remittances (0 .01%) account for much smaller 
shares (Figure 4) .

An analysis of the trend of total payment transactions in 2020, as 
compared to the figures for 2019, leads to the conclusion that the 
number of transactions declined slightly and the value of transactions 
grew moderately from the previous year .

4 Credit transfers

‘Credit transfer’ means a payment service by which a payer’s payment 
account is debited and a payee’s payment account is credited on the 
basis of an order initiated by the payer3 . The transaction itself must not 
be identified with the term of “credit” in the sense of a loan, rather, it 
originates from the term “credit transfer”, which implies that it is used to 
initiate the transfer to credit the payee’s account at the payer’s initiative .

Credit transfers include sent credit transfers executed to debit the 
accounts of payment service users and received credit transfers 
executed to credit the accounts of payment service users .

Sent credit transfers include national, cross-border and international 
payment transactions executed to debit the accounts of payment service 
users (consumers and business entities); they also include the standing 
order service .

Received credit transfers include cross-border and international payment 
transactions executed to credit the accounts of payment service users 
(consumers and business entities) .

Figure 5 shows the structure of credit transfers that include sent and 
received credit transfers . Sent credit transfers also include standing 
orders .

3 ‘Credit transfer’ means a payment service for crediting a payee’s payment account with a 
payment transaction or a series of payment transactions for debiting a payer’s payment account 
by the payment service provider which holds the payer’s payment account, based on a payment 
order initiated by the payer .



12

C
N

B
 

 P
ay

m
en

t 
Tr

an
sa

ct
io

ns
 a

nd
 A

cc
ou

nt
s 
 

20
20

In the RC, 21 credit institutions provided credit transfer payment services 
on 31 December 2020 .

In 2020, in all 309 .41 million national and international credit transfers 
debiting the accounts of consumers and business entities in the RC were 
executed in all currencies, worth a total of HRK 1,885 .51 billion .

An analysis of the average number and value of the transactions of sent 
national and international credit transfers (in all currencies including 
kuna) per consumer and business entity transaction account showed 
that consumers on average initiated 3 .8 credit transfers at a monthly 
level with an average monthly value of HRK 3,520 and business entities 
on average initiated 37 credit transfers with an average monthly value of 
HRK 474,889 .

An account holder – user (consumer and/or business entity) may have 
several opened payment accounts . In the RC in 2020, an account holder 
– consumer on average initiated 46 transactions, worth in all HRK 42,223 
debiting own payment account, while a business entity debiting its 
account in 2020 initiated on average 440 transactions with a total annual 
value of HRK 5 .8 million .

Sent national and international credit transfers of consumers and 
business entities in foreign currencies (all currencies excluding the 
kuna), converted into kuna

In 2020, in all 4 .81 million transactions of sent national and international 
credit transfers of consumers and business entities were executed in 
foreign currencies (all currencies excluding the kuna), worth a total of 
HRK 318,770 .46 million (converted into kuna) . At a monthly level, on 

Figure 5 Structure of credit transfers

Credit transfers

Standing orders

Received credit
transfers

Sent credit
transfers
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average 401,245 transactions were executed with the average monthly 
value of HRK 26,654 .21 million . The average value of such a credit 
transfer was HRK 66,205 (Figure 6) .

The total number and value of sent national and international credit 
transfers in foreign currencies decreased by 0 .94% and 0 .34% 
respectively in 2020 from 2019 .

Figure 6 Total sent national and international credit transfers of 
consumers and business entities in foreign currencies (all currencies 
excluding the kuna)
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Notes: Including sent national and international credit transfers of consumers and 
business entities in foreign currencies (all currencies excluding the kuna), converted 
into kuna .
Source: CNB .

An analysis of the above data, depending on whether they were initiated 
by consumers or business entities, shows the following . In the RC, in all, 

Figure 7 Sent national and international credit transfers of consumers
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currencies (all currencies excluding the kuna) . The value of transactions is converted 
into kuna . Data refer to 2020 .
Source: CNB .
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1,013,072 transactions of sent national and international credit transfers 
of consumers were executed in foreign currencies (all currencies 
excluding the kuna), worth a total of HRK 23,180 .88 million (converted 
into kuna) . On average 84,423 transactions were executed on a monthly 
basis, with the average value standing at HRK 1,931 .74 million (Figure 7) . 
The average value of consumer transactions was HRK 22,882 .

An analysis of the movement of the shown number and value of the 
transactions of sent national and international credit transfers of 
business entities in foreign currencies (all currencies excluding the kuna), 
established that there had been 3 .8 million transactions, worth in all HRK 
295,589 .6 million (converted into kuna) . The average monthly number 
of transactions was 316,822, with an average value of HRK 24,632 .47 
million (Figure 8) . The average value of such a transaction of a business 
entity was HRK 77,749 .

Figure 8 Sent national and international credit transfers of business 
entities
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Notes: Including sent national and international credit transfers of business entities in 
foreign currencies (all currencies excluding the kuna), converted into kuna . Data refer 
to 2020 .
Source: CNB .

4 .1 National credit transfers

National credit transfers include national payment transactions executed 
to debit the accounts of payment service users (consumers and business 
entities4), the execution of which involves a payer’s payment service 
provider and a payee’s payment service provider, or only one payment 
service provider, which operate in the RC .

4 Not including credit transfers executed to debit the accounts of credit institutions and the 
Financial Agency .
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In the RC, 21 credit institutions provided national credit transfer payment 
services in 2020 .

According to the breakdown in payment statistics, credit transfers may 
be initiated by a paper-based order or electronically .

In 2020, in all 305 .27 million transactions of sent national credit transfers 
of consumers and business entities were executed in all currencies 
(including the kuna), worth a total of HRK 1,632 .61 billion when 
converted into kuna .

The total number of sent national credit transfers in all currencies 
(including the kuna) increased by 0 .96% in 2020 from 2019, while their 
total value grew by 1 .27% in the same period .

A detailed analysis of sent national credit transfers in kuna and in 
foreign currencies (all currencies excluding the kuna) for consumers and 
business entities is provided below .

Sent national credit transfers in kuna

In all 304 .54 million national credit transfers, worth a total of HRK 
1,540 .95 billion, were executed in 2020 . At a monthly level, on average 
25 .38 million transactions were executed, with an average monthly 
value of HRK 128,412 .52 million (Figure 9) . The average value of a sent 
national credit transfer came to HRK 5,060 .

Figure 9 Total sent national credit transfers of consumers and business 
entities in kuna
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The total number of sent national credit transfers of consumers and 
business entities in kuna increased by 1% from 2019 to 2020, while their 
total value grew by 0 .68% in the same period .

The total number of sent national credit transfers of consumers in kuna 
in 2020 was 175 .41 million transactions, with a total value of HRK 
139,360 .12 million .

At a monthly level, on average 14 .62 million transactions were executed, 
with an average monthly value of HRK 11,613 .34 million . The average 
value of such a transaction was HRK 795 (Figure 10) .

Figure 10 Sent national credit transfers of consumers
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Figure 11 Sent national credit transfers of business entities
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Source: CNB .
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In the same period, i .e . in 2020, the total number of sent national credit 
transfers of business entities in kuna was 129 .14 million transactions, 
worth in all HRK 1,401 .59 billion . The average monthly number was 
10 .76 million transactions in an average monthly amount of HRK 
116,799 .18 million . The average value of a transaction of a business 
entity was HRK 10,853 (Figure 11) .

Sent national credit transfers in foreign currencies (all currencies 
excluding the kuna)

In 2020, in the RC, in all 728,221 transactions of sent national credit 
transfers were executed in foreign currencies (all currencies excluding 
the kuna), worth a total of HRK 91,664 .46 million (the value converted 
into kuna) . In the total number of all transactions executed in the RC in 
foreign currencies, 87% were in the euro . At a monthly level, on average 
60,685 transactions were executed with the average monthly value of 
HRK 7,638 .7 million . The average value of a national credit transfer in 
foreign currency (all currencies excluding the kuna) was HRK 125,875 
(Figure 12) .

Figure 12 Total sent national credit transfers of consumers and business 
entities in foreign currencies (all currencies excluding the kuna)
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Notes: Including sent national credit transfers of consumers and business entities in 
foreign currencies (all currencies excluding the kuna), converted into kuna . Data refer to 
2020 .
Source: CNB .

In the RC, in all, 584,452 transactions of sent national credit transfers of 
consumers were executed in foreign currencies (all currencies excluding 
the kuna), worth a total of HRK 15,043 .52 million . At a monthly level, on 
average 48,704 transactions were executed, with an average monthly 
value of HRK 1,253 .63 million . The average value of consumer credit 
transfers was HRK 25,740 (Figure 13) .
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In the same period, i .e . in 2020, it was established that business entities 
initiated in the RC, in all, 143,769 transactions of national credit transfers 
in foreign currencies (all currencies excluding the kuna), worth a total 
of HRK 76,620 .94 million . The average monthly number of transactions 
was 11,981 with the average monthly value of HRK 6,385 .08 million . The 
average value of a credit transfer was HRK 532,945 (Figure 14) .

Figure 13 Sent national credit transfers of consumers
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Data refer to 2020 .
Source: CNB .

Figure 14 Sent national credit transfers of business entities
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National credit transfers according to the method of initiation

It follows from the received statistical data on executed national credit 
transfers of consumers in kuna in 2020 that 62 .03 million of them were 
initiated by a paper-based order and 112 .24 million were initiated 
electronically . On a monthly average, there were 5 .17 million consumer 
credit transfers initiated by paper-based orders and 9 .35 million 
electronically initiated consumer credit transfers .

A comparison of the above data with the data from the previous year 
leads to the conclusion that the number of the national credit transfers of 
consumers initiated electronically in kuna had increased by 21 .4% from 
2019 . The data also indicate that in 2020 the number of credit transfers 
of consumers initiated electronically was 81% higher than the number 
of credit transfers initiated by paper-based orders, which can partially 
be attributed to the impact of the pandemic and partly to the fact that 
certain credit institutions’ branch offices were closed or operated at 
limited capacity for a certain period during the year .

Figure 15 Total number of national credit transfers of consumers 
according to the method of initiation

Electronically
64%

Paper-based
36%

Notes: Shown are national credit transfers of consumers in kuna . Data refer to 2020 .
Source: CNB .

The data shown on the value of national credit transfers of consumers 
according to the method of initiation reveal that the total value of 
transactions initiated by paper-based orders in 2020 stood at HRK 
50,324 .45 million, while the total value of transactions initiated 
electronically by consumers came to HRK 88,090 .69 million . Monthly, 
the value of transactions initiated by paper-based orders on average 
amounted to HRK 4,193 .7 million, while the monthly value of 
transactions initiated electronically was on average HRK 7,340 .89 million .
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In 2020, the total value of the national credit transfers of consumers 
initiated electronically went up 11 .26% from 2019 .

Figure 16 Total value of national credit transfers of consumers 
according to the method of initiation

Electronically
64%

Paper-based
36%

Notes: Shown are national credit transfers of consumers in kuna . Data refer to 2020 .
Source: CNB .

The data on the number of executed national credit transfers of business 
entities according to the method of initiation underline the dominant 
share of credit transfers initiated electronically as against the number 
of credit transfers initiated by paper-based orders . In 2020, the total 
number of national credit transfers initiated by paper-based orders was 
only 7 .97 million (6 .2%) while that of those initiated electronically was 
several times larger, i .e . 120 .9 million transactions (93 .8%) .

Figure 17 Total number of national credit transfers of business 
entities according to the method of initiation

Electronically
94%

Paper-based
6%

Notes: Shares in the number of national credit transfers of business entities according 
to the method of initiation . Data refer to 2020 .
Source: CNB .
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The average monthly number of credit transfers of business entities 
initiated by paper-based orders was 0 .66 million, while that of those 
initiated electronically was 10 .07 million .

In 2020, the total number of national credit transfers of business entities 
initiated electronically decreased by 4 .02% from 2019, while their value 
increased by 0 .26% .

Data on the value of national credit transfers of business entities in kuna 
according to the method of initiation also suggest that, as in 2019, in all, 
considerably fewer transactions were initiated by paper-based orders 
than by orders initiated electronically . The total value of transactions 
initiated by paper-based orders stood at HRK 103,125 .18 million, 
while executed credit transfers worth a total of HRK 1,297 .1 billion 
were initiated electronically . The average monthly value of transactions 
initiated by paper-based orders was HRK 8,593 .77 million, while on a 
monthly average the value of transactions initiated electronically in 2020 
was HRK 108,092 .06 million .

In 2020, the total value of national credit transfers of business entities 
initiated electronically rose by 0 .26% from 2019 .

Figure 18 Total value of national credit transfers of business entities 
according to the method of initiation

Paper-based
7%

Electronically
93%

Notes: Shares in the value of national credit transfers of business entities according to 
the method of initiation, in kuna . Data refer to 2020 .
Source: CNB .



22

C
N

B
 

 P
ay

m
en

t 
Tr

an
sa

ct
io

ns
 a

nd
 A

cc
ou

nt
s 
 

20
20

National credit transfers initiated by paper-based orders

Payment transactions of national credit transfers initiated by a paper-
based order may be submitted for execution over the counter at a credit 
institution or through another legal person that is acting on behalf and 
for the account of a credit institution . Over the last few years, most of 
the initiated paper-based orders may be issued by using a 2D barcode 
printed on such paper-based payment orders that are scanned/read over 
the counter at a credit institution or through another legal person that is 
acting on behalf and for the account of a credit institution .

In 2020, the total number of national credit transfer transactions of 
consumers initiated by a paper-based order over the counter at credit 
institutions was 17 .12 million transactions, while 7 .57 million transactions 
were initiated by business entities . Their total value for consumers was 
HRK 41,762 .12 million and for business entities HRK 101,129 .16 million .

Compared with 2019, a decrease in the number of executed transactions 
initiated by a paper-based order over the counter was recorded for both 
consumers and business entities, of 31 .5% and 26 .7% respectively . This 
may be attributed to the impact of the pandemic because institutions’ 
branch offices were closed for a certain period during the year due to the 
measures imposed by the Civil Protection Headquarters to contain the 
pandemic .

According to the data for national credit transfers in kuna initiated 
with the use of a 2D barcode on paper-based payment orders, it was 
established that the total number for consumers was 44 .88 million 
transactions and for business entities 399,372 transactions . Their total 
value for consumers was HRK 8,560 million and for business entities 
HRK 1,996 million .
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National credit transfers initiated electronically

Box 1 The share of the use of payment instruments of consumers 
relative to the population of the RC and of business entities and 
entities in crafts and trades and freelancers in the RC

Consumer

RC population: 4,047,200

1,177,185
users of Internet banking

29.09%

185,675
users of Internet banking

48.82%

1,589,746
users of mobile banking

39.28%

113,650
users of mobile banking

29.88%

44,302
users of e-bills

1.09%

36
users of e-bills

0.01%

RC business entities: 380,309

Business entity

Source: CNB .

Table 2 Total number of national credit transfers initiated electronically

Payment method Consumer Business entity

Over the counter 167,435 16,494,823

Internet banking 25,354,440 94,899,137

Telebanking 0 498,839

Mobile banking 85,852,760 8,508,275

ATM/banking kiosk 57,566 0

E-bill 517,426 0

Other 293,875 495,316

Notes: Including national credit transfers executed to debit consumers and business 
entities in kuna . Data refer to 2020 .
Source: CNB .

Table 3 Total value of national credit transfers initiated electronically

Payment method Consumer Business entity

Over the counter 75,567,985 75,058,448,556

Internet banking 25,513,802,841 1,117,201,133,972

Telebanking 0 24,370,054,872

Mobile banking 60,875,860,103 25,553,924,443

ATM/banking kiosk 55,384,050 0

E-bill 107,560,549 0

Other 1,462,512,717 54,921,100,417

Notes: Including national credit transfers executed to debit consumers and business 
entities in kuna . Data refer to 2020 .
Source: CNB .
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When the data on the total number and value of transactions initiated 
through Internet and mobile banking in the RC are compared with the 
number of payment service users (consumers and business entities) that 
have contracted the use of Internet and mobile banking services with a 
credit institution (in which case the user is counted as one, irrespective 
of the number of contracts on Internet and/or mobile banking with a 
credit institution), the following can be concluded (Table 4):

 � the average number of national transactions of consumers initiated by 
Internet banking in 2020 was 22 transactions, each user accounting for 
an average value of HRK 21,674;

 � the average number of national transactions of business entities initiated 
by Internet banking in 2020 was 511 transactions, each user accounting 
for an average value of HRK 6,016,971;

 � the average number of national transactions of consumers initiated by 
mobile banking in 2020 was 54 transactions, each user accounting for an 
average value of HRK 38,293;

 � the average number of transactions of business entities initiated by 
mobile banking in 2020 was 75 transactions, each user accounting for an 
average value of HRK 224,848 .

An analysis of the total number of national credit transfers of consumers 
and business entities initiated electronically over the counter leads to 
the conclusion that the total number decreased by 2 .9%, while the 
total value increased by 2 .2% in 2020 from 2019 (Figure 19) . Therefore, 
the pandemic did not have a major impact on transactions initiated 
electronically over the counter at branch offices . Orders submitted on 
memory sticks or CDs over the counter at branch offices are an example 
of such transactions .

An analysis of the total number and value of national credit transfers 
initiated by mobile banking (m-banking applications of credit institutions) 
leads to the conclusion that the upward trend continued in 2020 . 
Thus the total number and value of credit transfers initiated by mobile 
banking increased by 38 .26% and 31 .78% respectively in 2020 from 

Table 4 The average number and value of transactions of national 
credit transfers initiated electronically according to the number of 
users of payment services

Services

Consumer Business entity

Number of 
transactions

Value of 
transactions

Number of 
transactions

Value of 
 transactions

Internet banking 22 21,674 511 6,016,971

Mobile banking 54 38,293 75 224,848

E-bill 12 2,428 0 0

Notes: Including national credit transfers executed to debit consumers and business 
entities in kuna . Data refer to 2020 .
Source: CNB .
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2019 . The movement of the total number of credit transfers initiated by 
mobile banking for the period from 2018 to 2020 in the RC is shown in 
Figure 20 .

Figure 19 Total number and value of national credit transfers of 
consumers and business entities initiated electronically over the counter
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Note: Including national credit transfers of consumers and business entities in kuna .
Source: CNB .

However, if the total number and value of transactions initiated by 
mobile banking in 2020 are analysed separately for consumers and 
business entities, the data show that 91% of transactions were initiated 
by consumers (in all, 85 .85 million), while only 9% of transactions were 
initiated by business entities (in all, 8 .51 million) . As regards the value 
of transactions initiated by mobile banking, 70 .4% of the total value of 
executed transactions was initiated by consumers (in all, HRK 60,875 .86 
million), and 29 .6% by business entities (in all, HRK 25,553 .92 million) .

Figure 20 Total number and value of national credit transfers initiated 
electronically by mobile banking
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If the above data are compared with 2019, the number of transactions 
initiated by consumers using mobile banking increased by 40 .1%, 
while the growth in business entities was 21 .9% in 2020 . The value of 
transactions increased by 30 .2% in consumers and 35 .6% in business 
entities in 2020 from the previous year .

4 .1 .1 Standing orders

A standing order is a payment service by which a credit institution, on 
the basis of a special standing order contract with a payment service 
user, periodically on a certain or determinable day transfers a certain or 
determinable amount from the payment account of the payment service 
user to credit the payment account of the payee (e .g . for payment of the 
TV fee, payment of an annuity or instalment of a loan, etc .) .

In the RC, 21 credit institutions provided standing order services on 31 
December 2020 .

The number of standing order contracts is determined by the number 
of payers’ consents for the execution of a standing order payment 
transaction that the credit institution has received and recorded by the 
credit institution at which the account is managed, which is specified in 
the standing order contract .

A national standing order payment transaction includes national standing 
order payment transactions in kuna executed to debit the accounts of 
payment service users (consumers and business entities) .

Figure 21 shows the movement of the number of standing order 
contracts of consumers and business entities in 2020 by months . On 31 

Figure 21 Number of standing order contracts on 31 December 2020
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Figure 22 Total number and value of standing order transactions of 
consumers and business entities
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refer to 2020 .
Source: CNB .

December 2020, consumers had 2,162,295 standing order contracts and 
business entities had 49,490 standing order contracts entered into with a 
credit institution .

In 2020, in all 24 .5 million standing order transactions (in all currencies) 
were executed in the RC, worth a total of HRK 58,545 .6 million 
(converted into kuna) . Of the total number of standing order transactions, 
99 .7% of them were executed in kuna, and the remaining 0 .3% were 
executed in other currencies .

At a monthly level, on average 2 .04 million transactions were executed, 
with an average monthly value of HRK 4,878 .8 million . The average value 
of a standing order transaction was HRK 2,387 (Figure 22) .

The total number of standing order transactions of consumers in kuna 
in 2020 came to 23 .78 million transactions, worth in all HRK 14,905 .8 
million . At a monthly level, on average 1 .98 million transactions were 
executed with the average monthly value of HRK 1,242 .15 million . The 
average value of a standing order transaction was HRK 627 (Figure 23) .

In the same period, i .e . in 2020, the total number of standing order 
transactions of business entities in kuna was 671,941 transactions, 
worth in all HRK 43,410 .93 million . At a monthly level, on average 55,995 
transactions were executed, with an average monthly value of HRK 
3,617 .58 million . The average value of a standing order transaction was 
HRK 64,605 (Figure 24) .
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Figure 23 Number and value of standing order transactions of 
consumers
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From a comparison of the standing orders of consumers and business 
entities, it can be concluded that, as in previous years, considerably 
more standing order transactions were executed debiting consumer 
accounts (97 .3%) than the accounts of business entities (2 .7%) . 
However, from an analysis of the value of executed standing orders, 
it can be concluded that the value of standing orders executed by 
debiting the accounts of business entities (74 .4%) is significantly larger 
than the value of standing orders executed by debiting the accounts of 
consumers (25 .6%) .

An analysis of the data on the number of consumer users of payment 
services using the standing order service to debit their payment account 
(in which case the user is counted as one, irrespective of the number of 

Figure 24 Number and value of standing order transactions of 
business entities
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Source: CNB .
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standing order contracts entered into with a credit institution) established 
that their proportion in the total population of the RC came to 33 .78% 
(there were 1,367,303 of them having at least one contracted standing 
order service) .

According to the number of business entity users of payment services 
using the standing order service to debit their payment account (in which 
case the user is counted as one, irrespective of the number of standing 
order contracts entered into with a credit institution), it was established 
that their proportion in the total number of registered business entities 
in the RC stood at 9 .15% (there were 34,795 of them having at least one 
contracted standing order service) .

From the data on the total number and value of standing order 
transactions in the RC (in all currencies, including the kuna) according to 
the number of payment service users (consumers and business entities) 
that have entered into a standing order contract with a credit institution 
to debit their payment account, the following can be concluded:

 � there were on average 1 .45 monthly transactions of consumer standing 
orders, with an average monthly value of HRK 918;

 � there were on average 1 .6 monthly transactions of business entity 
standing orders, with an average monthly value of HRK 104,126 .

4 .2 International credit transfers

International credit transfer means a credit transfer payment 
transaction the execution of which involves two payment service 
providers of which one payment service provider (of payee or payer) 
operates in the RC, and the other payment service provider (of payer or 
payee) in another member state or in a third country .

In the RC, 21 credit institutions provided international credit transfer 
payment services as of 31 December 2020 .

4 .2 .1 Sent international credit transfers

Sent international credit transfers include international payment 
transactions to debit the accounts of payment service users (consumers 
and business entities) that the credit institution has executed/sent 
to credit the payee’s payment service provider operating in another 
member state, or in a third country .
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In the RC in 2020, in all, 4 .13 million international credit transfer 
transactions were sent in all currencies (including the kuna), worth in 
all HRK 253,122 .93 million (converted into kuna) . At a monthly level, on 
average 343,865 transactions were sent, with an average monthly value 
of HRK 21,093 .58 million . The total number of sent international credit 
transfers increased by 1 .29% in 2020 relative to 2019, while their total 
value decreased by 5 .43% in the same period .

Of the total number of sent international credit transfers in 2020, 
39,668 (0 .96%) of them were initiated in kuna, with a total value of 
HRK 26,016 .92 million (10 .28%) . At a monthly level, on average 3,306 
transactions were executed, with an average monthly value of HRK 
2,168 .08 million (Figure 25) .

The total number of sent international credit transfers increased by 9 .9% 
in 2020 from 2019, while their total value decreased by 11 .5% in the 
same period .

Figure 25 Total sent international credit transfers of consumers and 
business entities in kuna
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Note: Including sent international credit transfers of consumers and business entities 
in kuna .
Source: CNB .

At the same time, in all 4 .09 million transactions of international credit 
transfers of consumers and business entities were sent in foreign 
currencies (all currencies excluding the kuna), worth a total of HRK 
227,106 .01 million (converted into kuna) . At a monthly level, on average 
340,560 transactions were sent, with an average monthly value of HRK 
18,925 .5 million (Figure 26) .

An analysis of the data on the total number and value of sent 
international credit transfers in all currencies other than the kuna 
according to whether they were initiated by consumers or business 
entities shows that, in 2020, consumers initiated 428,620 transactions, 
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worth a total of HRK 8,137 .36 million and business entities initiated 
3 .66 million transactions, worth a total of HRK 218,968 .65 million . The 
movement of the total number and value of sent international credit 
transfers in foreign currencies (all currencies excluding the kuna) by 
months for consumers is shown in Figure 27 and for business entities in 
Figure 28 .

At a monthly level, consumers on average initiated 35,718 transactions 
of sent international credit transfers in foreign currencies (all currencies 
excluding the kuna) with an average monthly value of HRK 678 .11 million 
(converted into kuna) . The average monthly value of a transaction of sent 
international credit transfers in foreign currency of consumers amounted 
to HRK 18,985 .

Figure 26 Total sent international credit transfers of consumers and 
business entities in foreign currencies (all currencies excluding the kuna)
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Notes: Including sent international credit transfers of consumers and business entities in 
foreign currencies (all currencies excluding the kuna) . Data refer to 2020 .
Source: CNB .

Figure 27 Sent international credit transfers of consumers
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At a monthly level, business entities on average initiated 304,841 
transactions of sent international credit transfers in foreign currencies 
(all currencies excluding the kuna) with an average monthly value of 
HRK 18,247 .39 million (converted into kuna) . The average value of a 
transaction of a sent international credit transfer in foreign currency of 
business entities amounted to HRK 59,859 (Figure 28) .

The euro was the currency that accounted for the largest share in the 
total number of transactions of sent international credit transfers of 
consumers and business entities in 2020, 92 .53% . It was followed by 
the US dollar with a share of 2 .51%, the pound sterling with 0 .53% and 
the Swiss franc with 0 .34% . The share of 4 .09% refers to the total of all 
other currencies (Figure 29) .

Figure 28 Sent international credit transfers of business entities

0

5

10

15

30

25

0

50

100

150

200

250

350

20

300

bi
lli

on
 H

R
K

in
 th

ou
sa

nd

Number of transactions Value of transactions – right

Ja
nu

ar
y

Fe
br

ua
ry

M
ar

ch

A
pr

il

M
ay

Ju
ne

Ju
ly

A
ug

us
t

S
ep

te
m

be
r

O
ct

ob
er

N
ov

em
be

r

D
ec

em
be

r

Notes: Including sent international credit transfers of business entities in foreign 
currencies (all currencies excluding the kuna) . Data refer to 2020 .
Source: CNB .

Figure 29 Structure of the share of currencies in the total number of transactions 
of sent international credit transfers of consumers and business entities
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Notes: Structure of the share of currencies of all consumers and business entities . Data refer to 2020 .
Source: CNB .
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According to the shares of currencies in the total value of the 
transactions of sent international credit transfers of consumers and 
business entities, the euro is the currency that accounts for the largest 
share, 77 .90% . The currencies that follow include the US dollar with a 
share of 10 .4%, the pound sterling with 0 .39% and the Swiss franc with 
0 .25% . The share of 11 .06% refers to the total of all other currencies 
(Figure 30) .

4 .2 .2 Received international credit transfers

Received international credit transfers cover payment transactions 
received to credit the accounts of payment service users (consumers 
and business entities) in which the payer’s payment service provider 
operates in another member state, or in a third country .

In 2020, in the RC, in all 6 .75 million international credit transfers 
of consumers and business entities were received in all currencies 
(including the kuna), worth a total of HRK 242 .78 billion when converted 
into kuna .

The total number and value of received international credit transfers 
in all currencies (including the kuna) decreased by 1 .86% and 6 .28% 
respectively in 2020 from 2019 .

A detailed analysis of received international credit transfers in kuna and 
in foreign currencies (all currencies excluding the kuna) for consumers 
and business entities is provided below .

Figure 30 Structure of the share of currencies in the total value of 
transactions of sent international credit transfers of consumers and 
business entities
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Notes: Structure of the share of currencies of all consumers and business entities . Data 
refer to 2020 .
Source: CNB .
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In 2020 (Figure 31), in the RC, in all, 381,033 transactions of international 
credit transfers of consumers and business entities were received in 
kuna, worth a total of HRK 26,459 .770 million . At a monthly level, on 
average 31,753 transactions were received, with an average monthly 
value of HRK 2,204 .98 million .

The total number of received international credit transfers of consumers 
and business entities in kuna increased by 28 .33% from 2019 to 2020, 
while their total value decreased by 18 .21% .

At the same time, in the RC, in all, 6 .37 million international credit 
transfers of consumers and business entities were received in foreign 

Figure 31 Total received international credit transfers of consumers 
and business entities in kuna
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Note: Including received international credit transfers of consumers and business 
entities in kuna .
Source: CNB .

Figure 32 Total received international credit transfers of consumers and 
business entities in foreign currencies (all currencies excluding the kuna)
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currencies (all currencies excluding the kuna), worth a total of HRK 
216,317 .9 million (converted into kuna) . At a monthly level, on average 
531,104 international credit transfers of consumers and business entities 
were received, with an average monthly value of HRK 18,026 .49 million 
(Figure 32) .

The total number and value of received international credit transfers of 
consumers and business entities in foreign currencies (all currencies 
excluding the kuna) decreased by 3 .22% and 4 .57% respectively in 2020 
from 2019 .

The euro was the currency that accounted for the largest share in the 
total number of the transactions of received international credit transfers 
of consumers and business entities, with a dominant 90 .22% . It was 
followed by the US dollar with a 2 .30% and the Swiss franc with a 0 .75% 
share . The share of 6 .73% refers to the total of all other currencies 
(Figure 33) .

In the total value of the transactions of received international credit 
transfers of consumers and business entities, the euro is the currency 
that accounts for the largest share, 77 .53% . The currencies that follow 
include the US dollar with a share of 9 .16% and the Swiss franc with 
a share of 0 .49% . The share of 12 .82% refers to the total of all other 
currencies (Figure 34) .

Figure 33 Structure of the share of currencies in the total number of 
transactions of received international credit transfers of consumers 
and business entities

EUR
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CHF
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Other
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Notes: Structure of the share of currencies of all consumers and business entities . Data 
refer to 2020 .
Source: CNB .
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5 Bill-paying service

‘Bill-paying service’ means a service in which a credit institution, on the 
basis of a contract with a payee, collects funds from a payer and makes 
the collected amount available to the payee within time cycles determined 
by a contract (e .g . electricity, water, gas and other bills), pursuant to the 
provisions of the Payment System Act which define the deadlines for the 
execution of payments .

In the RC, on 31 December 2020, 12 credit institutions and one electronic 
money institution provided bill-paying services, exclusively in kuna .

In the RC, in 2020, a total of 15 .16 million transactions were executed 
through the bill-paying service in the total value of HRK 4,761 .45 million . 
The average value of a transaction executed using this service was HRK 
314 .

Compared with 2019, a decrease of 15 .96% and 11 .91% respectively was 
recorded in 2020 both in the number and the value of transactions of the 
bill-paying service, largely because bill-paying service providers’ branch 
offices were closed during a part of the year as a civil protection measure 
to contain the COVID-19 pandemic . However, it is interesting that the 
average value of a transaction executed using the bill-paying service 
increased by 4 .6% in 2020 from 2019 .

Figure 34 Structure of the share of currencies in the total value of 
transactions of received international credit transfers of consumers 
and business entities

EUR
77.53%
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CHF
0.49%
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Notes: Structure of the share of currencies of all consumers and business entities . Data 
refer to 2020 .
Source: CNB .
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The movement of the total monthly number and value of transactions of 
the bill-paying service in 2020 is shown in Figure 35 .

At a monthly level, the average number of transactions was 1 .26 million, 
with an average value of HRK 396 .79 million .

6 Money remittances

‘Money remittance’ means a payment service where funds are received 
from a payer, without any payment accounts being created in the 
name of the payer or the payee, for the sole purpose of transferring a 
corresponding amount to a payee or to another payment service provider 
acting on behalf of the payee, and/or where such funds are received on 
behalf of and made available to the payee .

Data on money remittances presented in this publication have been 
collected from credit institutions that are the providers of the money 
remittance service in accordance with the Payment System Act (or act as 
an agent), the Financial Agency and one payment institution .

In the RC, four credit institutions and the Financial Agency provided the 
service of sending and receiving money remittances in 2020 .

Figure 35 Number and value of transactions of the bill-paying service
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Source: CNB .
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6 .1 Sent money remittances

Data are presented on money remittances that consumers sent to 
payees both in the RC and outside of the RC . A sender in the RC 
always submits kuna for the execution of a money remittance, while the 
payment is in the required currency in the payee’s country .

6 .1 .1 Sent national money remittances

In 2020, in all 49,472 money remittances were sent in the RC, worth a 
total of HRK 95 .02 million . The average value of a transaction stood at 
HRK 1,921 .

Both the number and the value of sent national money remittances went 
down significantly from 2019, by 69 .74% and 44 .07% respectively, while 
the average value of a transaction increased by 84 .89% .

The recorded decrease was also partly due to the fact that two 
institutions ceased to provide the service of sending money remittances .

An analysis of the movement of the shown number and value of sent 
national money remittances in 2020 (Figure 36) established that the 
average monthly number of sent money remittances in the RC was 
4,123, with an average value of HRK 7 .92 million a month .

Figure 36 Sent national money remittances
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Notes: Including sent national money remittances of consumers in kuna . Data refer to 
2020 .
Source: CNB .
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6 .1 .2 Sent international money remittances

International money remittances include international and cross-border 
payment transactions the execution of which involves two payment 
service providers of which the payer’s payment service provider operates 
in the RC, and the payee’s payment service provider operates in a third 
country, or in another member state .

In all, 11,428 international money remittances, worth a total of HRK 
24 .72 million, were sent in 2020 (Figure 37) . The average value of a sent 
international money remittance stood at HRK 2,163 .

Compared with 2019, the number of sent international money 
remittances decreased by 20 .68% and the value went down by 13 .87% . 
The above decrease may also be attributed to the fact that there were 
two institutions that provided the service of sending money remittances 
in the RC fewer than in 2019 . The average value of a sent international 
money remittance was 8 .6% higher in 2020 than in the year before .

Figure 37 Sent international money remittances
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Source: CNB .

6 .2 Received money remittances

Data are presented on money remittances that consumers received from 
senders outside the RC .

In the RC, consumers may receive a money remittance from all countries 
in the world, i .e . in all currencies, provided that the payment currency is 
always the kuna .
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In 2020, consumers received in all 201,047 money remittances from 
abroad in different currencies (including the kuna), worth a total of HRK 
423,197,745 (converted into kuna) .

Below is a detailed presentation of received international money 
remittances in kuna and in foreign currencies, with a special analysis of 
the five most represented currencies .

6 .2 .1 Received international money remittances in kuna

In 2020, consumers received in all 7,419 money remittances sent in kuna 
from abroad, worth a total of HRK 15 .28 million . The average value of a 
money remittance came to HRK 2,059 .

The number of received international money remittances in kuna 
decreased by 10 .34% and their value went down by 5 .3% from 2019 . 
The average value of a received international money remittance in kuna 
was 5 .64% higher in 2020 than in the year before .

At a monthly level, on average 618 international money remittances were 
received, with an average monthly value of HRK 1 .27 million .

Figure 38 Received international money remittances in kuna
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refer to 2020 .
Source: CNB .

6 .2 .2 Received international money remittances in foreign currencies

In 2020, consumers received in all 193,628 money remittances in foreign 
currencies (all currencies other than the kuna) from abroad, which, 
converted into kuna, amounted to HRK 407 .92 million . The average value 
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of a received international money remittance in foreign currency was 
HRK 2,107 .

From 2019, the number of received international money remittances in 
foreign currencies decreased by 1 .85%, while their value grew by 5 .41% . 
The average value of a received money remittance in foreign currencies 
increased by 7 .39% .

On average, 16,136 money remittances in foreign currencies were 
received monthly, which, converted into kuna, had the average monthly 
value of HRK 33 .99 million .

Figure 39 Received international money remittances in foreign 
currencies (all currencies excluding the kuna)
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Notes: Including received international money remittances of consumers in foreign 
currencies (all currencies excluding the kuna), converted into kuna . Data refer to 2020 .
Source: CNB .

From communication with reporting entities it can be seen that received 
money remittances mostly refer to foreign pensions, grants and gifts of 
relatives and friends from abroad .

6 .2 .3 Received international money remittances in the five most represented 
currencies

From an analysis of received international money remittances by 
currency it can be concluded that the largest number and value of 
received money remittances in the RC from abroad were initiated/
made in the euro, followed by the US dollar, Canadian dollar, Australian 
dollar and Swiss franc . The five most represented currencies account 
for 80 .55% of the number and 82 .09% of the value of total received 
international money remittances .
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The euro is the most represented currency, accounting for 53 .94% of the 
number and 53 .05% of the total value of received international money 
remittances .

7 Direct debits

‘Direct debit’ means a payment service for debiting a payer’s payment 
account, where a payment transaction is initiated by a payee on the 
basis of the payer’s consent given to the payer’s own payment service 
provider, to the payee, or to the payee’s payment service provider .

In the RC, 17 credit institutions provided the direct debit payment service 
on 31 December 2020 .

The number of direct debit consents is shown as the total number of 
active direct debit consents on the last day of the reporting period, i .e . of 
the month .

This publication presents direct debit consents and direct debit payment 
transactions given and executed to credit the payment account of 
another user of the service, most frequently a utility company (e .g . 
electricity, water, gas and other bills), as well as to credit the credit 
institution itself (e .g . the collection of charges on a card with a delayed 
debit function when the payment card issuer is at the same time the 
payment service provider that holds the payer’s account) .

Figure 40 Shares of the five most represented currencies in received money remittances
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Note: Shares of the five most represented currencies in received money remittances in 2020 .
Source: CNB .
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Consents are counted according to the number of payees (creditors) per 
payer, irrespective of the number of a payer’s payment accounts that 
are debited and irrespective of whether the consent for the execution 
of direct debits to credit several payees (creditors) is given by a single 
contract . In cases in which a payer gives consent to the same payee by 
a new or the same contract, it is counted as two consents (e .g . consents 
given for direct debits for monthly charges for a fixed telephone in a 
usual residence and in a holiday home) .

Consents are distinguished according to type of the payee and are 
broken down into consents given to credit the service user (e .g . utility 
company for the supply of electricity, water, gas, etc .) and consents 
to credit a credit institution (e .g . collection of charges on a card with 
a delayed debit function when the payment card issuer is the credit 
institution that manages the payer’s payment account) .

7 .1 Number of accounts and users of the direct debit service and given 
consents

Figure 41 shows that, with respect to the payer, the direct debit service 
is used by consumers much more frequently than by business entities .5

The average monthly number of consents for the direct debit service 
in 2020 was 1,025,699 for consumers and 12,502 for business entities . 
The above indicates a decrease in the total number of consents of 
consumers by 22% and of business entities by 2% from 2019 .

5 Not including data submitted by electronic money institutions that at the same time carry out the 
activity of telecommunications services .

Figure 41 Number of direct debit consents
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With regard to the number of direct debit service users that have given 
consent for the execution of direct debits, as well as the number of 
accounts for which this service is contracted, the ratio was also tipped 
towards consumers . On 31 December 2020, 672,322 consumers were 
recorded as being users of direct debit services, contracted to debit their 
596,617 payment accounts . On the other hand, on the same day, 2,056 
business entities were the users of direct debit services .

7 .2 Number and value of direct debit transactions

Figure 42 shows debits from the payment accounts of consumers and 
business entities based on direct debit orders received by payees 
operating in the RC in 2020 .

Figure 42 Total number and value of direct debit transactions
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Notes: Total number and value of direct debit transactions from the payment accounts 
of consumers and business entities executed in all currencies (including the kuna), 
converted into kuna . Data refer to 2020 .
Source: CNB .

In 2020, in all 19 .89 million direct debit transactions from the payment 
accounts in all currencies (converted into kuna), worth a total of HRK 
13,274 .34 million, were executed in the RC . The average value of a direct 
debit was HRK 667 .

The data on the number and value of direct debit transactions (Figures 
43 and 44) also suggest that consumers use the direct debit service to a 
much larger extent than business entities .

In 2020, in all, 19 .74 million direct debits were made from the payment 
accounts of consumers and 154,792 were made from the payment 
accounts of business entities in the RC . The total value of direct debits 
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made from the payment accounts of consumers was HRK 12,237 .15 
million and from the payment accounts of business entities HRK 
1,037 .18 million .

Figure 43 Number and value of direct debit transactions of consumers
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Notes: Number and value of direct debit transactions from the payment accounts of 
consumers executed in all currencies (including the kuna), converted into kuna . Data refer 
to 2020 .
Source: CNB .

Figure 44 Number and value of direct debit transactions of business 
entities
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Notes: Number and value of direct debit transactions from the payment accounts of 
business entities executed in all currencies (including the kuna), converted into kuna . 
Data refer to 2020 .
Source: CNB .
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7 .3 Average number and value of direct debit transactions

Each month on average 1 .64 million direct debit transactions from the 
payment accounts of consumers and 12,899 direct debit transactions 
from the payment accounts of business entities were executed in 2020 . 
The average monthly value of direct debit transactions executed from 
the payment accounts of consumers was HRK 1,019 .76 million, while for 
business entities it was HRK 86 .43 million (Figures 43 and 44) .

7 .4 Average number and value of direct debits by user and account

If the average number and the value of executed direct debit 
transactions per account for which direct debit service is contracted, 
i .e . per user are compared, it can be concluded that in 2020 the average 
monthly number of direct debit transactions per account of a consumer 
was 2 .5 with an average monthly value of HRK 1,516 .8 . On the other 
hand, in 2020, business entities had on average 6 .3 direct debits 
recorded each month, on average worth HRK 42,038 .9 monthly .

8 Accounts

This chapter provides a detailed analysis of the number of payment 
accounts of consumers and business entities opened with credit 
institutions and presents the number of payment accounts and the 
number of users by payment instrument, i .e . according to the agreed 
methods of payment of users at a credit institution .

‘Payment account’ means an account held by a payment service 
provider in the name of one or more payment service users which is 
used for the execution of payment transactions, including a transaction 
account and another payment account .

8 .1 Transaction account and another payment account

‘A transaction account’ means a current account or a giro account 
regulated by the Payment System Act, and with regard to the currency, 
a transaction account can be a single-currency or a multi-currency 
account .
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‘Another payment account’ means any account operated by a payment 
service provider in the name of one or more users of payment services 
used for the execution of payment transactions that cannot however be 
categorised as a transaction account . ‘Another payment account’ includes 
all payment accounts that are not transaction accounts but from which 
a payment transaction may be freely executed . Payment accounts under 
‘Another payment account’ are not distinguished according to whether they 
have or do not have an authorised overdraft . Therefore, only data on the 
total number of accounts opened as ‘Another payment account’ and the 
number of blocked accounts on the last day in the month are shown in this 
publication .

On 31 December 2020, a total of 8,205,616 payment accounts of 
consumers and 410,286 payment accounts of business entities were 
recorded . Of the total number of payment accounts, 94 .8% are transaction 
accounts, while accounts entitled ‘Another payment account’ have a share 
of 5 .2% .

Of the total number of transaction accounts, 7,762,363 of them were the 
accounts of consumers and 408,305 were the accounts of business entities .

Table 5 Number of accounts of consumers and business entities

on 31 December 2020

Type of account Consumer Business entity

Transaction account 7,762,363 408,305

Another payment account 443,253 1,981

Total 8,205,616 410,286

Note: Including blocked accounts on 31 December 2020 and excluding accounts of 
credit institutions and the Financial Agency .
Source: CNB .

Figure 45 Total number of payment accounts of consumers and 
business entities
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Note: Shown is the total number of payment accounts of consumers and business 
entities in 2020 (excluding accounts of credit institutions and the Financial Agency) .
Source: CNB .
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The trend in the total number of accounts of consumers and business 
entities by month is shown in Figure 45 .

On 31 December 2020, in all 3,845,071 inhabitants of the RC 
(consumers) had at least one payment account opened with credit 
institutions in the RC . Relative to the total number of inhabitants in the 
RC (4,047,2006) it can be concluded that 95% of inhabitants have at 
least one payment account with a credit institution .

On 31 December 2020, 302,373 business entities of the total of 380,309 
business entities operating in the RC had payment accounts opened 
with credit institutions in the RC .

When the above data are compared with the total number of the 
recorded payment accounts of consumers and business entities on 31 
December 2020 (Table 5), it can be concluded that each inhabitant of 
the RC (consumer) on average has two (2 .1) payment accounts and that 
each business entity in the RC on average has 1 .4 payment accounts .

6 Croatian Bureau of Statistics: First Release “Population Estimate of Republic of Croatia, 2020”, 9 
February 2021 .

7 Croatian Bureau of Statistics: First Release “Population Estimate of Republic of Croatia, 2020”, 9 
February 2021 .

Box 2 Overview of the number of users of payment accounts and payment 
instruments on 31 December 2020

RC population: 4,047,200 
Registered business entities and entities in crafts
and trades and freelance occupations7: 380,309

Percentage of the 
population with at least 
one payment account

95%

Percentage of the
population using Internet 

banking

29.1%

Number of business 
entities with a payment 

account

302,373

Percentage of the 
population using mobile 

phone payments

39.3%

Number of accounts
per capita in the RC

2.1

Number of accounts 
per active business 

entity

1.2

Source: CNB .
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8 .2 Number of users by payment instrument (service)

Table 6 shows the total number of users, consumers and business 
entities, according to payment instruments (services) (hereinafter referred 
to as ‘payment instrument’), i .e . according to users’ contracted methods 
of payment to debit the accounts opened with a credit institution .

A user of each individual payment instrument, i .e . payment method, 
shown in Table 6 is counted only once, or if the user uses the same 
service (payment method) in two or more credit institutions, it is shown 
as one user .

The number of users shown in Table 6 refers to data on the total number 
of payment service users (consumers and business entities) that have 
contracted the following methods of payment (payment instruments) with 
a credit institution to debit their payment account:

 � Internet banking – records the total number of payment service users 
that have contracted the use of Internet banking with a credit institution, 
irrespective of the number of tokens the credit institution has issued to 
them .

 � Mobile banking – records the total number of payment service users 
that have contracted the use of an application installed on a mobile 
phone with the credit institution .

 � Telebanking – records the total number of payment service users that 
have contracted the use of telebanking with a credit institution .

 � E-bill – records the total number of payment service users (payers) that 
have contracted the use of e-bills with a credit institution .

 � Direct debit – records the total number of payment service users 
(payers) that have given consent for the direct debiting of their payment 
account(s) operated by a credit institution .

 � Standing order – records the total number of payment service users 
(payers) that have entered into a standing order contract with a credit 
institution .

Table 6 Number of users by payment instrument

Description of payment methods Consumer Business entity Total

Internet banking 1,177,185 185,675 1,362,860

Mobile banking 1,589,746 113,650 1,703,396

Telebanking 0 220 220

E-bill 44,302 36 44,338

Direct debit 672,322 2,056 674,378

Standing order 1,367,303 34,795 1,402,098

Note: As at 31 December 2020 .
Source: CNB .
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Data from Table 6 indicate that consumers in the RC use the most 
the mobile banking, or m-banking service (41 .3%), the standing order 
service (35 .6%), Internet banking g(30 .6%), followed by direct debits 
(17 .5%), while the e-bill (1 .2%) accounts for a smaller share than the 
other methods of payment .

In business entities, as expected, Internet banking is the most 
represented with the share of 61 .4%, followed by the mobile banking 
service (37 .6%) and the standing order (11 .5%), while the e-bill (0 .01%) 
is still used very rarely .

The number of users of mobile banking as a method of payment grew by 
21 .4% among consumers and by 16 .1% among business entities from 
2019 to 2020 . Since 2019, there has been an increase of 9 .7% in the 
number of consumer users of Internet banking and an increase of 1 .2% 
in business entity users in 2020 .

Table 7 Payment instruments linked to the payment account

on 31 December 2020

Number of payment 
instruments Consumer Business entity

1 1,454,896 72,123

2 860,136 136,769

3 796,103 81,021

4 and more 733,936 12,460

Note: Shown is the number of payment instruments used by the credit 
institutions’ clients .
Source: CNB .

The number of consumers and business entities that have opened only a 
payment account with a credit institution is presented under a payment 
instrument .

Table 7 shows that in all 1,454,896 (37 .84%) consumers and 72,123 
(23 .85%) business entities have a payment account opened with a credit 
institution, but do not use any other payment instrument (i .e . a service 
such as Internet or mobile banking, direct debit, standing order, etc .) .

The largest number of consumers, 860,136 of them or 22 .4% of the total 
number of payment account holders (3,845,071), use another payment 
instrument in addition to the payment account . The number of business 
entities that use another payment instrument in addition to the payment 
account comes to 136,769, or 45 .2% of the total number of payment 
account holders (302,373) .

If the number of used payment instruments shown in Table 7 is analysed 
according to the structure, i .e . the type of payment instruments that 
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users (consumers or business entities) use the most, it can be seen 
that consumers that in addition to a payment account use only one 
other payment instrument most frequently use standing orders, i .e . in all 
361,926 or 42 .1% of them, followed by mobile banking, i .e . in all 296,029 
or 34 .4% of them . Business entities that in addition to the payment 
account use only one other payment instrument most frequently use 
Internet banking, in all 96,996 or 70 .9% of them .

8 .3 Single-currency and multi-currency accounts

As regards the currency, payment accounts operated by credit 
institutions can be single-currency and multi-currency accounts . Single-
currency accounts are payment accounts in which banks maintain users’ 
funds in a single currency – most frequently in kuna or euro . By contrast, 
in multi-currency accounts, users may have funds in several different 
currencies . In Croatia, multi-currency accounts most frequently only 
allow the maintenance of funds in foreign currencies . However, in some 
multi-currency accounts, funds may be maintained in kuna together 
with other foreign currencies . The traditional foreign currency accounts 
offered by credit institutions in the RC are accounts in which foreign 
currencies are maintained excluding the kuna .

The total number of single-currency accounts in the RC on 31 December 
2020 was 3,428,825, and multi-currency accounts 3,518,655 .

The share of single-currency accounts in the total number of consumer 
transaction accounts stood at 52% on 31 December 2020 . The trend 

Figure 46 Number of single-currency and multi-currency accounts of 
consumers opened with credit institutions
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in the total number of single-currency and multi-currency consumer 
accounts by month is shown in Figure 46 .

Croatian citizens contract single-currency and multi-currency accounts 
almost equally, while business entities most frequently contract only 
multi-currency accounts – i .e . on 31 December 2020, 89 .1% of accounts 
of business entities were multi-currency accounts .

The movement of the number of single-currency and multi-currency 
accounts of business entities by month is given in Figure 47 .

Figure 47 Number of single-currency and multi-currency accounts of 
business entities
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Source: CNB .

8 .4 Transaction accounts by status

Transaction accounts can, according to their status, have an authorised 
overdraft or no authorised overdraft or be blocked .

Accounts without an authorised overdraft are transaction accounts 
opened with a credit institution that can be debited for the execution of 
payment transactions only up to the amount of funds in these accounts .

Accounts blocked on the last day of the reporting period or month are 
not included in the presentation of data on transaction accounts without 
an authorised overdraft .

Accounts with an authorised overdraft are transaction accounts opened 
with a credit institution that can be debited for the execution of payment 
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transactions in excess of the amount of funds in these accounts, or up to 
the amount of an agreed overdraft .

Accounts blocked on the last day of the reporting period or month are 
not included in the data on transaction accounts with an authorised 
overdraft . Also, the amounts of limits authorised for repayment in 
instalments on the transaction account (repayment in instalments for the 
debit payment card) are not included .

Blocked payment accounts are transaction accounts and ‘Another 
payment accounts’ opened with credit institutions, on which the disposal 
of all funds is temporarily disabled on the last day of the reporting period 
or month .

The disposal of funds for the purposes of payment statistics may be 
temporarily disabled because of:

 � the execution of orders for forced collection of funds in accordance with 
the law governing the execution of cash assets;

 � arrears in accordance with conditions from the framework or another 
contract of the payment service user with the payment service provider;

 � suspicion of unauthorised use;

 � the implementation of other regulations, by which the disposal of funds 
in accounts is temporarily disabled; and

 � other reasons .

Blocked accounts are not shown according to the statuses according to 
whether they have or do not have an authorised overdraft facility .

On 31 December 2020, a total of 1,800,492 accounts had an authorised 
overdraft and 5,146,988 accounts did not have an authorised overdraft . 
Of the total number of accounts with an authorised overdraft, 47 .3% of 
them used this possibility .

An analysis of the ratio of the number of accounts with an authorised 
overdraft to the number of accounts without an authorised overdraft 
shows that 27 .1% of transaction accounts of consumers and only 
5 .3% of transaction accounts of business entities have an authorised 
overdraft, while other transaction accounts do not have an authorised 
overdraft .

Below is a detailed overview of the number of accounts by account 
status, and there are also data on total authorised overdrafts and the 
amount of the used overdraft .
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8 .4 .1 Transaction accounts without an authorised overdraft

On 31 December 2020, a total of 4,779,459 transaction accounts of 
consumers and 367,529 transaction accounts of business entities that 
did not have an authorised overdraft were open in the RC .

Figure 48 shows that the number of transaction accounts without an 
authorised overdraft was constant during the observed period in 2020, 
and there were no significant changes either in consumers or in business 
entities .

Figure 48 Number of transaction accounts of consumers and 
business entities without an authorised overdraft
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2020 .
Source: CNB .

If the number of transaction accounts without an authorised overdraft 
is analysed, depending on whether it is a single-currency or a multi-
currency account, it can be seen that there are more multi-currency 
than single-currency accounts, in particular in business entities . Multi-
currency accounts account for 89% of the transaction accounts of 
business entities, while consumers have 55% of multi-currency as 
against 45% of single-currency accounts .

8 .4 .2 Transaction accounts with an authorised overdraft

The total number of transaction accounts with authorised overdrafts in 
the RC is much smaller than the total number of transaction accounts 
without authorised overdrafts, and 1,779,886 accounts of consumers 
and 20,606 accounts of business entities were recorded on 31 
December 2020 . The above implies that an overdraft is only contracted 
and authorised in every fourth consumer account, which means that 
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not all citizens have an authorised overdraft facility . Also, only 5 .3% of 
transaction accounts of business entities have a contracted overdraft .

If the number of transaction accounts with authorised overdrafts is 
analysed, depending on whether they are single-currency or multi-
currency accounts, single-currency accounts (kuna, as a rule) account 
for 69% of consumer accounts, while multi-currency accounts account 
for 31% of all accounts with authorised overdrafts . In business entities, 
the shares are different, and there are 6% of single-currency accounts as 
against 94% of multi-currency accounts that have authorised overdraft 
facilities .

Figure 49 presents the number of transaction accounts of consumers 
and business entities with authorised overdrafts by month for 2020 .

Figure 49 Number of transaction accounts of consumers and 
business entities with an authorised overdraft
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Of the total of 1,779,886 transaction accounts of consumers that on 
31 December 2020 had authorised overdraft facilities, 47% of them, or 
839,952 accounts were actually overdrawn . Among business entities, the 
percentage of transaction accounts with authorised overdrafts that were 
actually overdrawn on 31 December 2020 stood at 54%, or in all 11,085 
transaction accounts were overdrawn of the total recorded 20,606, which 
had overdraft facilities .

8 .4 .3 Blocked payment accounts

On 31 December 2020, a total of 1,298,984 payment accounts of 
consumers and 20,848 payment accounts of business entities were 
blocked, i .e . the disposal of funds was disabled .
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9 Glossary

‘Bill-paying service’ means a payment service in which a credit 
institution, on the basis of a contract with the payee, collects funds from 
the payer, and makes the collected amount available to the payee within 
time cycles determined by a contract (e .g . electricity, water, gas and 
other bills) .

‘Consumer’ means a natural person who, in payment service contracts 
covered by the Payment System Act (Official Gazette 66/2018), is 
acting for purposes other than his/her trade, business or profession, or 
a natural person who concludes a contract for the issue of electronic 
money in accordance with the Electronic Money Act (Official Gazette 
64/2018) for purposes other than his/her trade, business or profession .

‘Credit transfer’ means a payment service for crediting a payee’s 
payment account with a payment transaction or a series of payment 
transactions from a payer’s payment account by the payment service 
provider which holds the payer’s payment account, based on an 
instruction given by the payer .

‘Cross-border payment transaction’ means a payment transaction the 
execution of which involves two payment service providers of which one 
payment service provider operates in the RC, and the other in another 
Member State .

‘Direct debit’ means a payment service for debiting a payer’s payment 
account, where a payment transaction is initiated by a payee on the 
basis of the payer’s consent given to the payer’s own payment service 
provider, to the payee, or to the payee’s payment service provider .

‘International payment transaction’ means a payment transaction the 
execution of which involves two payment service providers of which one 

Table 8 Number of blocked payment accounts

on 31 December 2020

Type of account Consumer Business entity

Transaction account 1,203,018 20,170

Another payment account 95,966 678

Total 1,298,984 20,848

Source: CNB .
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payment service provider operates in the RC, and the other in a third 
country .

‘Money remittance’ means a payment service where funds are received 
from a payer, without any payment accounts being created in the 
name of the payer or the payee, for the sole purpose of transferring a 
corresponding amount to a payee or to another payment service provider 
acting on behalf of the payee, and/or where such funds are received on 
behalf of and made available to the payee .

‘National payment transaction’ means a payment transaction the 
execution of which involves a payer’s payment service provider and a 
payee’s payment service provider, or only one payment service provider, 
which operate in the RC .

‘Non-consumer’ means a legal or natural person other than the 
consumer (i .e ., a business entity) .

‘Payment account’ means any account held by a payment service 
provider in the name of one or more payment service users, which is 
used for the execution of payment transactions .

‘Payment service user’ means a natural or legal person making use 
of a payment service in the capacity of a payer or a payee or in both 
capacities at the same time .

‘Payment transaction’ means the placing, withdrawing or transferring of 
funds initiated by or on behalf and for the account of the payer or by the 
payee, regardless of any underlying obligations between the payer and 
the payee .

‘Standing order’ means an instruction issued by the payer to the 
provider of payment services, which holds the payer’s payment account, 
for the execution of credit transfers at regular intervals or on dates set in 
advance (e .g . payment of the TV fee, the instalment of an annuity . . .) .
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